
PERCEPTION OF KENYA POWER AND LIGHTING COMPANY EMPLOYEES 

TOWARDS BUSINESS PROCESS MANAGEMENT AS IMPLEMENTED BY 

THE COMPANY DURING THE RESTRUCTURING 

NOAH OMONDI 

D61/P/9010/01 

A MANAGEMENT RESEARCH PROJECT SUBMITTED IN PARTIAL 

FULLFILMENT FOR THE REQUIREMENTS FOR THE AWARD OF MASTER 

OF BUSINESS ADMINISTRATION (MBA) DEGREE, UNIVERSITY OF 

NAIROBI 

2005 



DECLARATION 

This Management Research Proj ·t is m nri 1inal work and has not been submitted for a degree in this 

or any other University. 

igned .............. ~~ ...... Date ....... ~.: ... ~.~.~ ... ~.~ ......... . 

Noah Omondi 

This Management Reseach Project has been submitted for examination with my approval as the 

University supervisor: 

igned ...•.. ~ ··¥ Date .. .J./(f.t?/?:.~" 

D partm nt Bu inc dministratrion 

Uni c ity o ir bi 

ii 



DEDICATION 

To my Wife Sarah and my daughters Emily and Ivy 

Whose inspiration has been all I need to work hard on this undertaking 

and 

To, The rest of my extended family 

iii 



ACKNOWLEDGEMENTS 

I confer special thank · to my ·up ·r i · r, Mr .0. Nyamwange for his invaluable support and 

insightful contribution th 1t huw ·nri h~.:d the results of this study. My appreciation is also extended to 

the Kenya Power und I ighting mpany imited for facilitating this study. 

Profound thanks and appreciation go to my family for their unfailing support. Your patience for me was 

of tremendous value and has borne the worthy fruits. I will eternally be grateful to you. 

To the Lecturers of the faculty of Commerce who were involved in the noble task of imparting 

knowledge and to all my colleagues in the MBA class, I sincerely thank each and everyone of you. It 

was a privilege to know you, and share with you. To all those who assisted me in one way or another, 

during the programme and in typing various reports, I appreciate. 

To almighty God, whose grace has been sufficient for me during difficult times, 'for with God, nothing 

shall be impossible' 



TABLE OF CONTENTS 

Page 

Dec Ia ration------------------------ -------------------------------------------------------------i i 

Dcd i cation----------------------------------------------------------------------------------------------------iii
 

A cknow I cd gem en t-------------------------------------------------------------------------------------------i v 

List of Append ice ·------------------------------------------------------------------------------------------vii 

Abstract-------------------------------------------------------------------------------------------------------viii 

CHAPTER ONE 

1. INTRODUCTION 
1. 1 Background------------------------------------------------------------------------------------1 

1.1.1 Business Process Management--------------------------------------------------------------------2 

1.1.2 The Concept of Perception-------------------------------------------------------------------------4 

1.1.3 The Kenya Power & Lighting Co.----------------------------------------------------------------4 

1.2 Statement of the Problem -------------------------------------------------------------------------------6 

1.3 Objectives of the Study----------------------------------------------------------------------------------7 

1.4 Importance of the study----------------------------------------------------------------------------------8 

CHAPTER TWO 
2. LITERATURE REVIEW 
2.1 Introduction---------------------------------------------------------------------------------------------

--9 

2.2 Process Management------------------------------------------------------------------------------------9 

2.3 The need for Process Management ------------------------------------------------------------------12 

2.4 An Experience of Process Management ------------------------------------------------------------13 

2.5 The Development of Business Process Management ---------------------------------------------14 

2.6 The role of employees in Business Process Management ---------------------------------------- 15 

2. 7 Process Management and S trategy-------------------------------------------------------------------16 

2.8 Perception------------ ------------------------------------------------------------------------------- 17 

CHAPTER THREE 
3. RESEARCH METHODOLOGY 

3. I Re earch De i gn--------------------------------------------------------------------------------------------20 

3.2 The P pulation------------------------------------------------------------------------------------20 

3.4 • ample nd amp I ing D ign------------------------------------------------------------------------------20 

-. Data oil ti n M th d --------------------------------------------------------------------------21 

Manag m nt Dim n i n----------------------------------------21 

----------------------·------- ---2 

CHAPTER FOUR 
4. DATA ANALYSIS, FINDINGS & DISCUSSIONS 

·----------
·--·L.7 



CHAPTER FIVE 
5. ~UMMA~Y. ~O~~LU~~IO~~ A~D ~E~OMME:~DATIO~~ 
5.1 Summary-----------------·--------------- -------------------------------------------------------------------29 

5.2 Recommendations & onclu silO - --------------------------------------------------------------------31 

5.:3 Limitations of the study - -- - =-- --------------------------------------------------------------:32 

5.4 ~uggestions for furth r r rch -------------------------------------------------------------------:32 

~E:J=E:~E:~~E:~ -----------------------------------------------------------------------------------------------:3:3 

LIST OF APPENDICES 

Appendix 1 :Letter of introduction to respondents ----------------------------------------------------38 

Appendix 2 :Employees Questionnaire -----------------------------------------------------------------39 

Appendix 3 :New Regional Organisation structure introduced by KPLC in 2001-----------------44 

Appendix 4: Fonnulae for the Variables used in Analysis ----------------------------------------------45 

Appendix 5 :Data Analysis Stati sti cs---------------------------------------------------------------------46 

Appendix 6 : Data Analysis - Frequency Tables. ------------------------------·---------------------50 



ABSTRACT 

Kenya Power and Lighting C'ompan 1--.PI. ) is a limited liability company operating in Kenya, with 

the sole purpos of tran:mittin 1 Uld distributing electrical energy to its customers. The Government of 

Kenya approved the r ·stru 'luring of the company in the year 2000, and this was coordinated by a 

'Restructuring 'I ask force· \\-ithin the company working in collaboration with Price Waterhouse 

Coopers a con ultunt ln the ne\ process arrangement which was essentially a Business Process 

Management arrangemen~ de-centralization of services was realized through reduced levels of 

hierarchy in the management structure, thus making the customer's proximity to top-level management 

closer. 

The objective of this study was to detennine the perception of Kenya Power and Lighting Company 

employees towards the new Process Management as implemented by the company during the 

restructuring. A questionnaire that dwelt on the various dimensions of Business Process Management 

was administered to 165 number sample of employees, in the process seeking their perceptions to the 

various dimensions of Business Process Management in relation to Kenya Power and Lighting 

Company at the time of restructuring. Data analysis was done using descriptive statistics by use of 

frequency tables, means of the various parameters as well as standard deviation. 

The results of the study indicate that employees feel that the company needs to enhance benchmarking 

of its operations with leading imilar electricity utilities in the world and to create documented 

reporting and admini trative structure if Proce Management is to flouri h. The re ult at o indicate 

that tran port for operational taff wa not adequate at the time of introduction of the new ·tru turc, 

and thi greatly hampered the operation in the Region . verall, employee felt that the attribute that 

are key t the uccc of a Proce Management perati nat tru ture wer nl pr~ •nt t ' orne 

tent' rather than to ·a Jar e extent' and thi c ntributed t the difficultic t f: ed the intr du ti n 

of th ne\\ tru tun.:. In onclu i n, the tud r' call d that cmplo c . Ken a Po' ~r nd Li 1htin 1 

omp n 

ntri ut 

n t full 

th h II 

mcnt 

the c< rnpan • implement d the r tnJ turin ', tnd this 

d t th time. 



H PT R 0 E: lNTRODUCTION 

1.1 Background 

ironment 111 the world , organizations today face many 

challenges as lhty -;truggl' l( 1tla1 t t( the reality of globali zation (Dunning, 1981 ). In this new era, 

nati onal bonk rs an: blurn:J b~ 111 tant interaction and in formation sharing. Most firms would like to 

increase their sales l~ I ol--ing for ne\\ markets and because of the stiff competition in developed 

countries. man: multinational firms no\ prefer to move outwards and spread their operations in 

developi ng countrie ·. ·o a to take advantage of the relatively hi gh population as we ll as cheap labour 

in these countrie ·. Thi move is strategic as well notes Dunni ng, because the developing countri e also 

happen to po se a high population growth rate, meaning those mul tinationals who are establi shed in 

the third \\ Orld countries now are likely to gain in the future as these countries move to newly 

industr ialised statu . 

In the proce s. thi has increased competition and awareness amongst both private firms and public 

organi ations operating in third \\Orld countries. As a means of coping with this tiff competition and to 

addres the needs of their customers who have become more enlightened and demanding. many 

organizations nO\\ realize that they need to change if they are to survive and adapt to the changing 

em ironment around th m. 1an) organization are therefore adopting one t) pe r the other of the nc\\ 

change initiative .that are a\ailable in the market toda) (Dunning. 1981 ). 

