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CHAPTER ONE
[. Introduction

1.1. Background of the Study

Change can be a time of exciting opportunity faneaand a time of loss, disruption of threat for
others. How such responses to change are manageduedhe difference between surviving and
thriving in a work or business environment. Charnigean inherent characteristic of any

organization and like it or not, all organizatiomsether in the public or private sector must change

to remain relevant. (Queensland government, charageagement best)

Change can originate from external sources thrdeghnological advances, social, political or
economic pressures, or it can come from insideotiganization as a management response to a
range of issues such as changing client needs opst human resource or a performance issue. It
can affect on small area or the entire organizat®vertheless, all change whether from internal
or external sources, large or small, involves adgpbhew mindsets, processes, policies, practices
and behavior(lbid)

Irrespective of the way the change originates, ghamanagements is the process of taking a
planned and structured approach to help align gamzation with the change. In its most simple
and effective form, change management involves ingrkvith an organization’s stakeholder
groups to help them understand what the change srfeathem, helping them make and sustain
the transition and working to overcome any chaléngvolved. From a management perspective
it involves the organizational behavioral adjusttsethat need to be made to accommodate and

sustain change. (Ibid)

The underlying basis of change management is #@blp’s capacity to change can be influenced
by how change is presented to them. Their capdoitadapt to change can shrink if they

misunderstand or resist the change, causing bsaret ongoing issues.

Fundamentally, the basic goal of all change manageis to secure buy- in to the change, and to

align individual behavior and skills with the chang



The Federal Ethics and Anti-Corruption CommissiéitACC) were established in 2001 to

prevent and prosecute corruption institutionaliyc8 its establishment FEACC has taken various
steps to curb corruption through curative and pméve measures. In its attack at corruption and
impropriety, it has chosen to adopt a three-prongegroach of prevention, investigation, and

prosecution. And this approach is believed to haekled encouraging achievements.

The achievements of FEACC include: the awarengssgaraining programs that were offered to
about 500,000 people drawn from various sectionh@fsociety; an examination of the practice
and working procedures of more than 100 governndsgartments and public enterprises,
believed to be conducive to corruption, puttingafard corrective measures and recommendations
and making follow-up of their implementation; andvestigations of a number of alleged
corruption cases and pressing charges against beruwhthem, 100 of whom received from 1-19
years of imprisonment. In all of these activitid®e government has reportedly been working in
close partnership and collaboration with variowsksholders that are crucial in the fight against

corruption.

It is also reported that ethics education and imgirefforts have been undertaken in all regional
states through seminars and workshops. RegionalcAntuption institutes are also established in

due course of time in most of the federal states.

Ethiopia is a signatory to the UN convention agai@srruption and the African Convention of
Preventing and Combating Corruption. The GeneraeAwly of the UN, by Resolution 58/4 of
31 October 2003, has designated 9 December asdtitanal Anti-corruption Day. As previously
stated this decision was taken with the aim ofimgiawareness of corruption and underscoring the
role of the UN Convention in combating and prevenorruption. Accordingly, the International
Anti-Corruption Day has been celebrated since 2@d4t Ethiopia started celebrating the day in
2005.

FEACC is holding this conference, at a time of$beond celebration of the event in this country,
not only to show solidarity globally, but also tmefhigthen the ongoing anti-corruption struggle in
the country in collaboration with all stakeholdensd partners. It is hoped that the celebration
would convey a very clear message to the Ethiopigslic that fighting corruption is high on the

agenda of the Government, and thereby mobilizetitdic in the fight against corruption.



1.2. Statement of the problem

In Ethiopia for the past many years, the concemhainge has been used as a tool for institutional
justice in many federal organization and regionarebus to realize the change program.
Nowadays almost all institutions (organizationsyéhatarted to change to realize the change

program.

Effective change management that makes all empsopeeticipate is essential in our world of

turbulence and of shorter cycles of innovation. ii@fes may affect every industry and every
organizational function. In every organization, mgement knows about the external environment
and the vision of the organization. This knowledgethe bases for developing appropriate
strategies. Although challenging, this is the e@apaat. Nevertheless, management will only be
able to successfully implement a new strategicctivg, if they manage to gain the commitment of

everyone within the organization.

Federal Ethics and Anti Corruption Commission ig o the justice institutions providing service
to the society for curbing corruption to enhance development of the economy at the national
level. In rendering these activities, its relation internal and external environment is must
decision for speedy justice service for the sociktyhis regard, the problem that bas been seen in
delaying justice in the commission was taking muiche to be evidence collection from the

outside entities.

In FEACC during the implementation practices of theange that the service delivery was not
efficient and effective because of:-

» Low educational status of the employees

Educational backward of attitude of the managedseanployees towards service delivery.
Lack of transparency, responsiveness and accolityabi

The work commitment of employees and managers tismarange management.

YV V VY V

To determine the level of service delivery and negend the change improvement direction
of the change management.

All these above problems are obtained by obsenmvatio



In relation to the above mentioned problem theaedeer want to assess in FEACC is developing
processes that enable all employees to learn att@utge and to develop a culture of dialogue

between management and workforce.
1.4. Research question

To address the problems mentioned above, the stiedlyto seek answer for the following basic
guestions

— What are the factors that bring change in FEACC?

— How could change that exists in FEACC influencegbgormance of the organization?

- What are the view of management and employees tisndrange management?

- What are the major contributions of the managemantd the employees in the

implementation of change program?

1.3. Objectives of the study
1.3.1. General objective

The general objective of the study was to examime ¢hallenges and problems of change

management practices in FEACC office.

1.3.2. Specific objective

Specific objectives of this study mainly focus amhto shorten the time for which justice can be
provided to the society by establishing new systiermugh changing mechanism on management

and employees effort.

- To examine the effect of change on individual, grand organizational performance

- To reveal the major factors that cause changes mdeeACC

- To review role of the management & employees inngeamanagement process in the
organization

- To offer the extent to which management and emgeyanderstand change and how they
react to it

- To identify change management of FEACC comes froberesult of BPR implementation

practices.



1.5. Significance of the study

Every research would have something to contributeesa lot of times, money and human

energy is exerted to do it. So, this study is eleto contribute the following:-

— The study could help FEACC to identify causes afuade and improve the method of
handling it,

— The study expected to create awareness for thgiloyees and managers

— The researcher believes that such a study wouldesas a spring board for other

researchers who would like to study the same issaeavider scale.

1.6. Scope of the study

Due to lack of full information about other depaents this study would have been restricted to
assess the changes made by prosecution and iratestigiepartment and employees’ situation
and the system installed with the view of the oig@tion performance of department. This would
have been conducted based on the information gaireed the institution employees and
management who were currently working in the orgatmon and also documents which were
available in the institution. It should be statbdttthe study of this research try to cover the two
years/2009-2010/practical activities of the prosecuand Investigation department.

1.7. Research Design and Methodology
1.7.1 Research design

The researcher was used Descriptive method/crassisal. Because to describe about what, who,

where and when of the problem was answered andralsstigate the whole aspect of a subject.

1.7.2. Population and Sampling Techniques

The total population considered in this study isplEryees of FEACC working at head office.
There were 300 employees in the head office, antlooge employees; the general principle says
that the researcher look 30% of respondents i@ e(Bployees and 10 for manager) selected by
using simple random sampling method. This is bezausaves time, money and effort for the
researcher and gives equal chance for all resptmdenncluded representative samples in the
study.

1.7.3. Type of data used

In this study both primary and secondary data wsedd primary data serve to gather first hand

information from observation, questioners and wtw the researcher for the given purpose. In



addition to this, primary data was more reliabtgodary data was data which has been collected
by individuals or agencies for purposes other tese our particular research study such source

include books, magazines and annual reports pradwugéhe organization.

1.7.4. Methods of Data Collection

Those data collected by using questioners andvietgrmethods of data collection questioners
prepared and distributed to managers and employéesce questioner is easy to administer
confidentially and it was not an expensive way &hgr data from large population. Interview
prepared and conducted with manager to acquireil defarmation. Interview enables the
researcher or interviewer to answer for the inewiquestions in a natural setting and could

answer detailed information.

1.7.5. Methods of Data Analysis
In order to arrive in certain conclusion the cdietdata will be gathered, coded and classified
through tabulation and percentage. Based on theegat information proper interpretation is

given and the data which is collected through daest was analyzed qualitatively.

1.8. Limitation of the Study

During the time of the study the researcher wecedawith the following problems.
» Lack of earlier study related to the topic.

» Lack of well organized information about change agament in the FEACC.

» Lack of sufficient time to gather more information.

* Respondents understanding about change management.

1.9. Organization of the study

Background of the study, statement of the problesaeearch questions, objectives of the study,
significance of the study, scope(delimitation ¢ 8tudy), definition of terms, research design and
methodology, would be organized in the first chapfethe research paper. In the second chapter
the review of related literature would be presenfdte third chapter dealt with data presentation
and discussion. Summary, conclusion and recommiemdatf the research project would be
presenting in the fourth chapter. Finally, the b$tbibliography, samples of questionnaires and

interview were attached to the research paperdrelsevork).



CHAPTER TWO
2. Review of Related Literature

2.1. Definition of Management
The term ‘management’ encompasses an array of@ifféunctions undertaken to accomplish
a task successfully. In the simplest of terms, rganeent is all about ‘getting things done’.
However, it is the way and the process of how aieeaes ones target or goals and it is in this

respect that management is considered an art acidrece as well. (Borins, 2000)

The term management may be recently defined, bekigted at a time when men started
learning the art of organizing, strategizing (dgrimars) and/or simply planning. At the core of
it, management was quintessentially considerednaariaof ‘managing men’ and hence the

term “manage-men T". (ibid)

At the roots, management evolved when the defmittd knowledge became practically
skewed rather than being plain ‘rational’. In sowemy, Rousseau (1972) pointed out “A real
knowledge of things may be a good thing in itselfit the knowledge of men and their

opinions is better, for in human society.”

And much later, management scholar, Peter DrucH&93) defined management as
“Supplying knowledge to find out how existing kn@alje can best be applied to produce
results is, in effect, what we mean by managentgut knowledge is now also being applied
systematically and purposefully to determine whesvrknowledge is needed, whether it is
feasible, and what has to be done to make knowledfgetive. It is being applied, in other

words, to systematic innovation.”

From the above two definitions, it is clear thatni@agement is a creative as well as a systematic
flow of knowledge that can be applied to producsults by using human as well as other
resources in an effective way. Management has et bmited to managing human resource;
management today has been segregated into variamshes like financial management,
strategic management, operations management, timrmaagement, crisis management,
marketing management etc. Each of these is a aeplaranch that is being handled by

managers who specialize in these fields. (BeckHz369)



Today the importance of management from an org#aoira point of view has increased
multifold. It is only through effective managemetitat companies are developing and
executing their business’s policies and stratetmenaximize their profits and provide with the

best of products and services.

Management today combines creative, business, iaegeomal, analytical and other skills to
produce effective goal-oriented results! Some @f kiey functions in management includes
learning to delegate, planning and organizing, camuoating clearly, controlling situations,
motivating employees, adapting to change, constantiovating and thinking of new ideas,
building and good tem and delivering results whae not just figure bound but results that

also focus on overall growth and development. (Bacl, 1969: 333-336)

Management goes beyond the organization’s intenpatations to include the industry and the
general environment. The key emphasis is on isgelased to environmental scanning and
industry analysis, appraisal of current and futuwempetitors, assessment of core

competencies, strategic control and the effectieation of organizational resources. (Ibid)

In general terms, there are two approaches to neamexgf:

The Industrial Organization Approach: This approach is based on economic theory which
deals with issues like competitive rivalry, resaurallocation, economies of scale. This
approach to management assumes rationality, seelfested behavior, profit maximization.
(Beckhard, 1969: 439-445)

The sociological Approach: This approach deals primarily with human inter@csi It
assumes rationality, satisfying behavior, profiv-gyptimality.

Management Theories can also be divided into tw& §mne is the set that concentrates mainly
on efficiency and another is the set that concérgraainly on effectiveness. Efficiency is
about doing things the right way. It involves elmaiing waste and optimizing processes.
Effectiveness is about doing the right things.djbi

A good management style is a blend of both efficyeand effectiveness. There is no point in

acting efficiently if what you are doing will notiie the desired effect.

Management techniques can be viewed as either batpy top-down, or collaborative

processes.



2.2. Definition and Concepts of BPR
2.2.1. Definition of BPR

Business process reengineering is one of the aritimls used as a mechanism to bring radical,
fundamental and dynamic transformation in a wagahg only given undertaking. It is used as a
mechanism of throwing away the old way of doingngjs and starting a fresh. It requires a radical
and break throw transformation on every possibénddrds including cost, speed, customer
satisfaction and other things. Because of its eddiature, BPR is a very challenging task (Linden,
1994:45 and Hammer and Champy, 1993:268).

Business process Reengineering (BPR) is not abaobrnimprovement or modification, but
reinvention of the way we are doing our jobs. In® about making marginal or incremental
improvements, but about achieving quantum leapgperformance. Marginal improvement
requires fine tuning; dramatic improvement demabldsving up the old and replacing it with
something new (Hammer and Stanton, 1994:2-20).

2.3. Change

Change is said to be the only permanent situatioifé but, surprisingly, it is one decision that
management finds difficult to make and implemerd amen a change is made, it is often one of
the most resisted decisions by employees. Howetange is inevitable; therefore, to be effective,

management must anticipate and prepare for it. (R206:60).

The changes that take place around us can be granpe two major categories. The first is
‘natural’, that is changes that occur as a redullh@® natural and intrinsic quality of the thingzda
organism. The second type was intended changesvératconceived by human beings. Although
natural changes are unavoidable and influenceuhbty of work a great deal, they are beyond the
scope of this book. In the context of quality masragnt, it is more useful to discuss intended
change. When discussing change it is importantctee@ one central fact. Although there is a
clearly identifiable need for change and many athges will result from it, the behavior of
human groups and culture is extremely resistarthinge. Despite this resistance, changes take

place as a result of necessity and as a way oivalryTom, 2006)



2.3.1. Types of change

There are two types of changecremental change and transformational chang®rganizations
have to be prepared to undertake both incremehtmhge and transformational change. (Tom,
2006:82)

Incremental change

By far the most frequent sort of change in orgaions is incremental change. Incremental change
alters behaviors in the organization, but gener&lgves undisturbed the more deeply held
organizational beliefs. Examples of incrementaingfgaaim to produce more of ‘something’ and/or
do things better. The incorporation of an expogadement into the existing domestic marketing
function when a firm begins exporting would prolyabé considered incremental, since no large-

scale changes are involved. (Tom, 2006:84)

Incremental change is a role for management. Masatgal with the physical resources skills of
the workforce. They are concerned with efficieneyd avith mastering routines. They are the
people who resolve issues as they arise: they mgdhright-working within defined policies.
However, although incremental change may be saredidy managers, much incremental change
is originated by the people most intimately conedctvith the organization’s processes, its
products/services, and its customers. If they armaldy empowered, they can bring about the
required change themselves. (Tom, 2006:87)

Incremental change is more associated with manageragner than leadership, since management
generally continues current activities with a concfor efficiency. Incremental change does not
lead to a change in the implicit fundamental bslighderpinning the organizational way of
working. (Tom, 2006:93)

Transformational change

Transformational change involves changing one areneb the fundamental organizational beliefs,
and with it the values of the organization. Exammpmétransformational change are the changes in
the processes associated with doing things vefferdiitly, or with undertaking very different
activities, as Minebea did moving rose to markétipg. The changes that an organization makes
to move to either a multi-domestic or a colonialhtgy are transformational. In such cases
management alone generally in not sufficient — vilagquired is leadership. (ECSC, 2004).



Leaders are people who are concerned with effess® they do the right things, they make
policy. They act on the emotional and spiritualoteses of the organization, dealing with its
values, commitment, and aspiration (Bennis and Naf85:21). Leaders are also issue finders:
they seek issues in their search for opportunifisinguishes between managers and leaders:
‘Managers aim to shift balances of power to-warllittuns acceptable as compromises amongst
conflicting values...(while) leaders develop freskad to ling-standing problems and open issues
to new options.” (Tom, 2006:113-127)

But the way in which leadership is viewed differsteeen countries. Kay (1995:15) makes an
interesting contrast between US and UK views oddeship and those of the rest of Europe. In the
US and UK (and to some extent in France) the chiefcutive is seen as the master of the
organization, and business success becomes, ict,eféalizing the chief executive’s vision. In
Japan and most of the rest of Europe, senior exesudre seen as the servants of the organization,
and success is seen as maximizing the value ofgamization’s distinctive capabilities. (ibid)

“Two types of change can be recognized: incrementange, which takes place without
disturbing fundamental organizational beliefs, darahsformational change, which does change
them. In general, carrying through incremental gearequires mainly management skills, whilst
carrying out transformational change involves cdesible leadership skills. From this it can be
seen that successfully effecting change require®isenanagers not simply to manage but also to
lead. Since the only constant in the business bfesanagers will be change, the ability to handle

strategic change is a fundamental skill for suabppe” (ibid)

2.3.2. Understanding the Process of Change

In describing the psychology of change, the pulibcaField Theory in social Science identifies
three stages of process change: unfreezing (ovémgomertia and dismantling the existing
mindset), implementation(when the change occurgally a period of confusion) and refreezing
(the new mindset is crystallizing and a comforeleg returning at previous levels).

Change must be realistic and attainable. The catipar of all stakeholders is a matter of
necessity. Instead of forcing a change, it is bette ensure that a reasonable number of
stakeholders buy into the change and the procesdfatting the change. Criticism should be
encouraged from the proponents and opponents afittiege and should be objectively analyzed.
(Sudan, 2003:217-231).

Every change process should begin with askingast ®ur basic questions:



+« What needs to be changedhange should not be introduced into the systeitnfgu the sake
of it. Changes can be induced from within the orzmtion or outside of it. In either case, the
guestion of what to change is critical. The questtobest answered when the limitations of the
present process are identified. The answer todginsstion should be able to address why the
change is necessary. (ibid)

+ To what should it be changed?t is one thing to know that there is a need teafchanges in
the present system, but another critical questdo what it should be changed. Change cannot
be justified if the organization does not know of batter alternative to the current
system/process. The proposed change must offar leghefits to the system than the current
system does. (ibid)

+ How should this change happenThis question is as relevant as the first two qarst Some
laudable process changes (that successfully antheeiirst two questions) end as disasters,
and all the management time investments are wéstealuse the question of how to make the
change happen was not properly addressed. Whappeoach is adapted to effect the change
must address the issue of how to ensure no or ralrdisruption to the system and must effect
the change at a minimal cost. (ibid)

« How can the change be sustained?his question may be the most critical of therfothe
guestion, if properly answered, justifies the wisdbehind the change. The three previous
guestions might be answered correctly, but if thestjon of how to sustain the change is not
well addressed, all the efforts are merely a wastBe long run, This is the stage where many
process changes face turbulent storms and, whenféligit is said they were “not able to
stand the test of time.” (ibid).

2.3.3. Stages of Process Change

The three stages of effecting process change atgplementation, implementation and post
implementation. (Burns, 2000:165-171).

Pre-implementation stage

This stage can be summarized into three parts:

+«+ Conception of change idea This stage is where the need for process chianmgalized. The
need for change may be due to an inadequacy iprésent system; the need to reduce cost;
the desire to improve service delivery, succeednagaompetition or enhance technology

(proactive change); or the need to comply with goreental or regulatory directives (ibid).



« Evaluation of the idea Alternatives are identified and evaluated aggmmetietermined criteria
in this phase. The alternatives’ benefits and cistlequacies) are identified. Except where it
is a forced change, the proposed new process rfesthbigher net benefits than the existing
process. (ibid).