\ccording to Oa\enp rt and Beer ( 199-). mo t of the change initiatives occurring in organinllions 

toda) can bc de cribed by t\\O br ad and ometim O\.crlapping categoric . ualit) managcmcnt. 

olten rcll;rred to a total quality management CI 1) or continuous imprO\cmcnt. refers to programs 

an initiathc that cmpha izc incrcmcntal impro,cmcnt tn \\Ork pro·c s·s and outputs mer an np~:n-

ndcd period ol time. Rccnginccrim.!. I o kmm n a bu inc pro css rcdcsicn or pn ·css innm at10n. 

r I r t initi ti\ that arc intcnded to , hi \C radi ·all) rcdc. i 1 11 d an impro\c I \\Otk 

tim I) p • ·md 'ariou combin·Hi m 11\\llt.ttion 



One of the most important recent lir"ti ns in orgn ni1ations the adoption of process-oriented 

approaches to organizational chang . I ht: .1rli ·st proc ss thinking might be attributed to pioneers of 

industrial engineering such ns illbr th Jt 1), \ hik processes were also adopted as the primary work 

unit for such pioneer-; or qua lit~ 111111 l •m ·nt as Deming ( 1986) and Juran ( 1974) In the 1990s, broad, 

cross-functional bu'>in~:ss pw · · · · \\ere made the focus of corporate reengineering efforts in the work 

of Davenport and Short ( Jlt 0 and llammer ( 1990). 

In recent yeat .. \\ e hm e noticed increasing awareness of process management's role for performance 

improvement in private and public organizations (Rummier & Brache, 1995 a cited by Dervit iti , 

1999). The comentional tud) of vertical (or functional) organizations through the verti cal I ilo I of 

marketing. finance. production. etc. leaves out much vital information needed to support a strategy. By 

contra t. proce s management enables us to see how an organization operate as a ystem (Dervit iotis, 

1999). In uch a horizontal systems approach, based on the actual flow of materials and information, 

one can more easily identify what is being produced, who the customers are, how work get done, and 

how the different function are involved in the various proces tages. A fact often overlooked i that 

proce es exist to support specific strategic goals con idered vital for survival and ucce . When an 

organization experience change in its environment, priorities for such trategic goals may have to be 

changed to reflect the de ired comp titive advantage a the be t mean of reali1ing its vi ion in 

ucce ive planning tage (Porter. 1985 a cited by Der it iti . 1999). 

s the ·c program become ommon in linn . managers arc b ginning to addrc. s the means by \\ hich 

procc-,ses can become institutionali1ed in da) -to-day management. I hes~; means include proccs-;­

oriented organi1ational tructurcs. human rc. ourcc management approaches. am.l information . ) sll:ms 

architecture . 

I.I.J Bu inc Pr c ~lanagem nt 

m nt en ur th, t th it it.: arc th Hight of, d~.: i..!nt.:d an I 1 1 fonm I in 1 (It 

mz th t th ir in i\idu, I 

th 

i l 

m nt th t 111 ' bu in II th t th 
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followed , and that they arc kept up-to-dntt.:. llnmm 'r, ( 1996) observes that be ides directly leading to 

better performance, process mana • 'tnt.:nt ,1lsn provid 'S a framework and context for integrating 

performance-improvement initi,tll\ t' II stat'S that although ideally all departments within an 

organization should bl· 1 I'll\ i lin~ hi h· JU tltt ":~er ice to each other, in many cases this is far from true. 

Simply put. most lh:p.trltll ·nt d( not view other departments as customers, and because most 

departments hm \: a '\:,lplt\ ' market" for their services, there is little incentive to try harder, and these 

relationships ha\ c at time been de cribed as "internal market monopolies. " As are ult of thi , many 

line managers hm e learned to e:\.pect mediocre internal services. 

Over the recent pa t. man) cooperate organizations in the world have adopted a process management 

) tem a a \\a) of integrating the departments within these organizations to deliver better erv ice to 

their cu tomer . Busine es across a broad range of industries also use Business Process Management 

products to evaluate and optimize their business processes and ultimately develop and further their 

competiti e advantage. 

Maddern (2004) gives an example of IBM, Texas Instrument , Owens Corning, olgate -Palmolive and 

Duke Power as ha\ ing all rede igned their organization around their core proce e and are reaping 

enormou benefits a a re ult. He note that Texas In trument ' calculator bu ·inc \va one ·uch 

proce · enterpri e \\hich \\as in trouble in the early 1990 . Plagued by long C)-clC time 111 new pr duct 

de\elopment. it \\a· lo ing ale to more nimble competitor . Management saw the problem and took 

action. rede igning the product dc\clopment pro c ·s from ':>Cratch. C\\ calculator · \\Ould 110\\ he 

dt.:veloped b) team of people dra\\n from engineering. marketing. and other department-. \\ho \\Oultl 

\\ork together in tht.: samt.: location . [~ ach team \\Ould have lull rc ·p msihility for its product from 

conception through Iaun h. including . uch high!) . pccializcd acti\ itie. as producing documcnt,llion. 

n·ating ad\t.:rti in'· and C\t.:n dc\cloping trainin' material.. Bcc.lllse c!.l h team \\Ould ·ontrol t.:\l:r) 

p ct o it pr , all dc\dopml:nt acti\ itit.: \\Ould h~ pl:rformt.:d in a coh~.:rcnt trl:amlin~:d Ia hion 

r of II th 



1.1.2 The Concept Of Perception 

Perception is the process which an in It' i h1.1l :lltrihut s meaning to incoming stimuli received through 

our five senses (Kibera and \\ ,uuin11t. I( c R). It can also be defined a the process of interpreting 

directly through our seth'S, It 111 ·ntir • rrocess by which an individual becomes aware of the 

environrm:nt and inkrpr ·ts it t~ fit in hi own frame of reference. According to Kibera and Waruingi 

( 1988), perception ol' an t1l1cct r e\ent is the result of the interaction of two types of factors namely 

'S timulus factors·. \\hich .m.~ characteri tic of the physical object such as size, colour, weight or shape 

and ' lndi\ idual l~lctor ··. \\hich are characteristic of the individual. These factors include not only 

sen ' Ot') proce · ·e but al ·o past experience with similar items, basic motivation and expectation . 

Wear' intere ·teti in perception be au it involves what customers belie c. To pm ide sati sfaction 

eflccti\ el) in the market pia . mark ters must understand how all their marketing activities arc 

perceived becau e perception greatly influence buyer behavior. Consumers perceive the same situation 

different!). Kibera and Waruingi (1988) point out the following perception characteri tics, namely: -

Con umer perception i objective; Perception of the consumer is elective; Perception of the consumer 

i time related; Consumer per eption is summative. Consumers take many sen ations that reach their 

a\\ar ne almost imultaneou I). The e summation add up into a complete and unilied whole before 

a con umer can react to th m. It i difficult to concei e ho\v con umer could ev r make their mind to 

bu) if it \\ere not for the fact that perception i summative. 

on-;umer . Lmplo) ee often judge the qual it} of a product or er icc on the ha'>is of a varict) of 

information cue that the) a·. ociate \vith the product. ·r he. e informational cue-; have hccn 

dichotomized into intrin. ic and e trin ic cue~ (Olson. 1977: I on and Jacaby. 1972). lntrin'iic cue-; 

inv ol v c the ph) i a[ omponcnt of the produch (e.g. fla, our. co lour. texture. e. t. '. ). I-:.. tri nsic cut:s on 

the other hand arc product n.:latcd hut not part or tht: ph) ical product it t:IL I he) .lrt: h~ delinition 

out. idt: the product e.g. price. hrand namt:. level or ad\ rtising. am ngst otht:rs. 

1.1.3 'I ht• K n~ a Pcm cr ~· Lighting om pan.· Limit d 

Km p \\ r · I i htin ( rnpan) Limited \\ 111 lrp lrat I in 1922 
"' 

th I '\ t A ri , n Pm t: r · 

I i •htin \P ·I . It rn th K ll) p \ r · Li ,htin, in I 

m rit) '' r · I i n limit di . K 

it hi I pn 



major restructuring of the pO\\Cr sector in I 7, K 'n a Power & Lighting ompany Limited managed 

all the country's power gcneratin' st·Hit lb l)J1 h ha lf' or the Government. ll owever, the power sector 

in Kenya was li bera li;ed in 1997 \\hi ·h 'o<\\ thl.! Sl.!paration or the Transmis ion & Di tribution 

functi ons fro m gencmtion Ill· lllini 11. ol I nl.!rgy is now rcs pon · ible for overall policy formulation in 

the energy sector in "- ·m ,1. "hi I • Ken. a Pmver & Light ing Company owns all transmi ss ion and 

distri but ion asset'>. I'll' t:~llllpan~ bu) electricity from generating companie · in bulk and retail s it to 

customers. l'he Ken) .1 dectricll) cncrating Company manages all power generati on fac ilities in the 

country and ·el l· electricit) in bulk to Kenya Power & Lighting Company Limited. The ector also has 

Independe nt Po\\ er Pr ducer (IPP ) who build, operate and own power stati ons, then ell power in 

bulk to Ken) a Po\\ er & Lighting Company with whom they sign Power Purchase Agreements. 