+ Management’s eventual approval to introduce the pess change
At each of the sub stages, especially the pointshath the change idea was evaluated and
approved, possible resistance by users and bem&dgiof the existing processes must be

identified. The extent and forms of the resistamcest be diagnosed. (ibid)

At the pre-implementation stage, three main optians available to manage envisaged
resistance to proposed process change:

«¢+ Ignore the resistance and carry on with the processange program.
The decision to ignore the resistance shbeldnade only if the impacts of the resistance are
insignificant and/or the cost of prevention or jmgtup with a counter-resistance effort is
excessively high when compared with the benefibgd)

+ End the resistance by preventing it.
To be able to do this effectively, the extentl forms of the envisaged resistance to the ehang
process must be ascertained with as much precasqgrossible prior to implementation. It is
pertinent to note here that resistance would saréddhe pre-implementation stage, especially
at the point of evaluating the change idea. Coosti resistance should be welcomed at all
stages, especially prior to the process changegs éipproval. This type of resistance enhances
the change’s final approval. This type of resistarenhances the change’s quality and
acceptability when addressed to the satisfactioallgbarties. It is assumed that all forms of
resistance and criticisms at this stage are thtmges are constructive, as every party to
decision making seeks the best for the organizafitis second option is viable only if the

benefits of preventing the resistance are grehger the costs. (Burns, 2000:169-170)

+« Implement crisis management
This is a counter-resistance option, whiclansethe resistance to process change cannot be
prevented from happening, but the effects are guoifgiant that they cannot be ignored. The
counter resistance efforts are to eliminate thetieg impacts of the resistance or reduce them
to a level that is tolerable or insignificant. Thesistance must be anticipated prior to the
approval stage to enable the implementation ofceffe and efficient counter-resistance
efforts. (ibid)



Before the change process beings, manageshentid anticipate possible resistance to the
change programs, when and why the resistance wmeddr, the source, and impact of the
resistance. This enables management to identifyvtbelable and unavoidable resistance and
the affordable and unaffordable resistance. Dependin the outcome o management’s

analysis, decisions as to whether the process eharagworthy course can be made. (ibid)

It is important to remember that effectivegess change may be hindered by factors other than
human resistance, especially at the point of implaation. For example, the proposed process
might be incompatible with business and procedwgalities. If for any reason management is
made to accept and approve a process change andvwh&ystem or process is later found to b
incompatible with realities, it would be disastrdas management to fold its hands and watch
the situation helplessly. Management's adoption aofprocess change that is totally
incompatible with the existing realities is a biturder, regardless of the circumstances
surrounding the decision. For effective change rgameent, it is necessary to determine the
extent of incompatibility with the reality and thextent to which the new system can be
adopted to achieve the predetermined process chabjgetives in line with the overall
organizational objectives. It is always advisalllattchange management experts who are
independent of the organizations and the processigeh consultants be invited at the
evaluation stage to assess, among other thingsuyttability and compatibility of the proposed
process. (Burns, 2000, 170-171)

Service disruption is another critical peabl that requires change management in the event of
process change. In service delivery, turnarounce tism one of the important criteria of
measuring service quality Process change in acgemdustry could arise from the need to
improve turnaround time and/or minimize deliverystso The last thing management would
want is service disruption in the system, espgciahere customers would be directly affected,

Service disruption germinates poor service qua(libyd).

Can service disruption be avoided entirelyaiprocess change? Yes, but in most cases it can
only be minimized. For instance, it would be almiogpossible to avoid service disruption, no
matter how small, in a bank that is automatingeitsire processes. In this situation, change

management becomes inevitable. (ibid).

One change management option would be fof staibers and customers who would be

involved in the service delivery and/or who wouldfsr from the service disruption as a result



of the process change to be carried along bef@entplementation stage. This would ensure
their cooperation while also preventing or reducpugsible resistance from the customers.
(ibid)

Another method to manage service disruptiocugtomers during process change is to increase
the number of service points during the transitibhis would ensure that customers waiting
for service are not delayed unnecessarily. (ibid)

Implementation stage

This is the stage at which the process changeplemented. It is unlikely that implementation
of there decisions made at the pre-implementatiageswould be done without any problems.
Proponents of change process, vendors and procasge

consultants may not be able to envisage all theylibroblems that will be faced during the
implementation stage or may, for whatever reasonhwant to disclose them until management

has committed to the exercise.

Many process change projects have been abhadduidi-implementation after huge funds and
management time has been committed. It is a pay shme of the organizations with fully
from the wasted investment or have ceased to eixat.instance, efforts to automate the
operations of various federal and state governraenihistries and agencies in Nigeria are far
from being realized in spite of the hung amountmohey and time that have been committed
to these tasks over time. Many of the projects Haeen abandoned and there is hardly any
government ministry in Nigeria that is fully autoed. Another example is the national
identity card program embarked upon by the Nigegavernment more than two decades ago.
The change was resisted but the government weatlakigh it. However, from all indications
the project has been abandoned and all economigndial and other resources committed
have been wasted. (Burns, 2000:182-194).

The pre-implementation stage is a foundafion the implementation stage. Faulty pre-
implementation programs often culminate in seriprgblems that truncate the process change

at the implementation stage.

It is necessary for management to set u@mdsig committee to be proactive in identifying
problems and resistance during the implementatifiading solutions immediately. When it

cannot prevent problems and resistance, it shduihat find effective solutions. The standing



committee should be composed of all departmenetafl by the process change and should

meet on a regular basis and when the need ariskscass problems and solutions.

All stakeholders (internal and external) ime tsystem should be carried along as the
implementation progresses for better understandang cooperation. They should be

appreciated for their patience and understandihigl)

+ Post-implementation Stage
The post implementation stage is basicallyceoned with ensuring that the process change
achieves the predetermined objectives and that poptementation stage problems are
identified and sorted out quickly. One does noteetpposition to the process change to be as
fierce in this stage as it might be at the pre en@ntation and implementation stages.
(Beckhard, 2006)

If problems do arise, it will most likely be due to

» Lack of or inadequate training to enable usersefrtew process to make maximum use of the
new process Most people is reluctant to learn new ways, esfigcvehere time and deep
concentration are required. For instance, people avkb familiar with a particular application
are more likely to find reasons to condemn the application. (ibid).

Management should ensure that all staff membeextaid by the process change undertake
necessary training at all stages of the processigghamplementation. Staff and other
stakeholders should also be given the feeling ghbitance (because they are) in the successful
implementation of the process change. (ibid)

» Culture clash- In a situation where organizatithed have been operating independently with
distinct processes, vision, beliefs and other djgeaitributes fuse together as an entity under a
common process, vision and belief, it is likelytthalture clash will be experienced. This may
last until the staff members are ready to leavé thld ways of doing things and work under
the new culture.

Management should ensure that the culture diffe®ace identified and streamlined as much

as possible. Also, staff commitment to adopt the peocess should be obtained.

To ensure successful change management, it icatrito have a disaster recovery and
contingency plan at all stages of the process ahaggpecially during the implementation and

post implementation stages. These plans help ernbatethe organization can continue its



operations with minimal or no disruptions shoule@ tthange process implementation fail.
(ibid)

According to a change formula developed by Richzedkhord and David Gleicher, which is
sometimes referred to as Gleicher's Formula, thekionation (product) of organizational
dissatisfaction; vision for the future; and the gibgity of immediate, tactical action must be
stronger than the resistance within the organinatty meaningful change to occur. Exactly
how effective the formula is has yet to be deteadirNo organization has come out to declare
the adoption of the formula and attribute the sasa# the process change to it (the formula).
The ingredients of the model tried to address thst gxperience, future expectations and
current actions against resistance but one thinceitain: there is no hard-and fast rule to
implementing change programs. As the changes dgtedo the methods and approaches, but
a combination of determination, careful planningl @ammitment among all the stakeholders

will always produce good results. (Beckhard, 2006)

2.3.4. Challenges of change

Change is a departure from an existing processagrafl doing something, to a new process or a
different way of doing the same thing. A procesange can be an amendment to existing
processes, an introduction of a new process or. eth example, a manual system can be
redefined or automated, or an automated systembeaopgraded, complemented or replaced
entirely with new packages. These changes are kadewn as business process reengineering
(BPR).(Hammer and Champy,1993)

Changes in any form are intended to better thenizgdon over the short term and/or long term.
However, no matter how marketable change ideasthey, can be frustrated purposefully or
inadvertently if they are not well managed duritigstéages. Poor management often causes the
huge investments in the change process and theelkjggrtations that come with the ideas to turn

to huge disappointments. (Management and OrgaaimdtBehavior)

Some changes are introduced with fanfare, but motg | after commencement of their
implementation, they meet impediments that wouldehaeen avoidable or surmountable if they
had been identified and managed promptly in theyeatages. Instances abound where
organizations’ accounts remain irreconcilable daeptocess automation, system upgrade or

introduction of entirely new packages. There isdoabt that such a process change at the point of



conception, evaluation and/or implementation rexpiia great deal of financial resources and

management time and leads to high expectationsteldre, any failure can be disastrous. To

prevent such a failure, attention should be giverhange management at all stages. (Beckhard,
1969)

2.3.5. Resistance to change

According to hammer and Stanton (1995:117-131) mainthe frontline workers at a different
company refuse to shoulder the new responsibilthes a reengineered process placed on them.
They continued to operate in the old “disempowéreay, claiming that they lacked adequate
training or information to perform as the new pixeequired. They constantly sought direction
from their supervisors, effectively causing theqass to grind (ground) to a halt (a suspension of

movement or progress).

We could go on forever, generally, these behavanescalled “resistance to change,” although
that is an overly simple term to describe a vernglex phenomenon. It is this resistance that
reengineers find the most perplexing, annoyingireising, and confusing part of their job. The
vagaries of human behavior seem infinitely moredate than even the most complex processes.
For the well prepared reengineer. However, resistdo change need not be overwhelming or
intimidating. If leader understand the root causktthe phenomenon and follow a simple set of
principles and techniques for dealing with it, themvill not derail leaders reengineering effort.
There are different resistances to change pringii@eme of them are the following.

» Resistance to change is natural and inevitabléitk tthat it won’t occur, or to view those

who exhibit its symptoms as difficult or retrogradea fatal mistake.

» Resistance does not always show its face. The redpectation is that resistance will be

manifested as sabotage.