Kenya Po\\ er & Lighting Company's core values emphasize teamwork, people focu , a customer 

driven foc u , empO\\erment, equal opportunity and professionalism with a vi ion geared towards 

ach ieving \\ Orld-class status as a quality service business enterprise. In 1995, Kenya Power & Lighti ng 

Company Limited embarked on a Reengineering proce s aimed at giving it a new orientat ion toward 

respon e to customer needs through an integrated service ( joroge, 2003). This wa in recognition of 

the fact that as its bu ine continued to expand, the cu tamers have increasingly que tioned the 

qualit) of ervice offered b) thi e entia! service pro ider. Customer complaint incrca ed while the 

pre ure to improve the qualit) of ervice could no longer be ignored ( ganga. 2004 ). 

·r hi . \\U therefore fl llO\\ed b) the re tructuring or Ken) a Po\\er & ighting com pan) in 200 I \\ith 

the assi tancc of a lanagemcnt con ultant, le 'Srs. Price \\ atcrhou c oopcr . '' hich laid greater 

emphasi on Kcn)a PO\\Cr 'Lighting ompan)·S bu ine·s proce· c' \\ith the Jim ora·hie\illll 

greater crticicn ') in en icl.! dl.!lhcry to its cu.·tomers. I he compan) r cuscd on th~.: goal of dc\dOpln!.!. 

and implementing , u tomcr ft)CU ed conncctton pohc) atmcd at reducing ck tricit) pO\\er accc. s 

o t , and cc I r tin' conncctions to ne\\ cu tomcr::,. and hence imprm in~ sale and prl litabilit~. I o 

urth r h ompan~ achk\c th b0\1.! en·~ ti\~ . n I untkr thl: ·t·n~r '' 

mp n~ ''iII un rt. k m 

milli n. in J'lnu 

p htin 

r tin • f un it. ithin th i tri uti n n t rk. 



102 Statement of the Problem 

Kenya Power and Lightinr Compam !--.II ' i~ a Limit~d li ab ility company operating in Kenya, with 

the so le purpose orTransmittin • .utd I 1 tlllutin•1 ·I ·ctrical energy to its customers (Afande, 200 1 )
0 

The 

company which has <ll1l.'liltl'd ;ts 1 llH 1\( 1 ol. in Kenya since its inception has undergone a lot of 

cha ng~s in the nxl'lll !W'l. I h • ·hJn!.!.C ha c mainly been driven by the Government of Kenya who 

is the majority s harl'lwld~:r 111 the c mpany 0 In its efforts of ensuring affordable energy requirements in 

the co untry. thl' ()o\ ~:rnmcnt f Ken) aha of late put a lot of emphas is on the effi ciency of operations 

or the Kenya PmH~r and Lighting ompanyo This is especiall y because or the numerous complaint 

emanating fro m both dome tic a \\ell as industrial electri city consumers as concern the quality or 

electrici t) ·uppl) the) recei\e from this company (Afande, 200 I )0 

The GO\ ernm nt of K nya approved the restructuring of the company in the year 2000, and the 

re tructuring \\'as coordinated by a ·Restructuring Task force' with in the company working in 

co llaboration '' ith Price Waterhouse Coopers as consultants (A fan de, 200 I) As is evident from the new 

tructure in ppendix 30 de-centralization of services was realized through reduced level of hierarchy 

in the management structure. thus making the cu tomer's proximity to top-level management closer. 

trategic busines units in form of Regions were also created and lor purpo e of effective upervi ·ion 

and effective cu tomer ervice. Region were further plit into zones whereby a t.onc i the basic 

operating unit \\ith cu tomer contact. enior and empO\\ered taff \\ere recruited a Zonal I leads to 

manage the e zone 0 Thi \\U). the deci ion-making \\a made clo er to the customers. thus enhancing 

customer ·er\ ice deli\ er) through fa terre olution of complaint· and in tant deci ion-making (!Iuman 

Re ource Di' i ion Rep rt of the Restructuring ra h. force. 200 I )o 

/onal f lead \\ere charged \\ ith the n.! p n'iibility of entire busmcs. processe.., rather than in the earlier 

tructurl: \\her' the Compan) \\as organi:tl:d on functional bas1s. In the ne\\ stru tlll'l:. thl: Zonal !lead 

\\a to b a one- top cu tomer contact for all function . that may relate to the nl:eds or required 

u tom r f\ I • R ' liz ti n or one top en I e \\ then:forl: ~:asier in tlk 111.!\\ tru ture. I he Zon,tl 

r ont t • I h impl m ntllit n ' 

I i Zon\.: 

I i 'lllin m mp n) 1 

l th m th u in, tl tru tur . u h tl I k ithin tl 



newly created Zones. (I Iuman Rc our~c Dh ision Report of the Re tructuri ng Task force, 200 1). 

llowever, it would be equally imp )t"l"\nt t sc •h. to unlcrstand and take cognisance of the employee's 

feelings and perceptions ubout thi-; n '\\ ltll ·tur • i r corrections arc to be made in the change process 

so that the implementation '<Ill b · u · slul. 

Studies hav · been dl)ne l' ~' ·ral cholars in the recent past that were specific to Kenya Power & 

Lighting Compan) durin!! thi p~riod. In his work on Customer's perception of service quality , with a 

!ocu - on the c.\.t~rnal cu ·tomer .. joroge (2003) recommended that the company need to enhance the 

u e of marketing r~search and cu tomer survey studies, especially when undertaking customer service 

enhancement program o a to throw light on the customers' expectations of ervice and the perceived 

·ervic qual it). He noted that this \\Ould lead to effective programs in addressing the areas of need. lie 

al o not d that the company needs to enhance the empowerment of service personnel in clo e 

proximity to customer ervice. ganga (2004) noted that Kenya Power & Lighting company face 

many challenges ,,hich include insufficient resources, poor communication, bureaucracy, lack of 

O\\nership amongst taffand irregular training of staff. The above studies shade some li ght on why the 

company faced challenge during the implementation of the re tructuring in the year 200 I. 

llowever, none of the e studies focu ed on hO\\ Kenya Power & Lighting ompany employee 

perceived the proce management ) tern of operation a implemented in the year 200 I during the 

restructuring. Thi tudy ''a· ther fore conducted among t the employee of Ken) a Po\\er & Lighting 

ompany to determine their perception to the bu ine process management a implemented in the 

company during the re tru turing in the year 200 I. Thi \\Ould enable the company understand from 

the employee "ho had a hand -on e\.perience during the implementation '' hy the re<;tructuring l~1cetl 

many challenge ·. and \\hat ome or these challenge<; \\ere. 

1.3 Obj ctiv f th tudy 

I h obj cti\ f the tudy \\a tn ddt:rmine the perception of K ll) a P( \\er • ntl Li •lning omr an~ 

\\ rd Bu in PH c lana 1Ctn nt impkmcnte I h~ the comt an lurin• th~.: 

rc tru turin . 



1.4 Importance Of the Study 

The res ults ofthis study arc c"pc ·t ·Itt I ·of usc to the following:-

(i) Kcnyn 1\m ·r and ighting 'ompany (KPL ) to determine how its employees took 

O\\ncrshir or the process management which is important if it is to succeed. The 

management of KPL will also be ab le to determine the problems that could have 

undermined the smooth operations of this Zonal system; 

(ii) Other ervice providers, especiall y in related Government parastatals, while 

implementing or restructuring their businesses to focus on process management; 

(iii) The Government of Kenya to determine if process management could function and give 

good results within monopoly governmeJJt cooperations in Kenya in an environment 

where there is lack of competition, where internal and external bureaucracy prevai ls, and 

where customer power is low; and 

(iv) Other Scholars and Researchers who may use it as a source of reference. 



CHAPT R T"'O: LITERATURE REVIEW 

2.1 Introduction 

In this chapter, the dclinitions 'tml 'll111 on ·nts of' Business Proccs Management have been discussed 
' 

while the conceptuall'ram~\\lHl '!'Business Process Management is also presented and di cussed. Thi 

literature revic\\ scd.s to c amine the existing literature on Business Process Management so as to 

form the foundation !'rom \\hich the re earch study wi ll rely on in obtaining the perceptions the 

employees or Ken) a PO\\Cr and Lighting Company on Process Management as introduced in the 

company during the re ·tructuring process. Literature on perception is also included. 

2.2 Process Management 

Bu ine Proce management is a structured approach to performance improvement that centers on the 

disciplined de ign and careful execution of a company's end-to-end busine processe . Formall y, a 

business process is an organized group of related activities that work together to create a result of value 

to cu tomers. All activities in a business process must work together; they must be aligned for the 

common purpose of serving customer needs, and people must operate as a team instead of focusing 

narro\\ ly on individual ta ks and protecting turf. All activities in a business process a! o shou ld be 

guided b) a design that pecifie \\ hich activities are to be done when and by whom. (!lam mer, 2002) 

A ta k is a unit of \vork, while a proce s i a group of ta k that together create a re ult or va lue to a 

cu tomer. ccording to Hammer. ( 1996). the problem that afflict modern organi ation arc not ta ·k 

problem . but rather are proce · problem . Th e proce e alt·ead) exist in our organi ·ations. 

IIO\\cvcr. man; of the \\Orker in a traditional organi at ion are not a\\ arc of the c proces cs to '' hieh 

their \\Ork contribute . The people on the front line and their upcr\ i or arc so focused on tl11.:ir 

specific ta k ·that the; cannot set: the procc ·es to \\hich the; c ntributc. \vhilc the ;;enior managers arc 

far rcmo\ ed fi·om the\\ ork that they fail to appn:ciate the proccs ·c . 

Ia dcrn, II.. t r2( 04 in a ~ une) done b; l:. ctcr Unh~.:r it~ \\ith an obj~:di\c h h m; the lcarnin' 

lr m comprmic pH ~.:c m~.:nt indit:'ltt:d tl1.1t the k ) t' ~.: lui 

I u in Ill dln:th onHnum p1rtiulul 

hi •hli •lnin, 'n.:al ' rll' b bl n I tum ttl int 



action. li e also noted that using cro · fun 'tiona! t ·ams to promote 'end to end' process thinking and to 

overcome functional barriers is implHtnnt, just as much as hav ing a clear process strategy, and 

embedding process in rhc compilm II' nolL'" tlw t whil ' man organi ation · have addres ed process at 

a strateg ic leveL il hns nol I · 'll ·ml ·ddcd into the organisations. lie also indicates that effecti ve 

leadership and change nwna!.! 'Ill ·nt i · t.:'.trcmcly important. 

I lam mer and Champ) ( 199") ha' e noted that to adeq uately meet present consumer demands for 

quality, ervice, flexibilit) and lo'' cost. modern processes must be kept simple and to achieve thi , 

worke r hould be empo\\ered to make decisions since in a process-centered organi sation, decision­

maki ng become part of the \\Ork. Workers therefore make most of the decisions that were formerly 

made by Managers. This changes from the traditional organisation set up, where the worker were 

thought not to have the time nor the inclination to mon itor and control the work, as we ll as the depth 

and breadth of knowledge required to make dec isions concerning their work. They al o indicate that 

work i performed in its natural order in a modern process system un like in a traditional organi ation 

set up, where work follows a sequence in which it moves from one department to another. 

In a proces -centered organization they note, tasks that can be performed imultaneou ly are done at the 

ame time, thereby saving on time. They al o add that non-value adding check and contr I arc 

reduc d in a proce mpowering worker to make decision , unlike in a traditi nal 

organization where check and controls are numerou , and are percei ed to be nece ar o a to avoid 

abu e of \\Ork proce e . Work al o become multi-dimcn ional incc \\Orkcr '. c pcciall_ upcr isors 

in a proce -centered organi ·ation are re pon iblc for a complete proce · · rather than ta k , and the 

overall \\Ork become more ub ·tantive. Emplo)ee al o require better training and education to enable 

them make correct deci 1011 the: ob en c. The) further b crved that om panic · needed to idcnti r: 
kc) measures b) \\hich each or their procc se must be a ·se ·ed ·o as to add value to the u'itomcr. 

·r he) tate that 1 tea uremcnt · arc cs'icntial for kn '' ing ho\\ \\ell the pre cess is perform in!.! .• md for 

in titutin • intcn cntions to imprO\ e the pro c. ses. 

A rdin k n , nd \\ iklund _c 0- ) on th~.:ir p p~.:r on th~.: u ~.: of pro 
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to manage an organisation cflicicntly under th s ·onditions req uires extraordinary management talent. 

They point out that 'Management comp t 'n ')' is ·ritica l, and lack of this will lead to a large untapped 

potential. They note that bn->ic tr.linin 11 l f\\ork rs and management in the third world needs much more 

time compared wi th thl.: lir"t \\l)riJ. \\hi\' focusing on the process and reducing the functional rigidity 

quickly prod uces rl.:sults. l'h ·requirements of change bring fo rward the problems ofthe hidden plant of 

ineffi ciency and bcaurocr~\C) that con umes resources but produces nothing, and the segmentali sm of 

the old functiona l organi ·ation that keeps functions separated (Melan, 1992, cited by lssakson and 

Wiklund . _QQ_). 

The con eq uences of thi are a waste of resources, dissatisfaction with the end product or serv ice, and 

frustration of everybody involved. A stronger focus on core processes is therefore required due to the 

tronger cu tomer focus needed (Rentzkog, 1996, cited by lssakson and Wiklund, 2002). lssakson and 

Wiklund concl ude that technically, first world process management could function and give good 

resul t in Sub -Sahara Africa, but that in practice, this wi ll se ldom take place due to a lack of 

management commitment. They say this is in part due to the prevail ing environment of weak 

customers, and lack of competition, which reduce management commitment for cu tomer focus. The 

improvement potential i therefore high, with the potential mainly being in increa ed efficiency by 

producing more at a reduced cost (Kotter, 1996, cited by lssakson and Wiklund, 2002). 

I lam mer ( 1996) in ·Be) ond Reengineering' note that a company mu t continuou I) manage it 

o that the) keep pace \\ith the changing bu inc en ironment. In toda)' compctiti e \\Orld 

he note . bu inc ucc · · come from uperior proce performance and deli\ering consistent!) 

up rior product ren ice 0\Cr long period of time require that a set of con ' istentl) superior 

proccsse lor produ t de\ elopmcnt. manufacturing. order ful fillmcnt and ·er icc be adhered tc. I his is 

because C\ en a upcnor \\Orkforce cannot ompensate lor dclicicn i · of inf~.:rior pro c . es but rathl.!r 

it i thl.! ompan) · pro capabllit) that gi\Cs Jt a crucial ad\antagc O\t.:r '0111!1.!titor . llamm~.:r and 

tanton (_OQ_ I l n )ll,: that traditional ~I) lcs or mana!:!l.!ll1t.:11t ha\l: n) pia 1,; in I pnH.:t.:s t.:ntt.:rpri l: , 

mun nd ·md ntrol : the) h'l\ c to nc 'Otiatl.! and ollah 1 ' It~: . II~~:) •m't "it.: ld 
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needs to understand the changes in managerial st l ' that wi ll be required and their implications for 

starring and training. 

2.3 The need for Procc~~ l\l:tnau 'Ill nt 

It has been ob ·cr cd thntthc gradu<tl addition of more staff specialists has created formidable problems 

in coordinating and coml ining their expertise. (Davies, 1991) Many companies experience their biggest 

management problem · in getting different departments to work together effective ly. Major conflict can 

stem from h0 ,, departments' prioritie and goals are set, how their procedures are developed, and how 

they arc e aluated and re,,arded. Often, departments within an organization are linked closely by 

routinized \\Ork that flo\\ bet\veen them. Departments that are linked together in this way are 

dependent on tho e departments performing work in the preceding stages; likewise, they are subject to 

the pre sure and demands placed on them by departments that follow. Difficulties in such relationship 

frequently occur. First, each department tends to evolve its own procedures for over eeing or managing 

the workflO\\ process. Many of these procedures are not integrated. To combat this problem, a number 

of companies are using cross-functional teams with simultaneous representation from all involved 

departments. These representatives are released in part from their normal departmental dutie so that 

they can commit full) to becoming members of the new design team. uch a team overcome 

functional prejudices and create broader understanding of everyone's major concern at each tagc of 

development (Davies. 1991 ). 

I lammer ( 1996) note that low!) and even reluctantly. American cooperation began in the 1980s to 

adopt ne\\ method of bu ine improvement that focu ed on proce e . The two be ·t k.nO\\ nand mo t 

ucccs ful were total qual it) management (TQ 1) and rcengineering. llammcr gi' cs a an e.\.ample the 

division of ·olgate Palmoli\e ompany that manufacture · and <;ell animal nutrition products . · n tht.: 

old da) . if omcone approached a \\Orkcr on the manufa turing floor and ao.;k.ed \\hat he did. the 

\\orkt.:r \\Ould ha\t.: s. id that he \\as operating a machine . If the ma hinc \\as running ami he \\as 

meeting hi dail) quota. then h felt he ''a doing his job. 

ll<l\\c\ r I \ u a k tl t,; ame qut.: tion to I). th · '' 1rk r \\ill 'lY tlvll h~.: "ork in tlw 1 ll lu t ion 

trh-pr f th ord r fulfillm nt pn t,; In 110\\ th \\ork r r • li th. t lt.: i nll 

th r m r h t run hi m 1 hin • lut ntr ilut ltl th ( r II rt. n ml t I lh Ill\ .. 
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the process that leads to the result of shipped !!,oods. I r his output pile up, he will take it upon himself 

to sec what is happening further d )\\11th lin . \I \\ill do this not out of company loyalty , but because 

hi sense of who he is and \\hat h' I( ·s ha-; been reshaped by the shift from a task to a process 

orientation (l lammt;r, 19%). 