» Resistance is manifested of reengineering. The huypsgche is much more complex than
that, and even ostensible “winners” can turn ¢atbe implacable foes. It is necessary to

understand the variety of motivations behind rasist¢ to reengineering.

> Deal with people’s concerns rather than their amguisy In other words, dealing with

resistance is to treat the disease rather thasythptoms.



»  There is no single way for dealing with resistatcesengineering based change, to use the

vernacular, there are “different strokes for diéfet folks”

However, there is a standard repertoire of tectegdo be used in addressing resistance. We call
them the fives. these are as follows:-

» Incentives are inducements, both positive negative, to gepleeto behave as required by

the reengineering effort.

» Information means supplying people with the details of whdtappening and will happen.
Knowledge reduces uncertainty. In many cause, pe@sist reengineering out of ignorance.

Not exactly sure what is going on they assume thiestw

» Intervention means dealing with people one-on —one, to offemtlsupport and reassurance

so that they can overcome their discomfort and déarnew situation.

» Indoctrination means convincing people that reengineering changlesolutely inevitable —

not an option, but a necessity.

» Involvement means co-opting people in to the reengineerifayteso that they are criticizing

from the inside rather than resisting from the iolgts

2.4. Change Management

Change Management can be defined as the procegkrmfing, organizing, coordinating and
controlling the compositions of the environmentemal and external; to ensure that the process
changes are implemented according to approved plashshe overall objectives of introducing the

changes are achieved with as little disruptionassible.

It may be impossible to effect change without angonvenience to the existing processes and
processors. In effect, change management is intertdeprevent disruptions and any other
deliberate or inadvertent acts that would frustrte process change, and to resolve any

disruptions and their causes promptly.

In a nutshell, change management helps ensurgtbdetermined objectives of introducing the
process change are achieved, and it also helpsmtrand resolve:

* Conflicts

» Service disruption

e Culture clashes



» Other problems associated with process change

Change management is not restricted to one levelamfagement; instead, it cuts across the lower,
middle and top levels of management, dependindnercircumstances and the level of authority at
each level.

Change management is a set of processes employemstae that significant changes are

implemented in a controlled and systematic marn(@abal Strategic management).

One of the goals of change management is the atighof people and culture with strategic shifts
in the organization, to overcome resistance to gban order to increase engagement and the

achievement of the organization’s goal for effeetikansformation. (Beckhard,1969)

Change can be a time of exciting opportunity faneaand a time of loss, disruption or threat for
others. How such responses to change are manageduedhe difference between surviving and
thriving in a work or business environment. Charigean inherent characteristic of any

organization and like it or not, all organizatiomsether in the public or private sector must change

to remain relevant. (ibid)

Change can originate from external sources thrdeghnological advances, social, political or
economic pressures, or it can come from insideotiganization as a management response to a

range of issues such as changing client needs epathuman resource or a performance issue.

It can affect one small area or the entire orgdmna Nevertheless, all change whether from
internal or external sources, large or small, imgsladopting new mindsets, processes, policies
and behavior. (ibid)

Irrespective of the way the change originates, ghamanagement is the process of taking a
planned and structured approach to help align gamzation with the change. In its most simple
and effective form, change management involves iugrkvith an organization’s stakeholder
groups to help them understand what the change srfeathem, helping them make and sustain
the transition and working to overcome any chalEnigvolved. From a management perspective
it involves the organizational and behavioral atipents that need to be made to accommodate

and sustain change. (ibid).

There are numerous models and theories about chraagagement, and it is a topic subject to
more than its fair share of management fads artddias. Popular approaches include the linear,

step by step methods exemplified by Kurt lawn’sssia three—phase model of change-unfreeze,



move of change, and refreeze, John Kotter's pofilatep change model, the McKinsey's 7-S
model, and the ADKAR model. Other approaches sscR@sabeth Moss Kanter’'s theories and
change theories based on derivatives of the KuRées model focus on the cultural and people
aspects of change. Each approach has its prosoasg ltowever no one framework is “best” in all
situations. Indeed it is not so much the actual ehod theory that is important, but more that the
approach that is taken is relevant to the circuntss. In fact the best change approaches appear to
use and adapt aspects of various models to suituttere of the organization and the context of
the change. Fundamentally, the basic goal of aihge management is to secure buy-in to the

change, and to align individual behavior and skilith the change. (Beckhard, 1969).
2.4.1. Strategic change management

The Successful repositioning of an enterprise teetmeew strategic aims often requires the
building of new organizational capability. Orgartieaal capability is the collective skill of the

organization developed to enable it to fulfill @kjectives. (Monks, 1987)

It is much greater than structure and usually coebistructure, culture, and process. Wholesale
organizational transformation impacts on the penfmice of the organization during the period of
rethinking an uncertainty that preceded radicaboizational transformation. It forces change on a
variety of operational and strategic aspects ofth&ness. Therefore, even it the sill to change
existed in the organizational and all those invdlwere behind the proposed changes and wanted
to see them implemented, the initiative would tailess the organization had perfected the art of
managing strategic change. The ability to achietrategic change must rank as strategic
competences as it contributes to a key organizalticeppability and enhances effectiveness in this
area. (ibid)

Strategic change management resides at the heé#ne aftrategy implementation proce4ss. It is
about managing the changes for reshaping and mgfithe engines of strategy delivery
expeditiously and while sustaining employee moratel motivation. Most often this means
blending leadership, process, culture, and stractior crate a new or revise an existing

organizational capability so that it fits the newategic intent of the business. (ibid)

To make change happen smoothly requires both Ighigeand management. Leadership and
management both drive the changes in systems,reulénd organization. But leadership and

management is not the same thing. Leadership istgjaining and holding the hearts and minds



of the people involved. Management is about coratiibn the many detailed tasks involved in the

change that requires good program and project nesnegt.

Change leadership is about communicating a vidian gains acceptance for the new direction.
This is not a management task. Its objective isvio hearts and minds not to supervise the
activities that need to be carried out to makecth@nges effective. It is emotional in content and
motivational in purpose. Change management congfsés series of activities to supervise and
control the vast array of tasks that need to baezhout if change is to be accomplished and the
emotional and motivational energy of those involvedo be harnessed. Change leadership and
change management act as the forces for changmoess, culture, and structure. Process change
typically requires a high level of program and pmbj management: successful culture and

structural changes depend much more on effectadelship. (Beckhard, 1969)

2.4.2. Fast and effective change management
Slowly obtaining acceptance is not a reasonablectibe for change management. At best, this
approach will disrupt current operations and resulthe same or lower levels of performance

stemming from compliant behaviors only. (VenkatramE994)

When thinking about a change initiative, one shaddk to rapidly implement change that results
in the higher levels of performance that were eomisd when the decision to make the changes
was made, key to making this happen is to firstrovme the resistance to change and then secure

as much discretionary effort as possible. (ibid)

Most change initiatives are developed to improvefgpmance. Yet, too often, the original
objectives pertaining to better performance, imprbquality, enhanced customer satisfaction, or
whatever dimension of improvement was envisionedrs& be forgotten. Once the decision to
introduce change is made, the attention of the spsrof change tend to shift from the reasons for
making the change and the promise of better pedoom to making sure the targets of change
understand what the requested changes are andomilply. In reality, change management and
performance management should be viewed as flessifithe same coin. After all, why change if
not to improve performance? Change for the sakehahge makes little sense; Change managers
should focus first on unfreezing the status quo emdforcing trial behaviors as soon as they
occur, then focus on driving performance higheirbgroving discretionary effort, which is fast

and effective change management. (Venkatraman,)1994



2.4.3. Change management for the Future

Any predictions of where change management is géonghe future are necessarily based on

changes in the environment, the current trendsgarozation design, and the literature on change

management. While it is tempting to suggest a nunolbgossible scenarios, the certainties of
change management in the next decade will be indmas:

= Change management will increasingly focus on chrapgnind-sets, culture and the softer
competencies as well as technology, systems aai@gies;

= Direction will continue to be set at the top, whidhange management strategies will
increasingly involve people from below, includirtgf§, customers and suppliers;

» Change management will shift its focus to buildorganizational architecture for competitive
advantage, rather than on dealing with externalimternal crises, or implementing
programmed approaches to change;

= There will be more concern in organizations for eleping long-term strategies for
institutionalizing change. As such, there will b@r emphasis on balancing the economic

realities of change with issues that also neectddalt with if change is to be successful.

2.5. Organizational Change

An organization can only perform effectively thréugnteractions with the broader external
environment of which it is part. The structure dodctioning of the organization must reflect,
therefore, the nature of the environment in whithisi operating. Factors such as uncertain
economic conditions, fierce world competition, tbgel of government intervention, scarcity of
natural resources and rapid developments in newntdogy create an increasingly volatile
environment. In order to help ensure its survivadl duture success the organization must be
readily adaptable to the external demands placed itp The organization must be responsive to

change. (Global Strategic management)

Change also originates within the organizationlfitdduch of this change is part of a natural
process of ageing; for example, as material regsusach as buildings, equipment or machinery
deteriorate or lose efficiency; or as human resssiget older, or as skills and abilities become
outdated. Some of this change can be managed throargful planning; for example, regular
repairs and maintenance; choice of introducing teghnology or methods of work; effective
human resource planning to prevent a large numibetat retiring at the same time; management

succession planning; training and staff developmBat the main pressure of change is from



external forces. The organization must be propprgpared to face the demands of a changing
environment. It must give attention to its futurevdlopment and success. (Global Strategic

management)

2.5.1. The nature of organizational change

Change is a pervasive influence. We are all sultgecontinual change of one from or another.
Change is an inescapable part of both social aganazational life. The effects of change can be
studied over different time scales, from weeks wodreds of years, and they can be studies at
different levels. Change can be studied in termgtofeffects at the individual, group, and
organization, and society, national or internatideeel. However, because of its pervasive nature,
change at any one level is interrelated with charsgeother levels, and it is difficult to study one
area of change in isolation. But our main focuatténtion is on the management of organizational

change. (Global Strategic management)

Organizational change can be initiated deliberabslymanagers, it can evolve slowly within a
department, it can be imposed by specific changgmlicy or procedures, or it can arise through
external pressures. Change can affect all aspdctheo operation and functioning of the

organization. (ibid)

2.5.2. Planned organizational change

Most planned organizational change is triggeredth®y need to respond to new challenges or
opportunities presented by the external environmantn anticipation of the need to cope with
potential future problems; for example, intendedvegoment legislation, a new product
development by a major competitors or further tedbgical advances. Planned change represents
an intentional attempt to improve, in some impdrtay, the operational effectiveness of the

organization. (Global Strategic management)

The basic underlying objectives can be seen inrgéterms as:
* Modifying the behavioral patterns of members of dhganization; and

* Improving the ability of the organization to cop@&wchanges in its environment.

2.5.3. The Driving Forces of BPR

No one feel compelled to undertake BPR, even whedieal change is needed, activities such as

creative thinking, benchmarking, corporate transfion, culture change and involution can be



undertaken quite independently of BPR. Many oth@me& works and approaches, exist and these
may or may not include the use of certain changmehts that have been claimed by advocators
of BPR (Thomas, 1994).

Whether or not BPR is desirable will depending up tbe reasons for undertaking it. The
motivations or drives for considering or embracregngineering can be extremely varied. They
could include survival, differentiation, compet#iadvantage or a desire for early wines and quick

fixes.

Some of the derivers are negative or positive. BBRd be used as a cosmetic to demonstrate
action or to avoid difficult choices. It could besad to squeeze more blood out of managers
already working harder than they have ever donerbeflternatively, it could liberate them from
less essential and non values added tasks in todget more time for creative thinking. Sadly,

most BPR practitioners appear to achieve the foah#dre expense of the latter (ibid).

Other drivers of BPR include head count and codticgon rather than values to customers. In
itself, BPR is a neutral instrument. We determirteetler it turns out to be help or hindrance.
Whether or not BPR is of central or marginal impode will depend on what it is applied to, how

it is used and the goal that are set. (ibid).

2.5.4. The Principle of Business Reengineering

The principle of business reengineering emergedhguhe early 1990’s and the following are

some of the important principles (Thomas, 1994).

» Externally focuses on the end customers and therggon greater values for customers.

» Give customers and users a single and accessilié @iocontact through which they can
harness whatever resources and people are relevingir needs and interests.

* Internally, focus on harnessing more of the po#&ntif people and applying into those
activities which identify and deliver value to cmsters. This principle tends to be overlooked.

* Encourage learning and development by building toreaworking environments. This
principle has been almost forgotten in many orgaions, the current emphasis being to
squeeze make out of people and working them hard#rer than improving the quality of
working life and working more cleverly.

* Think and execute as much as activity as possiiedntally, concerning on flow and process

including communication through the organization.



Give priority to the drivers of value rather thamintenance of management control. The role
of the manager is being redefined and an emphastommand and control is giving way to
empowerment, and the notion of the coach and fatwli.

Network related people and activities. Vertical @mation is becoming common place in
some business sectors.

Encourage involvement and participation. This rezpierror tolerant leadership.

Keep a number of core processes to a minimum. Eieghould be directed to external
customers. Management processes such as corptaateng processes which deliver too late
have any real impact can lack both internal andresi customers.

Building learning, renewal and short feedback loiops business processes.

Ensure the continuous implement is built into inmpéated solutions. Experience of business
reengineering can reawaken interest in TQM; both raatural complements. This is widely
overlooked. (Gana, 2003).



CHAPTER THREE

DATA PRESENTATION, ANALYSIS AND INTERPRETATION

This chapter deals with presentation and analylsgata, which were collected from two groups

(managers and employees) through open ended asel@hnled questioners and interviews.
3.1. Characteristics of the Study of Population

A total of 90 questionnaires distributed to seldd@@ employees and 10 managers, and interview
presented to the Department general managers ahéne office. Among these respondents 10
from managers and 80 from employees were inclugi@dhe questionnaires were completed and

all questionnaires were returned to the researcher.

For the data presentation and analysis, withoutdhneg the general managers (interview) in the
first part of respondents were divided into two uge which were middle level managers and
employees and next to that the data obtained fraemiiew were presented. The characteristics
and respondents expressed in terms of Sex and tiwhalastatus. Based on these the information

obtained from respondents presented as followsdrable below.

Table 3.1:Respondents by Sex and Educational status

Managers Employees
Item Questions No % No %
Sex
1 Female 2 20 30 37.5
Male 8 80 50 62.5
Total 10 100 80 100
Educational Status
2 Diploma - - 30 37.5
Degree 6 60 35 43.8
M.S.C. or M.A. 4 40 15 18.7
Total 10 100 80 100

Source: Compiled from the Questionnaire, 2011



As shown in the above table item 1 from top to doott2 (20%) of managers and 30 (37.5%) of

employees were females and the remaining 8 (80%marfagers and 50 (62.5%) of employees

were males respectively. Due to this fact thatrttagority 8 (80%) of the respondents managers
were male there was also the most 50 (62.5%) on thhas female respondents. In addition to this

as observed from item 2, 6 (60%) of managers, 3848 of employees were degree holders or

first degree in their profession, and 4 (40%) ohagers and 15(18.7) of employees were second
degree holders respectively and 35(43.8%) of eng@syliploma holder.

From the data the student researcher have seethéhatajority 8 (80%) of the respondents were

male and the most 50 (62.5%) of them was femakeitidicated that the number of female and

male was not proportional that means the 30 (37 &4gmale respondents would become almost
nearer to the 50 (62.5%)of male respondent emp#pyael all managers have a good educational
status, and majority 35 (43.8%) and 15 (18.7%)f the employees was also have a good

educational status. This helps them to perfornr ek and duties in a better way.

3.2. Analysis of the Findings of the Study

Table 3.2:Commitment level and Change Management result.

ltem Questions Very Mode Very | Tot
High | High rate Low Low al

How do you evaluate employees’
initiation and commitment

1 toward Change Managemeéht
Number of respondents (No - 2 5 2 1 10
Percentage (%) - 20 50 20 10 100
What is the level of commitment
5 of top leadership?
Number of respondents (No| 1 3 6 - - 10
10 30 60 - - 100

Percentage (%)
Source:Compiled from the Questionnaire, 2011

In Table 2, item 1 from top to bottom, show tha¢10%) of the respondents believed that the
initiation and commitment level of employees towdhe& implementation practices of change
management was very low and 2(20%) also low, 5 (5@%d moderate. In the same way 2 (20%)

of the respondents said to managers were comntittggd And also item 2, 1(10%) respondents



said top managers were committed very high and0%o0f3high. And the remaining 6 (60%) of

them rated that moderate. From the data the studsetrcher have seen the most 5 (50%) of
employees initiation and commitment towards changeagement and 6(60%) of the respondents
support the idea that top managers were committederately and employees had also less

commitment for the implementation practices of gemanagement.

Table 3.3:What are the Problems before the Change Manageampl@mentation?

Low | Medium High Total
Items Questions Ne. % N | N& | % | % N2 | %
What was the pain (wrong)
with the process before the
1 implementation o€hange
Managemenstudies with
respect to?
Customer satisfaction 5 | 50 | 3 | 30 |2 |20(10]| 100
Quantity 6 60 3 30 | 1 |10 10| 100
Time 6 | 60 | 4 | 40 | - | - |10/ 100

Source: Compiled from the Questionnaire, 2011

As shown from Table 4, in terms of speed, 8(80%bhefrespondents judge the performances as
low, 2(20%) of the respondents judge as mediumrbetoe implementation practices of change
management. And also 5 (50%) as low quality of @mustr satisfaction, 3 (40%) of customer
satisfaction said medium quality and 2(20%) higlaldy customer satisfaction, 6 (60%) of time
was low before change management implementatioctipea and 4(40%) was medium. In the
same way, 6(60%) of the respondent said low quar&{80%) was medium and 1(10%) was high
before the implementations practices of change gemant, 1 (10%) of

low cost, 6(60%) said the respondents medium &gh respect to cost 3(30%) of them assure
the organization incurred high cost.

Due to this fact that the student researcher utataisthe most prevalent were wrong before
implementation practices of change management va#ipect to speed by 8 (80%), quality
customer satisfaction by 5 (50%), quantity by 6%9Gnd time also by 6 (60%) were low, but

from the information of the same table cost by @465 of them was medium in their response.



Table 3.4:Employees performance and reward mechanism

Very Very

ltems Questions strong | strong | neutral | weak weak Total

Are employees’ performan
1 improved after the
implementation practices of
Change Management?

Number of respondents (o i 8 2 i i 10
Percentage (%) - 80 20 - - 100
Questions NO. %
2 Are there good motivational factors (system) inryarganization for

employees having good performances? What are thosigations?

Financial reward 2 20

Saying thankiyio front of colleagues 3 30

Other mechanisms 5 50
Total 10 100

Did management provide training opportunities ftafscn Change
3 Managemerit

Yes, but it is not adequate 5 50

Yes, it is adequate. 3 30

Yes, it is moderate. 2 20

Total 10 100

Source: Compiled from the Questionnaire, 2011

In Table 3, item 1 from top to bottom indicatedttl®a(80%) of the respondents said change
management results performance improvements ofarees and the remaining 2 (20%) of them
rated not improved. Therefore, the majority 8 (8086)the respondents conclude that the

employees performance improved after the implentiemt@ractices of change management.

In the same table item 2, 2 (20%) of respondenéxtea financial reward for motivational factors,
3(30%) of the responds rated saying thank yowantfof colleagues, and the remaining 5 (50%)
of them said other mechanisms. It shows that th&t 1¢50%) of the respondents generalized they
need other motivational mechanisms. For item 3h wetated to training opportunity, 5 (50%) of
respondents believed there was opportunity butneas



adequate, 3 (30%) of them rated it is adequatethademaining 2 (20%) of the respondents
support moderate level of training. Due to thist fiwat the most 5 (50%) of the respondents

conclude that they believed there was opportunitywas not adequate.