2.4 An experience or l'roCC"i 0 lanagcment 

ll ammcr and tant 1n (_QQ_) note that the power 111 most companies still resides in vert ical units 

focused on region ·, product . and functions-and those fiefdom s still jealously guard their turf, their 

people. and their re ource . However. they note that in recent years, a number of companies have made 

the leap to proces management. These companies have appointed some of their be t managers to be 

process owners. and they have given them real authority over work and budgets. These organisation 

have shifted the focu of their measurement systems from unit goals to process goals, and they have 

ba ed compensation and advancement directly on process performance. In the process, they have al o 

changed the way they assign and lrain employe , empha izing wllo/e procc cs rather than narrow 

ta k . and they have made subtle but fundamental change to their cultures, stre ing teamwork and 

cu tamers over turf and hierarchy. 

I Jammer and tanton report that the e com panic ha em rgcd from all th c change · a 0 true proccs 0 

enterpri oe ._ companie "hose management ·tructure · arc in harmon) 0 rather than at \\Ur, "ith their 

core procc c -and the) ha e reaped enormou benefit a a rc ult. llammcr and tanton gi c as an 

example uke p0 ,, r. th electric uti lit) arm of Duke L: nerg). Duke Power r cs about 2 million 

cu ·tamers in orth and outh Carolina. In 1995. \\ ith deregulation looming. it rcali1cd that it had to do 

a much better job of custom r en, ice i r it "a to un i \ c the on ·)aught r competition. But the e isti ng 

orl!ani1ational tructun.: of u to mer Operations. tht: bu int;, unit rt: pon ibk for ddi\ t:ring ckctricit) 

to customer. \\a getting in the \\U) of ·en ice cnhan emcnts. 

I h unit ,,a di\ idcd into four t\:gional pro lit ~.:~:ntlt and th~.: r~ •it nal, i t: II sid~.:nt . 1 \ll\\hdnh: I 

b) an en Jk trcarn of .<Jmini trath c dutic . had littl time lor \\rc tlin • "ith th let. il nl 1.:1 \Ill 

• I fi I 1 li rin' tlu to 
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customers. To solve the problem, Duke P \\er idt.:ntificd five core proce ses that together encompassed 

the essential work that us to mer 1 '1\ll i )n~ p rformed lor cu tomers: Develop Market Strategies, 

Acquire and Maintain Custom •r-;, I r \it!' R •liability and Integrity , Deliver Products and Services, and 

alcu latc and Collect Rt:' cnu ''i t ~ a ·h 1 roce ~was a ·s igned an owner, and the five process owners, like 

the lour existing re!.!ional 'ie' 1 n.: ·rdcnt . reported directly to the head of Customer Operations. 

In the ne\\ structure. the regional \ice presidents continue to manage their own workrorces, but the 

proces O\\ner-- ha\e been gi\en vast authority over how the company operates. They are responsible 

for de igning their re pecti-ve processes. They define how work will proceed at every step, and the 

region are expected to follow those designs. The regional vice presidents have no choice but to work 

in partner hip with the process owners. The new structure has proven to be a great success, focusing the 

entire organization much more directly on the customer (Hammer and Stanton, 2002). 

2.5 The development of Business Process Management 

Dunn and Windle (200-t) describe the three waves of Business Process Management (BPM) a having 

tat"ted '' ith the management of business processes which began in the 1920 with non-automated 

proce ses implicit in work practices and which was dominated by Fredrick Taylor' theory of 

management. Thi wa folio\ ed by the econd v\ave of BPM as driven by Michaelllammer and Jame 

Champy's bu ines proce reengineering and nterpri e Resource Planning ( • RP). ·1 he world i 

pre entl] e. periencing the third ''ave of BPM, wher busine proce e are made the central rocu and 

ba ic building block of all automation and bu ine mith and ingar 2003. cited b] Dunn and 

\\ indle 2004). In thi pha c. th main deign goal ofbu ine olution focu e on hangc, pccificall) 

on hO\\ to implement change to bu in s proc c '' ithout requiring om panic to ha-ve -;igni ficant 

techno lou\ kno\\ leduc. 
~- ~ 

Dunn & \Vindk (2004) then::I(H·c con ludc that to remain compctith c. de ision makt:r. must ha\ t: 

inti matt: kn "kdge of the pro e~ t: that general~; th out ome tht:) '.tluc .md bt: ahk to impkmt:nt 
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management theory and usc BPM3 to gui k th ir supporting technology decisions toward a process 

orientation wi II cstabl ish thcmsch co.; .Is ka k: rs in th 'ir respective markets, conclude Dunn and Windle. 

2.6 The role of employ(.•(.·~ in Uu11in ''1'1 Process Management 

l·or organ i;ations aduptim.! Pn t:c · lanagcmcnt, issues of employee compensation and empowerment 

arc critica l ir the desired re ·ult are to be achieved. Gilks (I 990) observed that emp loyees needed to be 

empowered to meet cu ·tomer needs. Thi is especially crucial in service businesses where reasonable 

nexibility and fast re pon e are crucial. He maintained that empowerment also recognizes that all 

employees have t\\O equal!) vital roles; running one or more processes and improving the proce ses 

they work on. He further observed that this is one of the keys to moving beyond the suggestion scheme 

mentality. Many companies believe that they have created a high involvement workforce because 

management receives large numbers of suggestions from the workforce. In truly transformed 

companie he observes. few good suggestions ever make it to management; instead they are 

implemented by the employees working the process. 

Hammer ( 1996) in Beyond Reengineering observed that in traditional companies, people are paid for 

their time rather than the results they produce. However, in process-centered organisations, workers arc 

paid for performance and contribution to the overall results of the company. Advancement criteria 

\\ithin the organisation al o changes from performance to ability, o that a vacancy that ari es within 

the organi ation i adverti ed rather than filled ba ed on performance. Thi · rccogni c the ract that 

advancement to another job\\ ithin the organi ation i a change . but not a reward. 

Bartlett and Gho hal (2002) further note that the com pan)· · scar e re ·ource i'i knO\\ kdgeabk people. 

and this mean a hilt in the \\hole concept of value management \\ithin the coopi.!ration. bnplo)el.!s 

eroding sen ·e or lo) alt) and C) nicism 0\ er the gro\\ ing gap bet\\een the compensation or those at the 

top ami those, t the frontlines all indicate that value distribution mu t change I he) obsen~.: that to Ia~ . 

mana '~.:I' mu t om pet not ju t for product market . or technical c. pert1 c. but also for the hcarts an I 

rninll oft, I nh.: l and c, pahh.: pcoplc. A t~.:r per uadinl.! thcm to join the enterpri e mana 'c.:m nt must 

en ur · th, t th in lh idual b ~.:om~.: ~.:ng·t 1 ~.:ll in thc or,, ni •ttit n on goi ng karnin' pro ·c.: c 'llll ta~ 
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Scott ( 1997) emphasizes that no matter In\\ !POi th' design of the business process, the development 

of people always emerges as om; of th' most important factors in building effective process 

management. 'Downsi;ing pro_k 'h. '' 111 h !()cus on I on activities and cost reduction, can erode core 

ski ll s and experience. "hid1 ar · • ·ntial for the design and operation of sustainab le business 

processes.· Similarly. he ->trc'i cs that IT and communication are essential means of support and 

catalysts !or prou.;ss management. lhe e should provide information on the cost, quality and outputs of 

an activity chain a · a ba ·i · for continuous process improvement. 

2.7 Process Management and Strategy 

ccording to Den it iotis ( 1999). the achievement of superior sustainable performance in conditions of 

\\Orld\\ ide competition requires a systematic evaluation of the processes deployed to implement a 

given strategy. Both basic and support processes form the web of the infra tructure that determines an 

organization's overall effectiveness. For a strategy to succeed, management must determine which are 

the critical processes that contribute the most in achieving its strategic goals, and allocating ufficient 

resources for their optimal operation. He further notes that a ystematic way to identify which among 

many are the mo t critical processes requires determination of the contributions they make to the 

achievement of a company's strategic goals that serve its vision. After identifying the critical proces es. 

management needs to monitor them carefully and improve them to develop or u tain a de ired 

competitive advantage. 

ot long ago. continuit) and stabilit) were the \Vatch\vord of coorporatc operation· llo\'.-e\ cr. 

Hammer and hamp) ( 1993) note that thi i no longer the case. O\V. with com panic· facing c\ cr 

more demanding customer and tougher competition. ongoing operational per[! rmancc impn)\emcnt 

has become a trategic Imperative. and c'ccutivcs arc con-,tantly trying to get improved performance 

from thetr opcratiorl'>. But although each of the ·c performance- irnprm ement initiati\ c-. can boo-.t 

operating re ult . the) need to be po itioned under a pro css-management umhn:lla if the) are to he 

ucces~full., inll:!..!rall:d. 