In general the above data shows that the majorit{g8@%) of the respondent employees’

performance improved due to the implementation tmres of change management, the most 5
(50%) of the respondents conclude that in ordesustain this improvement employees were
appreciated by other mechanisms and more over B\d50%) of the respondents rated that
management of the main office and the departmentsades training and opportunity with related

to change management for their employees but ineaadequate

Table 3.5:Level of service delivery and change managemerctipes.

Item Questions No.| %
How do you se€hange Managememhplementation in your organization
1 (office)?
It is succeeded. 2 20
On the right directidaespite some minor challenges.| 5 50
Full of problems despiter® minor achievements 3 30
It is fail - -
Total 10 | 100
Questions Very Poor | Very
5 High | High | Moderate| (low) | Poor | Total
How do you rate the level of customer satisfactign
after the change (BPR)?
Number of respondents (No } 2 5 2 1 10
Percentage (%) - | 20 50 20 | 10 | 100
How do you rate the service delivery in
5 | your organization before Change
Management implemented?
Number of respondents (No 10 15 15 40 - 80
Percentage (%) 12.4| 18.8 18.8 50 - 100
Is there a service delivery improvement in youramrigation (office) during
4 the implementation practices Ghange Managemeht
Yes 50 | 62.5
No 30 | 37.5
Total 80 | 100

Source: Compiled from the Questionnaire, 2011



In the above table, item 1, 2(20%) of the respotsleanswered change management
implementation practice said that it is succeeded50%) of respondents said it is the right
direction despite some minor challenges and thai@ng 3 (30%) of them gave their respond, it
is full of problems despite some minor achievemeritserefore, the most 5 (50%) of the
respondents conclude that it is the right directlespite some minor challenges.

From the same table, item 2, with related to custosatisfaction 1 (10%) respond as customers
satisfaction was very low, 2 (20 %) respond asarusts satisfaction was low, 5(50%) concluded
that customers were moderately satisfied resudts fthange and the remaining 2 (20%) of them
said that high customers satisfaction . As thelreduhe above information the most 5 (50%) of

the managers respondent conclude that the levébroes satisfaction on the new system were

moderate.

From Table 5, item 3 from top to bottom, among tespondent 10 (12.4%) of them said the
service delivery was very good, 15 (18.8%) of theaid the service delivery of their organization
before the implementation practice of change wasdga5 (18.8%) was expressed as favorable

and the remaining 40 (50%) of them rated as poor.

The student researcher understand that the mg&040) of the respondents answered the service
delivery of the organization before the implementatof change management were poor

performance.

From the same table in the above information, ders0 (62. 5%) of the respondents believed that
there was a service delivery improvement due toirtidementation practice of change, but the
rest 30 (33.3%) of them disagreed with this ideae b this fact that, the service delivery of the

organization was improved during the implementatbohange management.



Table 3.6: Employees and managers level and commitment @trange Management

implementation practice

Item Questions No.| %

How do you see employees work culture as civil @erafter change

1 management practice is implemented?

Positively improved 50 | 62.5
efeased relatively to the previous 16 20
oldny change 14 | 155
Total 80 | 100
Questions Very Mode | Poor | Very
2 High | High | rate | (low) | Poor| Total

How do you rate the team sprit change
management implementation practices?
Number of respondents_(Ilo 8 35 | 25 8 4 80
Percentage (%) 10 | 43..7] 31.3| 10 5 100

How do you rate managers’ level of

3 commitment for change management?
Number of respondents.jN - 20 40 15 5 80
Percentage (%) - 25 50 | 18..7| - 100

Source: Compiled from the Questionnaire, 2011

From Table 6, item 1 from top to bottom, 50(62. 58b)respondents answered employees work
culture were positively improved after the implernaion of change. On the other side, 16 (20%) of
them responded by saying that their work cultureregse relative to the previous one and the
remaining 14 (15. 5%) of them said no any changthénwork culture. The data shows that the
majority 50 (62.5%) of the respondents concludengeamanagement implementation practices play

a great role to enhance employees work culture.

With regard to item 2, 8 (10%) of the respondentsd the team sprit as very high, 35 (43. 7%) of
the respondents rated the team sprit was high3253%) moderate, 8 (10%) and 4 (5%) rated for
each low and very low respectively. Therefore, iinest 35 (43. 7%) of the respondents conclude

that they have a good (high) team sprit duringtii@ementation practices of change management.



From the above table item 3, with related to commaiit level of managers, 5 (6.3%) of the
respondents said very low, 15 (18. 7%) of the resporated low, 40(50%) of them responds
moderate and the remaining 20 (25%) of them raigt. hTherefore, the most 40 (50%) of the
respondents believed that managers were modeagiyitted for the implementation practices of

change management.

Table 3.7: Change Managemergsults

Item Questions No change Incremental Dramatic
N, % N, % N, %

How do you express the improvement

! in your Organization?
Reduction of cycle time. 10 | 12.5| 10 | 22.5| 15 | 18.8
Quality improvements. 40 50 40 50 40 50
Cost reduction. 25 31.2 | 20 25 15 | 18.8
No. of Customers served per day. 5 6.3 10 | 125 | 10 | 124
Total 80 100 80 100 80 100

Source: Compiled from the Questionnaire, 2011

From the above table with regard to the type ohdes in the organization and departments, 10 (12.
5%) of the respondents said no changes, 10 (12&84%) the changes as incremental, 15(18. 8%)
rated the change is dramatic on reduction of cyotee, 40 (50%) rated changes as quality

improvement as no change. 40(50%) said in termsaémental change, 40 (50%) respondents
rated as dramatic quality improvement, 25 (31.2&gpondents rated no change, 20(25%) rated
incremental, 15(18. 8%) rated as dramatic chang®stf reduction, In case of number of customers
served per day. 5 (6.3%) of respondents rated angd) 10 (12. 5%) rated incremental, 10 (12. 4%)
rated as dramatic. As it was concluded from tha datst of the respondents agreed on incremental

changes.

Due to this fact that the majority 40 (50%) of tespondents conclude all responds gave no change

incremental and dramatic quality improvements iange management results.



Table 3.8:Employees placement evaluation

Yes No Total
Questions
Item [\ % |N%| % Ne. | %
When employees are assigned due to BPR, how|do
1 | you see it with respect to the following points?

Was there a clear evaluation criterion 50 |62.5] 30| 375| 80 | 100
Did employees comment on the placemen criteri®23 | 28.7| 57 | 71.3| 80 | 100
Was there a placement as per criteria 45 |56.3| 35| 43.7| 80 | 100
Was there clear compliant handling mechanism 35 |43.7| 45 | 56.3| 80 | 100
Were complaints handled properly 28 35 | 52| 65 80 | 100

Source: Compiled from the Questionnaire, 2011

From the table above, among the respondents 5886 respond as there was a clear evaluation
criteria, and the remaining 30 (37. 5%) of themaggal this idea. In the same way 57 (71. 3%) of
the respondents said employees did not give a comare the remaining 23 (28.7%) of them
answered they gave their comment. Therefore, theritya50 (62.5%) of the respondents said
there was clear evaluation criteria and also thetrd@ (71.3%) of them responds that employees

did not given comment on the placement criteria.

In another way 45 (56. 3%) of them agreed thaptheement was made as per criteria but 35 (43.
7%) of the respondents did not rate this expressioaddition to this 45 (56. 3%) of the responds
rated that there were no a clear compliant handfireghanism, but the rest 35 (43. 7%) of
respondents said that there was a clear mechaailantlle complaints and also 52 (65%) of them
rated that complaints did not handle properly anky 88 (35%) respondents rated that complaints
handled properly. As it was perceived from the dlagamajority of the respondents expressed that
employees’ comment on the placement criteria, asgphent per criteria and compliant handling

mechanism need a great improvement.



Table 3.9: Training on Change Management and employee’s padioce

ltems Questions N %
Did you take training oif€hange Manageméht
1 Yes, but it is not adequate. 40 | 50
Yes, it is adequate 15 | 18.8
Yes, it is medium 25 31.2
No, | didn’t take - -
Total 80 100
How much you are capable of performing and dischmygour duties
2 and tasks?
Very capable 10 | 12.5
Capable 25 | 31.2
| need training to be capable enough 40 50
| am very lespable, | need a great assistance. 5 6.3
Total 80 100
Do you think that BPR improve employee’s perforre&nc
3 Yes 62 77.5
No 18 | 22.5
Total 80 100

Source:Compiled from the Questionnaire, 2011

As shown in Table 9, item 1 from top to bottom, agdhe respondents 40 (50%) said they were
taken training on change management but not adeqi&t(18. 8%) said it is adequate and the
remaining 25 (31. 2%) said the training they weaakeh was medium. As conclude from the

information majority 40 (50%) of employees did taite enough training on change management.

From the same table, item 2, it was also realihatl 10 (12. 5%) of respondents real rated as they
were very capable to perform their duties, 25 @) rated as to be capable, 40 (50%) rated as to
be capable enough they need training, 5(6. 3%) gwg were less capable and need a great
assistance. As the data shows the majority 40 (58f%)e response were capable, but still large

numbers of employees need training in order to awptheir capability of job performing.

With regarding item 3, 62(77. 5%) of employees oegjed as change management results

performance improvement and the remaining 18 (22) Eesponded as opposite. From this one



can easily perceived that majority 62 (77.5%) ofplayees believed that change management

improved their performance.

Table 3.10:Employees resistance for BPR implementation prestic change management.

Items Questions N %
1 Are there employee’s resistances for Change Managepractices?
Yes 30 37.5
No 50 | 62.5
Total 80 100

Source:Compiled from the Questionnaire, 2011

From the above table: 50(62. 5%) of respondentedratmployees’ resistance in BPR
implementation in change management, 30 (37. 5% @ resistance. From this the student
researcher concludes majority 50 (62.5%) of emm@eyesist BPR implementation practices in
change management.

Table 3.11 Challenges of Change Management.

Ite Questions Yes No Total

ms N | % [ N2| % N2 | %
During Change Management implementation wi

1 type of challenges did your organization faced.
» Resistance and lack of commitnien 7 | 70 | 3 | 30| 10| 100
+ Not executing what has been studied quickly, 10 | 100 | - | - | 10 | 100
» Lack of appropriate number of skilled and
knowledgeable man power. g | 80| 2|20 10| 100

« Inadequate support of sponsor. 6 | 60 | 4 |40 10 100
«  Unclear process boundaries and descriptions. 7 | 70 | 3 | 30 | 10| 100
« Attitudinal problem. g | 80 | 2 |20 10 100
» Lack of motivation mechanism 6 | 60| 4 40|10 100

Source:Compiled from the Questionnaire, 2011

Table 11 made known that 7 (70%) of respondenis\ms that resistance and lack of commitment
is the challenge and 3 (30%) respondents statedl®@q100%) rated that challenges were not

executing what has been studied quickly, 8 (80%kspondents said lack of appropriate number of



skilled and knowledgeable man power was true af2l02) of the responds said not. 6(60%) of

respondents said inadequate support of sponsaharrémaining 4(40%) of them rated inadequate.

Therefore, the majority 10 (100%), 7 (70%), 8 (8C%a) the remaining 6 (60%) of the respondents
concluded that resistance and lack of commitmeatterecuting what has been studied quickly, lack
of appropriate number of skilled and knowledgeabén power and inadequate support of sponsor

in the challenges of change management respectively

From the point of view that 7(70%) of respondentislear process boundaries and descriptions were
the challenges and 3 (30%) said no challengesdthanway 8 (80%) respondents rated challenges
and 2 (20%) said no challenges. 6(60%) respondmiested lack of motivation mechanism as true
and 4 (40%) rated not lack of motivation mechaniBure to this fact that the most 7 (70%), 8 (80%)
and 6 (60%) of the respondents conclude that theean process boundaries and descriptions,
attitudinal problem and lack of appropriate numbgskilled man and knowledgeable man power
were the major challenges of change managemengémapitation practices respectively.

In addition to questionnaires, the researcher aseidterview as a method of data collection and it

was presented to the general mangers of the omgamz The interview consists of 11 Questions.

The information obtained from the FEACC mangersenstegrated and listed as shown below:

To identify the FEACC (organization) and the depemts preparation for change management

implementation practices.

» What type of preparation was made before changdememted? Was it presented to the
general managers? The respondents said the organizgave attention for employee’s
recruitment and train employees who work in theaarzation.

» For the second question what are the intended elsaymur organization put in the design? As
the general managers expressed the core of thededethat incorporated in the oriented

service delivery.

This realized by organization structural changejimizing steps in service delivery, good office
management, (one window service), empowering eng@eyetc. With regard to problems or
challenges of change management the general maasjazd to explain things which fulfilled or
not in the organization that are important for d@management implementation practices. For
this question the respondents said change manag@eets well organized plan and preparation.
As the result our organization took actions thapHer change management implementation.

Among these the FEACC organized offices; changeagament training related to BPR was



given for employees although it not adequate, stafsdalso stetted for each based on the study.
On the other hand as the general manger said,F&ENCC don’t have appropriate number of
skilled man power, and adequate training on BPRh watiated to change management is not
available for all employees. As conclude from tHeowe information, employees turnover,
shortage of employees (skilled manpower), inacbéggiof adequate training for all employees

on change management are existing problems inrganization.

The general manger asked to explain the attitudargfioyees towards change management. With
regard to this question the general managers esguiethe attitude of employees in two periods
which are before and after the implementation prast of change. As they said before the
implementation practices of change management, et did not feel good. But after its
implementation employees did not see things as #éxpected and they also know more about
change management from training that provided lgy dhganization. And the managers said
nowadays employees understand change managemes#fig in different aspects. They support
their idea by assured employees expressed a pos$#eling at the time of meeting and group
discussion. In general, as shown the above datm fgoestionnaires and interviewee both
employees and managers have positive attitude tlBwehange management implementation

practices.

The general managers were asked to explain the torent level of managers for the

implementation practices of BPR with related tordfamanagement.

As the interviewees expressed the role of manaaerseceiving information from top managers
and disseminate it into team members, facilitatdy déiscussions at the end of work time to
evaluate the daily performance/activities doneha thange management and report it to the
responsible body, mobilize employees in order tdfgpen duties and activities by their own
without waiting external pressure, and they aldocaaaole model for other employees by showing
their commitment in performing tasks’ to achieve thrganizational goal. In addition to this, the
respondents said most of the time managers did task in rest time without asking additional
payment. In sum, from data presented in the abaeamclude that managers play a great role in
creating communication among employees, facilitabemducive environment for discussing,
initiating employees to perform their task withatitong external control and moreover managers

were highly committed for the implementation prees of change management.



Questions having similar concept with employees ammhagers, also asked to the general
managers and they gave response for question “WWlhia¢ level of service delivery as compiled to

the intended change?” According to the responsé¢hefgeneral managers their organization
provide better service with related to what it didthe previous time (before the implantation

practices of change management) but when the rnssattmpared with the intended change, it is
not enough or below what is expected. They alsth, s& the beginner the result is a motivator for
both employees and managers to achieve the integaidand objectives by taking a corrective
action from the data expressed above we concluatethiere was a service delivery improvement
in the organization but still it is not proportidrta the expected improvement, and by taking a

corrective action it is possible to achieve themued change.

The general managers also asked to express thevepaschievements (change) from change
management. Based on this question the responligrtse following as positive achievement of

changes management:

= Nowadays, the service delivered at the regionadll@v earlier time is provided by the cities
and nearer to the public.

» Performance measurement changed from subjectiveentat objective nature.

= Each activity is performed based on plan.

» |t positively change customers attitude towards EEA

» Non value-add activities are removed.

= |t creates a better work environment and two waymonications between employees and
managers.

From the above information change management seisudtifferent type of changes that related to

service delivery improvement.

For question “What are the challenges or problemas wvas faced during BPR implementation

practices in their organization?” According to tkepondents, difficulty of solving some questions

raised by some customers related to good governaasechallenges for the FEACC. They also

said that there are problems like.

» The level of internalizing the concept of nevarge.

 Difficulty of solving problems with related to wagks adjusted their professions.
» Lack of motivation mechanism.

» High employee’s turnover.



Finally, the general managers asked to identifyféloeors for challenges or problems and positive
achievements of change management. Based on #ssiau the respondents highlighted that lack
of finance, weak motivational mechanism (less elygds benefit), and the design itself
particularly activities called “plan convention”eafactors for existing problems. As the general
managers said customers are expected to go bathmimissioner and departments, in order to get
services related to plane convention. This is b&eauthority and responsibility related to plane
convention did not understand the services givelatsy for the departments and it is performed
with the integration of the two parties. On theesthhand the general managers also said good
leadership, manager's commitment and employee’giy®sttitude towards change management
were the major factors that contribute for the pesiachievement of change management and
BPR. In addition to this, the general managers ssigthat in order to overcome challenges or
problems and to keep positive achievement theviatig action should be taken.

* Provide training on change management with reletd®@PR for employees

* Recruit employees based on the standard

» Create good work environment by recruit enougHeskimanpower.

* Acquire modern Information Technology (IT) to suppthe change.



CHAPTER FOUR
Summary, Conclusions and Recommendations

This chapter contains the summary, conclusionsracaimmendations based on the data analyzed
in the previous chapter. The major purpose of ¢higly is to identify the current problems and
achievements of change management implementatatiges and to come up with the possible

solutions to minimize the existing problems

4.1. Summary

The study was designed to examine the implementgtiactices of change management in
FEACC. It was also intended to suggest, possiblietisas to the problem identified in order to
enhance successful implementation practices ofgghamanagement. Accordingly, the study has
come up with the following findings.

The researcher used the quantitative data thatahected using questionnaire, interview and

observation of real environment. The data colleetedanalyzed and interpreted using percentage

and tables.

» The majority 6 (60%) of managers and the most B4H66f employees respondents said that
the managers and employees have positive attioydartls change management, but the rest 4
(40%) of managers and 5 (50%) of employees respasdaid the managers and employees

have not.

» The majority 8(80%) of the respondents said thatdmployees performance improved after
the implementation practices of change management.
» The majority 50(62.5%) of the respondent employeescluded change management

implementation practices play a great role to enbamployees work culture.

» The student researcher understand that the map(®§%) of the respondent said were low

before implementation practices of change managew#mrespect to speed.

» The FEACC and their department’s respondents resgbe majority 50(62.5%) of the
respondents employees believed that there wasviceseatelivery improvement due to the

implementation practice of change management.



The most 40(50%) of the respondents believed ttatagers were moderately committed for

the implementation practices of change management.

The most 35(43.7%) of the employees respondentisedeghat the team sprit of change

management implementation practices.

The majority 62(77.5%) of employees believed thhange management improved their

performance.

All 10(100%) of the respondents said that stillréhevas resistance and luck of commitment,
7(70%) of them conclude not executing what has bstedied quickly, 8 (80%) of the
responds believed there was lack of number ofeskiind knowledgeable man power and the
most 6(60%) of the respondents were inadequateosumd sponsor in the challenges of

change management.

The majority 57 (71.3%) of the respondents said tieange management implementation

practices were not incorporated employees commegpiaicement criteria.

The most 52(65%) of the respondents said thatriy@ayees placement evaluation of change

management did not handle complaints properly.

Nowadays, the service delivered at the regionallevearlier time was provided by the cities

and nearer to the public.

The design of change management positively charegegers and employees attitude towards
FEAC.

The FEACC creates a better work environment and way communications between
employees and managers.

The challenges or problems of change managemeignmeptation practices are:
Lack of motivational mechanism.
High employee’s turnover.

Lack of appropriate number of skilled man power.



4.2. CONCLUSIONS

Based on the summary findings of the analysisntlmaconcluded as:-

v

According to summary of findings the challengeshe change management implementation
practices were said that the majority 8(80%) ofréspondents said that the organization have
lack of appropriate professionals in the leadergiupition and employees. There were also
high turnover of employees. These problems wereved to be caused due to confusions and
frustration of the changing program. Later as shawthe study, the change was more and
more disseminated employees accepted positivelybagen participation actively from the

designing to the implementation process of the ghan

As far as it creates a better work environment &nd way communications between
employees and managers in the implementation pesctif change management. The change
strategy could be assumed contributions a lot & abcomplishment of the mission of the
FEACC.