D v np rt n B note that ' hilc th n: ·uc.: oth I unit like url\.:tion or dh i ton 
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They stress that Processes can al o be lending indicator ' of future financia l performance. They state 

that even some of the most proccs'>- ricnl 'd firms in the United States have not fully deve loped 

infrastructures for providing pro· "" 1 'ri'Hmancc inf'ormation to managers and workers. Davenport and 

Beers indicate that in one -;un l'\ or !inns that had applied for the Malco lm Baldrige National Quality 

Award, it \\US found thut. among other problems, quality measures emphasized downstream and 

financial phenomena rather than broad process information, and were generall y poor ly organized. As a 

resu lt or these problem ·. mo t firm find it very difficult to know if their operational performance is 

improving or not. and in \\hat area of the business they face performance prob lems. 

Proce s Time is the ne\\ strategic metric that companies should strive to measure and improve in order 

to be able to compete in the world market. Measuring, controlling and compressing time will increa e 

quality, reduce costs, improve responsiveness to customer orders, enhance delivery, mcrease 

productivity, reduce risks since reliance on forecasts is reduced, increase market share and mcrease 

profit . Bockerstette and Shell ( 1993) argue that reducing cycle time reduces costs and improves 

cu tomer satisfaction. which in turn increases revenue. Time is a more important metric than cost and 

quality since it can be used to drive improvement in both of them, and has a common definition 

throughout the production system. Moreover, reducing time will decrease costs by eliminat ing the 

activities that add no alue to products or services. Quality will al o increase ince eliminating non­

value added acti ities \\Ould decrea e the chance of error introduction. (Krupka, 1992). 

talk and Haut ( 1990) tate that time ba ed companie hould go beyond mea ure like lead time, on 

time deliver) and re pon e time to time ba ed metric which could be used a diagno tic tools 

throughout the organization. The) ummari e the main time ba cd metric that companies could u-;c 

into four different area : de el ping ne\\ products. de 1 ion making. proce sing and production. and 

customer service. u to mer ·en icc include rc pon e time. quoted lead-time. and time f'rom 

customer's recognition ofnel:d to dcli\Cr). 

2.8 Perception 

Ru indi at that in pc..:n.:c..:pti< n. p oplc tll.:nd to timuli ·md lormuhtc..: lll~o:lu ion .11 ntt 

th 111. Ru II) n ith r think I 1 1 th 
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contribute to making an infinite arrn) of stimuli more manageable. Unfortunately he notes, quests for 

manageability can resu lt in pcopk iutnrinn lir "ll observable stimuli and fo rming perceptions from 

' the population' rather than rwm 'm '1111 rs or th~ popu lation.' lass i fi cation can contribute to ignoring 

potentially relevant asr ·ct..; {)r ·~)Jllll' ·n ironments. Ru se ll states that this model offers meaning as a 

private co nstruct cn:at ·d b) indt\ iduals tran ·acting with stimuli . This meaning can resemble the 

stimuli , and perhaps C\ en t a large extent achieve congruence with other people's meaning, but it 

cannot become "u n iH~r al." Independent perceptions have less than a perfect chance of completely 

matching each other he note . Experienced professionals often so rt out important stimuli from less 

important but competing timuli and quickly act based on their di scr iminations. Individuals with less 

experience than the profe sionals often take considerably longer to di scover and process re levant 

stimuli with in a complex environment. (Russell 2000). 

Kress ( 1988. pp. 15-1 6) offers a foundation for meanings that exist in people when he states that the 

language of a particular culture is the storehouse of meanings avai lab le to that cu lture and any utterance 

bears the meanings of the present and the meanings of a past that stretches from the moment just pas ed 

into an increasingly grey and obscure past. Kress ( 1988, pp. II 0-111) later re lates th i view to meaning 

within a profession \\hen he states that when a person with his or her specific history, ocial and 

lingui tic formation . comes into an institution uch as medicine, she or he will learn new meaning , 

new et of practice and new mode of talking, which will come together \ ith the mode of talking 

a! read) learned and "hich have perhap already become a part of that per on. lie note that thi kind of 

meaning seem tore ide more \\ithin indi idual than "waiting out ther for di co ery." 

rick ( 1976. pp. I -o) on the other hand tate that "it i an indi putablc fa t that man a a meaning­

maker create a \a ·t di\er it) of conceptual structure . and \\e have no ground t a c rd a priority to 

an) one. Language an con. titute the real it) being mapped." rick ( 1976.p. I""' latl:r n tc that it is 

shared language "hich i · the source of meaning and add \\eight to meaning as a human nstru t. so 

that n11.:aning mo t likd) original~.! \\ithin human per ei\cr.. \ccordin~ to Bois 197 • . using thl.! 

\\ord tran a t an pia) u u cful rok in undcr tandin • human p~.:r eptton. ·1 h~.: \\Oro re.l t ·an sUUI.!I.!st 

that pi m in •tllar thou •ht . fi.:din' . and bd1a\ ic ur that d) m t \ ar) h l\\c~.:n and amon' 
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individual s as unique interpreters of their em ironment. Tra n actors differ from each other and their 

interpretations remain unique. 

I Iuman trnnsm: tion -; n:l) in part nn cognition for interacting with an environment. (Crocker, 1965 as 

cited by Russi:I L _000) . l't\1 ·1--er n tc that transacting with an environment includes thinking as part of 

what happens "hen 1 crcei\ ing an en ironment, and explains that communicators differ in cognitive 

complexit) and ho\\ cogniti\e complexity contributes to processing stimuli in an environment. The 

amount or degree or cogniti\e complexity relates to an individual's ability to attend to and discriminate 

among competing ' timuli "ithin an environment. Intelligence has no necessary relationships to 

cognitive complexit;. Indi,iduals with different intelligence levels can have similar and dis imilar 

ability to di criminate bet\\een and among stimuli in an envi ronment. The Affective, Physical , and 

Extending Potential dimensions of transacting can interact with cognitive complexity to change it. 

Tran action rely at least in part on cognition, but they cannot rely ent irely on it. In other words, 

human rna) think a they process stimuli, but the other three dimensions wi ll play at least some role 

also. (Crocker. I 965 a cited b) Russell , 2000). 



CHAPTER THRF. RE 1 AR H METHODOLOGY 

3.1 Research Des ign 

The aim or thi s stud) "a" to ''-l-ill1 h Kenya Power and Lighting Company employees' perception of 

the Process tvtanag.cmcnt ·t) le or operations as introduced in the company during the restructuring. 

According to Cooper and chindler ( 1998), a study whose obj ective is to learn the who, what, when, 

where and hm\ or a subject i a De criptive study. This was a descriptive study, and such a descriptive 

des ign ha been u ed succe full) before by Njoroge, (2003), Nganga (2004) and other cholars. 

3.2 The Population 

The population of interest in this study was all the Kenya Power and Lighting Company employees 

who are geographicall y spread in airobi, Coast, Nyer i & Thi ka (Mt. Kenya region), Nakuru, Eldo ret 

& Kisumu (West region). The total number is 6,130 employees as at 30111 June 2005. 

3.3 Sample and Sample Design 

A ample of 165 employee was u ed for this tudy. Cooper and chindler ( 1998) indicate that the 

ab olute ize of a sample i much more important than it ize compared with the population, and the 

ample i.Le i onl) one a pect of representativene . Thi ad-hoc method of determining ·ample i1.c 

ha been u ·ed rather than the tati tical method due to non-availability of variable of the population of 

tud). Proportionate ampling ha been u ed to en ure that each Region i · repre ented according!) . 

·1 he apportionment or targeted sample units in each of the four Regions of the compan) as \\ell as 

central office ,,a · a · indicated in the folio\\ ing tabh.: : -



Table 3.1: Calculated apportionment of taq~ctcd sa mple units from the population units 

Popul,lltt'n A ) Sample Units (n) 

Area uml 'I nf P!.!rccnta 'C (%) Percentage (%) of Number of 

l · tnplt'~ cc' of tota l sample units Employees in 

population target samp le 

-,. 
NA IROB I -i~n 38.70 38.70 64 

1---=:o --
C AT 132 11 .94 11 .94 20 

rwE T I~EN 't'A -- 1532 24.99 24.99 4 1 

f\ IT. KEN YA 790 12.89 I 2.89 2 1 

CENTRAL OFFICE 704 11.48 11 .48 19 

Gro 6130 100.00 100.00 165 

From each group. sample selection was done randomly. 

3.4 Data Collection Methods 

The Primary data was obtained using a structured questionnaire (attached to this propo al a Appendix 

2). The questionnaire was self administered and was sent to respondents through the company' 

internal mail delivery system and returned back the arne way. 

The que tionnaire \\a divided into two parts: 

a) Part A _ Designed to obtain the general data of the re pondent . 

b) Part 8 Consi t of attribute· to be scored on 5 point Likert cale continuum to obtain information 

on the perception of cmplo) ee of Ken) a PO\\ r & Lighting ompany Ltd. on Busine · Process 

lanagement a · introduced in the com pan) during the rc tructuring in the ) car 200 1. 

3.5 Opcrationa l iiin~ the Proce \bna~ement Dimen ion · 

In order to opcrationalize the Process ~1anagcmcnt dtmcnsions. tht.: propcrtit.:. of l.!ach dimt.:n ion \\t.:t\.: 

e. poundeJ as ho\\n in the follt)\\ing I ahk - and the questions rde\ant H these propertit.:~ \\~r~ 

It nnulnt I in th third lumn to Ia ilit t olumn in li . tt.: tht.: 

nicul nnairt.: 
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I in hi tu I\ 
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Table 3.2: Operationalizing the Businc .. Process Management (BPM) Dimensions: 

Dimensions Of BPM 

Process 

'l>c tiniti un Of I he 
Dim cn,iun 
1\lnh.ll\1.! t,lfl ,1\\,IIC 

or lhl' jllll .. the) 

'-CI"\C Ill . 1.:1eating 
n\ca-..urc-.. of cnd­
lL1-elld proce s 
p~:rformancc. 

De ·1gnating 

l~d ~' :1nj Iss ues For crn~p~lo~y;-;;c:;:c-;s lO~tr·liR>.e:JI ::ev:::a::-::,:-;Jt-:----;Q;:;-u-cs-:t-:-io_n_s-~i-n~ 

h.pk Questionnaire 
\re the ~tafT aware orrltJh.l e;:;-;:;c:;:;n-;:~d-;t~oT....::....~~l ~8.:.:, 1~9~.2~0;;,~271 -,a_n_d-:-4-:-0::---_j 

end process they work in? 
-Do the staff work foc using on 
''hole process, or task? 

proce - O\\ ners 
----1--'A 1 i gn in g ---j-::-_ A~re::--t'thh.e::-;;a~v-;;-aiT ,·1 a;Jb:;Jl-;:eik;.p:;JI-;::clfi1T:;--;s;-;: ysrit-;;e,;:;::n:-;:s-l-"'l3 4A",-;;3-c5-:a:-::n:-:Jcl;-;3:;-;6::--------J 

1\lanagement able to serve the Zone as a unit? 

- -
IT y tcm 

Empowerment 

Cross funct ional teams 

sy tems \\ith -Is data avai lab le per Zone? 

processes 
Decision making -
b) staff. checks & 
controls reduced, -
work becomes 
multi dimensional -

Are employees abl e to make key 
decisions affecting their work'> 
Can employees make decisions 
to improve their process? 
Are reworks less with BPM 
system? 
Do checks and controls add 
va lue? 

- Is quality work va lued by 
management? 
Do workers merely make 
suggestions, or they implement 
them to improve process? 
Was span of control increased? 

\\'ork is frequently - Do staff ever work in a team 
planned and with others from eli fferent 
undertaken b} staff departments? 
from eli fferent - How do staff feel about working 
ections working a as a team with other from 

11 , 12, 13, 14, 15, 16, 17,22,37,38, 
39,40, and 4 1 

39 and 40 

a team different department ? 
rC~o-m_p_e_n_s_at-,-iO_I_l ------1-B~as~ce:.:...d'o-n--:,,-:.o:-::r;-:-k -:a-::s-:a--t--_ -~1 ::-s -;:-t;:,a.l'ff"Fp::::a) ment pegged on work tci9l:a:":n::d;-;-;l 0;;----------l 

complete process. re ult or fi\ed'> 
and on results. not - \re staff sa !I fied \\ ith lc\ el of 
time or hours spent pa) recei\ed for \\Ork done? 

-~a~ti''~o~r~k·~~~~Tt~-~;~~~~~~~~~~~1,-----------------~ - ------- '. I I . Ad, an emcnt Is based on ability - s promotion to ne\t grade based 
qualiti ation for on qualifications? 
thejob. - Are \acant pots ad\ertised tor 

capable tal to appl)? 
Ar~ ~t.lf ~a ·~r to imprO\c th~ir 
qualifi ti n ? 
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h.pl r Questionnaire Dimension 
t-.TT:-ra...,.i-n ,_i n-g------11--;Know ledge - 1 () starr kcl ;-r.th:::c::-:y--:r:::c:::cc:::i ::ve~__::_:::.:..:..:..:.:.:.:.:.:.::.:..:...:._ _____ _j 

Communication 

Leadership 

3.6 Data nal) i 

workers I-.e\ It 

BPI\1 , k.tllllll' 

(ll'l,!tllll/illl\111 

ll CCC~'•ll') 

Information on a -
BPi\ I structure to 
be relayed to staff -
before 
i m pi ementati on 

Effective 
leadership at 
restructuring key 
to success of BPM 

:l<kquatc training lo r the wo rk 
the do?? 
Arc starr invo lved 1n trai ning 
planning and budgeting? 
Are staff fu ll y competent for the 
work they do? 
When sta ff are promoted to next 
grade wi th more rcsponsibi I ity, 
do they go for training? 
Does kplc have a training poli cy 
that staff refer to when need 
arises? 
Does kplc management va lue 
new technol ogy, benchmark 
with lead ing similar utiliti es? 
How did staff learn that kplc 
was introducing new structure? 

I ,2,3,4,5,6,7, and 8 

Were their comments/feelings 25,26,27 and 28 
sought before impl ementation? 
Was it clear from the beginning 
how work was to be ca rri ed out? 
How do staff rate the leadership 
as offered by their Zonal 22,23 and 24 
leaders, Regional Managers?? 
Was top management fully 
supportive of the new stt uctu re? 
Was management willing to 
solve problems as they came 
up? 
What problems were 
experienced, and how were they 
solved? 

fhc Data \\a anal) ed u ing de criptive tati tic . Data in Part of the que tionnairc \\U anal) sed h) 

usc of frcquenc) table . ''hile the Data of the ltk.ert · ale ·cores in Part B of the que tionnairc \\a 

anal) sed h) use of fi·cquency table . means. standard deviation and coerti i~.:nt or, ariation. 

~leans of tht:: COI'I.: or the Iikert cak \\l;re ll.l:d to dch.:rmin~.: th~.: Ill st lik.dy Pl:r'l.:ption or the 

cmplo) ce t each que tion n k~.:d on the 'arious dim~.:n ion or Bu 111~.: s Procees lana l~.:nh:nt. "hlle 

n \\ u e I to th~.: c. tent of. •r~.:emcnt h~ the difl~r nt ..:mlln:..: l n the 

ttri ut 



CHAPTER FOUR 

4. DATA ANALYSIS, FINDINGS AND DISCUSSIONS 

4.1 Introduction 

In thi s <.: haptcr. datu pertaining to KPL employee's perception of Kenya Power & Lighting Company 
towards bus inc ·· proce management as introduced during the restructuring in 200 1 are hereby 
analysed and interpreted. The questionnaires were ed ited and coded after they were fill ed in .. In the 
coding. the Iikert cale ans\vers were assigned from 'To a very large extent ' ( I) and 'To no extent at 
all' (5) for ea e of data entry and analysis. Seven questionnaires were rejected becau e of incomplete 
information in some parts. and a total of 151 of the targeted 165 emp loyees (9 1.5%) responded to the 
que tionnaires. This response rate compaires favourabl y we ll with other similar studies, such as 84% 
response rate attained by Mwaura (2002), and 73% response rate by Maina (200 1), both studies being 
on perceived service quality. This response rate was therefore found to be adequate and sufficient for 
the study for the purpose of data analysis . 

The majority of the respondent's leve l of education was upto college level at 5 1.4% followed by 
univer ity level at 25.7%. and therefore it is evident that a majority of the respondents were fairly we ll 
educated . The majority of the respondent had erved in the company for between 5- 15 yea r (6 1.1 %) 
follO\ved b; 16-30 year (28.5%). and thi is explained by the fact that for about four years prior to the 
tud;. Ken; a PO\\er & Lighting Company had put a freeze on hiring of ne\\ emplo ee o a · to attain a 

favourable cu tamer to taff ratio. The implication of thi ample ' ith a fairly long duration of cr icc 
in the compan) is that a majorit) of the re ·p ndcnt \\Crc quite familiar with the old trictl) functional 
Departmental \\a)' the com pan; ha operated for man; ; ear . and thi could ha c ontributed to 

rcsi tancc to change a e\.pcrienced b) the compan) during the re tructuring. 

'I he formula~.: u cd lor calculating th means and standard deviation ar .ts per attached 111 \ppcndi 4. 
dating to th~.: objccth I.:S of the llld) and indi ·:.Htng the I rcqw.:nL~ or scores or th~.: 

Iikert m \\ r . th ( mput d mean ·m tan lard deviations. at~.: hm\n tn th~.: atta ·hnl 
5. 6. nd 7 



The following bar chart · pi 'k' l from t h~ Data analys is results help to illustrate areas where 
employees expressed strong' i '\\ ~ ith 'r I 'an ing towards 'To a ve ry large extent ' or 'To no extent 
at all ' that could have a IT· ·t' I th' ·n1ooth implementation of the new process structure introduced 
by the com puny in 00 I. 