The majority 6(60%) of managers and the most 5(56%@mployees respondents conclude

that the managers and employees have positivedetibwards change management.

The majority 57(71.3%) of the respondents said tti@inge management implementation

practices were not incorporated employees commegpiacement criteria.

The majority 52 (65%) of the respondents conclind¢ the employees placement evaluation of
change management did not complaints handled gyoper
According to the findings indicated that the maywB8(80%) of the respondents were lack of

appropriate number of skilled and knowledgeable p@mer in their expectation.

According to summary of findings the most 35(43. ®f)he employees respondents were said

that the team sprit of change management implerientaractices.

In general from the fact that the majority 62(77db)the respondents believed that change

management were improved their service deliverfopaance.



4.3. RECOMMENDATIONS
Based in the findings and conclusions of the sttiug/researcher tried to forward the following:-

v To attain the intended changes fully, the FEACC teldepartments better to discuss and,

take corrective action on the design particulaightemployees’ turnover.

v By searching sponsors the FEACC should facilitatd lof motivational mechanism to utilize
employee’s maximum effort and skill by keeping thpositive attitude towards change

management. For example give reward certificat®geized their works and then the like.

v Performance measurement and evaluation system, diffetent types of incentives to

implement the study according to change managestendards.

v Employees are motivated by unsatisfied needs, basetieir need the FEACC should give
reward and recognition for those employees perfoetter at organization level as well as the
department level which helped employees to devieégith competition and realize the desired

objectives.

vV The FEACC should always strive to improve its ergplgs and customer’s satisfaction and
their loyalty. By providing the new design systemuality service and very attractive

motivation with variety of complaint handling syste

v The findings show that the employees were not wealin decision making process. This
might create a gap between management and employeea result of this the motivational
and performance of employees may be affected. Duthis fact the employees must be

involved in decision making process.
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Questionnaire

Survey on Assessment of Challenges or Problems of change management practices: In the
Case of Federal Ethics and Anti-Corruption Commission (FEACC)
Addis Ababa, 2011

For Managers Use only

Informed Confidentially and Consent

This questionnaire is prepared by a graduating class student of St. Mary's University
College for the purpose of writing a senior research. The objective of the questionnaire is
to understand what challenges or Problems of change management practice on Federal
Ethic and Anti-Corruption Commission (FEACC) and to know problems associated with
the practice. Your genuine response will contribute a lot for the study and also the results
of the study may be used as an input by FEACC and by other similar firms.

% As you response is kept confidential, you don't need to write your name on the

questionnaire.
<% Put”X” or “V” in the boxes accompanied by various choices, td& y@ur answers.

¢ If the question is related to your personal opinigite it shortly on the space provided.

Thank you for your cooperation.



Part One: Background Characteristics of Respondents

1. Sex:
Female ] Male ]
2. Age in completed years:
a) Lessthan 20 years [] d) Between 40 and 49 []
b) Between 20 and 29 [ e) Greater than 50 O

c) Between30and 39

3. Educational level attained or completed:

Diploma ] M.A. (M. Sc.) ]
Degree [ PHD ]

4. Work experience in completed years:
0-2 [ 6-8 0
3-5 O Above9 []

5. Current position obtained in the organization:

Part two: Questions on Assessment of Challenges or Problems of BPR Implementation
1. How do you evaluate the implementation of BPR in relation to your organization

service delivery before BPR was implemented?

Very good ] Poor n
Good 0 Very Poor [l
Favorable N

2. Which of the following changes do you think were introduced to overcome the
problems to the customers?
The stretched objectives 0
L

The design (systemic) changes were

The change in IT, empowerment, organization []



3. What was wrong with the process in the implementation of the change Studies?

High

Speed

Quality (Customer Satisfaction)

Cost
Quantity

Time

Low

I I R

[

Medium

O

0
0
0

O

O

L
L
L

O

4. During change management implementation, is there service delivery improvement in

your organization?

Yes

[

No

[

5. For Question Number “4” if your answer is yes, list the types of service and its

improvement in terms of time, cost, and number of customers in relation to, before

change management implementation?

Before change During change After change
implementation implementation implementation
No of No of No of
Name of customers customers customers
) Cost | Time | received | Cost | Time | received | Cost | Time | received
service : . .
the service the service the service
per day per day per day




6. During change implementation which types of challenges did your organization faced?
Yes No
Resistance and lack of commitment
Not executing what has been studied quickly
Lack of skill and knowledge
Inadequate support of sponsor
Unclear process boundaries and description
Attitudinal problem
Lack of motivation mechanism

7. How did you manage these challenges listed above?

8. What is the feedback (satisfaction) of customers on the change management?

Very Low High
Low Very high
Moderate

9. How do you see change management implementation in your organization?
It is succeeded
On the right direction despite the some minor challenges
Full of problem despite same minor achievements
It is failed

10 Employees Performances improved after the implementation of in change

management?
a) Very strong [ ¢) Neutral [ e) Very week [
b) Strong U d) Week U



11. Did management provide training opportunities for staff on change management?
Yes, but it is not adequate No, it is not adequate
Yes, it is adequate No, it is not moderate
Yes, it is moderate

12. How do you evaluate employees’ initiation and commitment towards change

management?
Very Low High
Low Very high
Moderate

13. Are there good motivational factors (systems) in your organization for employees’ of
having good performance?
Yes No
14. For question Number “13” if your answer is “Yes”, what are these motivations?
Financial rewards
Saying thank you in front of Colleagues

Others, please, state

15. What is the level of commitment of top leader ship?

Very high Very poor (low)
High Poor (Low)
Satisfactory

16. What problems have been faced during the implementation of the new design in the

change management?




17. How did you solve these problems?

18. What other challenges are still affecting the implementation?

19. What measures do you think should be taken to overcome challenges/problems and

to maintain the success?




B. Questionnaire
Survey on Assessment of Challenges or Problems of change management Practices, In

the case of Federal Ethics and Anti-corruption commission (FEACC).

Addis Ababa, 2011

For Employees Use only

Informed Confidentially and Consent

This questionnaire is prepared by a graduating class student of St. Mary's University
College for the purpose of writing a senior research. The objective of the questionnaire is
to understand what challenges or Problems of change management practice on Federal
Ethics and Anti-corruption Commission and to know problems associated with the
practice. Your genuine response will contribute a lot for the study and also the results of
the study may be used as an input by FEACC and by other similar firms.

% As you response is kept confidential, you don't need to write your name on the

questionnaire.
% Put ”X” or “v” in the boxes accompanied by various choices, td y@ur answers.

¢ If the question is related to your personal opinigite it shortly on the space provided.

Thank you for your cooperation.



Part One: Background Characteristics of Respondents

1. Sex: Female 0 Male [
2. Age in completed years:
Lessthan20 [ 40 -49 O
20 - 29 H Above 50 0
30-39 0
3. Educational level attained or completed:
Diploma L] M.A. (M.Sc.) L]
Degree [ PHD n
4. Work experience in completed years:
0-5 H 16 - 20 H
6-10 [ Above20 [
1n-15 U

5. Current position obtained in the organization:

Part two: Questions on Assessment of Challenges or Problems of change management

1. How do you rate the service delivery of your organization change management was

implemented?
Very good Poor
Good Very poor
Moderate

2. Is there any service delivery improvement in your organization during the
implementation of practices of change management?

Yes No



3. If your answer to Question Number”2” is “yes”, how do you describe the
improvement?
No change Increased Dramatic
Reduction in cycle time
Quality improvement (Customer satisfaction
Cost Reduction
Ne. of customers served per day/per month
4. How do you rate managers’ level of commitment for change management with respect

to BPR implementation?

Very Low High
Low Very high
Moderate

5. Did you take training on change management?
Yes, but it is not adequate
Yes, it is adequate
Yes, it is medium
No I didn’t take

6. If your answer is yes, what were the focuses of the training?

7. When employees’ are assigned due to the new structure or change management, how
do you see it with respect to the following points?
Yes No
Was there a clear evaluation criteria
Did employees” comment on the placement criteria?
Was there a placement as per criteria?
Was there clear complaint handling mechanism?

Were complaints handled properly?



10.

11.

12.

13.

14.

Do you think that change management related BPR improves employee’s
performance?
Yes No

What is the feedback (satisfaction) of customers on the change management?

Very Low High
Low Very high
Moderate

How do you evaluate change management implementation in your organization
(FEACC)?

It is succeeded

On the right direction depict the some minor challenges

Full of problem despite same minor achievements

It is failed

Are employees performances improved after the implementation of in change

management?
Very Low High
Low Very high
Moderate

Are there employees’ resistant to change management implementation?
Yes No

How do you rate the team sprit of change management in FEACC?

Very high Low
High Very low
Moderate

How much you are capable of performing and discharging your duties and tasks
Very capable
Capable
I need training to be capable enough

I am very less capable, I need a great assistance



15. How do you see employees work culture as civil servant during change management
especially in BPR implementation practices?
Positively improved
Decrease relative to the previous
No change
16. What are the challenges or problems, that your organization is faced during the
implementation of change management?

Challenges:

17. How did your organization solve these problems or challenges?

18. What other challenges are still affecting the implementation of change management?

19. What measures do you think should be taken to overcome challenges/problems and

to maintain the success?

20. What are the opportunities of BPR implementation comes to change management

practices?




C. Interview

Survey on Assessment of Challenges and Problems of change management Practices, In

the case of Federal Ethics and Anti-corruption commission (FEACC).

Addis Ababa, 2011

For Managers Use only

1.
2.
3.

What types of preparation were taken before change management was implemented?
What are the intended changes that your organization put in the design?

What is the attitude of employees and customers towards change management in
related to BPR?

What is the level of service delivery improvement as compared to the intended result?
What are the positive achievements from the change?

What are the challenges and problems of your organization faced during the
implementation of the change?

What are the factors for the challenges or problems and positive achievements of BPR?
What measures should be taken to overcome the challenges and problems, to keep the

achievement of change management?

9. What are the rewards give for the employee?

10. What looks like the relationship between the employees and Management?

11. Is the working environment conducive to implement change management?
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