The majority or em1 I ) ec felt that the company valued new technology and new developments in 
the elec trical cnerg) field to a large extent as indicated in the bar chart below and with a mean of 
~.47 ( ·ee ppendi:\. 5). and this could have been a strong point for the introduction of the Process 
Management during the restructuring. 

Bar chart 4.1 Above: The Extent to which New Technology I new Developments were valued by the company 

imilarly large number felt that employee who identified international cour e relevant to their 
\\Orh. area at KPLC \Vere onl upported to a mall extent by the company to pur ue them a 
indicated in the bar chart belo\ ' ith a mean of 3. 74 ( ee Appendix 5) 

40 

2 



In the bar chart below, a majorit) or the r 'S I)( ndcnts felt that employees of the company were exposed 
to the workings and operations or ka lin!.!, 'ic'tricity utilitie in the world for benchmarking purposes 
only to a small c ' tent with o 111 \ 111 ( f .R I (sec Appendix 5) This could have been a major draw back 
to the company csp · ·iull) '' h '11 introducing the new process system of operations that could have 
ga ined from th · "-nlm I ·dgc or enlightened and exposed employees. 

40 

30 

20 

10 

0 ~=--~~~-;'7 To very 

Bar chart 4.3 Above: The extent to which employees were exposed to Operations of leading Electricity utilities for benchmarking 

The bar chart beiO\\ shows that a majority of respondents felt that there was no proper documented 
reporting structure within the Regions amongst the new officers appointed . (only to a mall extent with 
a mean of 3.64) and this could have been a fru tration to the new proce s y tern and new way of 
operation a thi \\Ould re ult into confu ion. 

30 

20 

c s 
~ 10 

0 

To 
4 0 ch a reporttng ruct e 



From the bar chart below, the mnjoril) or respondents felt that at the time of introduction of the new 
structure, transport was onl) m ailnbl to a small extent to the operational team members who perform 
the bulk of the work.." ith n m~un or . ·s (sec Append ix 5) and thi s could have affected the operations 
and c!Tcc ti vencss t)l' th~ ll)n ·s and the Regions in trying to offer prompt and effi cient se rvice to the 
customers. 

40 

30 

20 

10 

OL-=-.-.. ~-.,~ 
very Large Extent 1) 

Bar chart 4.5 Above: The extent to which adequate transport for operational team members in the Regions was availlable 

-t2 Mea ure of employee perceptions 

The mean of core are a mea ure of the relati e agreement by Re pendent I employee t the 
particular que tion in the que tionnaire. The mean of perception to a Bu ine Proce s Managem nt 
dimen ion \\ ith more than on attribut repre ented by more than one que tion in the que ·ti nnaire i · 
compull:d by calculating the a\erage of the mean of related attibutc , que tion . 

Bt:IO\\ arc mean cal ulatcd fr m the rcsp ndent s ore of the an \\crs and indi idual means to th 
que lions on the Iikert scale as contained in Appcndi -.and this is for the \ariou" Bu. inc"" Pro ·e"" 
lanag~.:m~.:nl im~.:n ion in \\hich employct:s pt.:rct:ptions \\t:rt: sought through the qucstionnain.: . 



Table 4.1: Mean based on perceptions of BPM dimensions 
Dimensions Of BPM Calcul.lt~ i r\ \ 'rag Mean (M ) Mean rounded to nearest digit to 

correspond to Likert scale score r-=-
Procc s ... 60 3 

---
IT Systems "'.47 "' _) 

-:::-
3.00 " Empowerment _) 

cross functional team ' 3.35 "' _) 

Compensation 2.72 " _) 

Advancement 2.36 2 

Traini ng 3.04 "' _) 

Communication 3.22 3 

Leadership 2.90 "' _) 

From the above re ult , we note that employees believed that the staff appointed to the variou 
po itions of authority during the restructuring namely Regional Managers, As i tant Managers, 
Regional Di tribution Engineer and Zonal Heads were competently selected. llowever on all the other 
attribute te ted. employee agreed onl) to orne extent (3) that the company ' a actually doing , hat 
it '"a uppo ed to o a to make Bu ine s Proce Management ucce ful during the re tructuring. 
1 hi· meant that the taff ''ere not familiar with all the proce e in the company and that the 1 r 
) stems including per onal computer \vere not adequate to upport operation at the time. Thi al o 

meant that tuff did not feel fully empO\\ red to undertake their new re ·pon ibiliti , and did not feel 
adcquatdy traint.:d [or thl.! C\pandcd pan Of COntrol of \\Or\... \\bile \\Ot'k \\U not a · frequent!) 
performed b) eros functional teams '' ithin the R gion of the com pan) as '' uld hm e bt.:en e pee ted 
in a Procc lanagcmcnt sy tcm. 



CHAPTER FIVE 

SlJMM RY. 0 LtJSS ION AND RECOMMENDATIONS 

5.1 Summary 

Kenya Power an j Lighting om pan} (KPL ) is a Limited liability company operating in Kenya, with 
the 'O le puq 0 'C or rran mitting and Distributing electrical energy to its customers The Government 
of Kenya appro\ ed the re tructuring of the company in the year 2000, and this was coordinated by a 
' Re tructuring Ta k force· \\ithin the company work ing in co ll aborat ion with Price Waterhouse 
Coopers a consultants In the new process arrangement which was essentiall y a Business Process 
Management arrangement, de-centralization of serv ices was reali zed through reduced levels of 
hierarchy in the management structure, thus making the customer's proximity to top-level management 
closer. 

The objective of this study was to determine the perception of Kenya Power and Lighting Company 
employees towards the ne\ Process Management as implemented by the company during the 
restructuring. A sample of 165 employees were administered with a questionnaire that dwelt on the 
variou dimensions of Business Process Management, in the proces seeking the perception of the 
employees on the e dimensions in relation to Kenya Power and Lighting Company at the time of the 
restructuring. 

From the re ult of the calculated average mean (Table 4.1 ). we note that the introduction of the ne\ 
Procc · "vlanagement tructure tarted off in a good way in that taffto man cnior po iti n were fairly 
c mpctcntl) ·elected going b) the a\erage mean on ad ancement (2. 6). II O\\C\er. the mean 
obtained form t of the other criti a! dimcn ion · of Procc 1anagement \\ere clo ·er to a core of 3). 
'I hi include dimen ion -.uch a a\\arcne s of procc · c in \\hich employee er\c in and creating 
measure~ of end to t:nd proces performance. cmpo\\ rmcnt of emplo) ccs to mak.t: kt:) de ·is ion'> 
alli:etin' tl dr \\Ork and redu tion of check. and ontrols. adequate tramtng . communicatit n and 
di u ion ofthc Pnt:t: tructure '' ith stall bd'on.: impkmt:ntattl n. and ~.:n ·oura 1in' '>tall to \\Ork in 

ro w ti n. ltt:am . 



In the literature review, ll amm 'r I ) ) ) mphasizcs that the key to success in Process Management 
includes an awareness b) empl )> ~.: '" t f th' 1 rocesses to which their work contributes, rather than the 
simple tasks thul th 'Y p 'ri~H'lll. I h' fact that Kenya Power & Lighting Company introduced Process 
Managcrrtcnl \\ ithout '111! lo~ ~~ · in ol cd being fully conversant with the processes means that this 
could have been nn imp~diment to the success of the new system of operations. Hammer and Champy 
( 199_,) further note · that employee working in a Process setup need to be fully empowered to make 
decisions aiTecting their \\Ork. to which with a score of (3), Kenya Power & Lighting Company 
management did not achie\e at the time of introducing the restructuring, as a score of ( I) to (2) by the 
employee \\Ould have communicated a level of confidence on their empowerment, with significant 
reduction on non alue adding checks and controls. 

The introduction of Process Management in the Zonal structure by the company also meant that 
senior staff like Zonal Heads would handle more tasks than they would otherwise do in their prev ious 
work. From the literature review, Issakson and Wiklund (2002) stress that training is very important 
for staff \\Orking in a process structure especially in third world countrie , as the pan of control 
increases. A score of ·to some extent'. (3) on this dimension would not be good enough, and thi s could 
have resulted into the Zonal structure a introduced by Kenya Power & Lighting Company 
experiencing some difficulties at the operational level. 

Hammer (2002) al o empha izes that in a Process Management operational tructure, work i mo tly 
performed b~ cro functional team . and therefore the a erage core of · to omc extent' on thi 
dimen ion by Ken) a PO\\er & Lighting ompany employees mean that thi was not empha ized by 
management at the introduction of the ne\\ tructure in 200 I. and thi together with the Jack f 
adequate and effe ti\e ommunication to staff in olved on the working of the ne\\ tructurc (")could 
have affect d the effccti\cnes of ne\\ Zonal tructurc introduced b) the c mpan). as c mmuni ation 
at all time i~ also quite important in a proce ·s ·tructun: . 



5.2 Recommendations and onclusions 

V~ , %~TV ·r:1r:: . 1M .. \L! :. 
' ~~ ~"'iW£aE. liBRAM. 

From the findings. the Ken) t1 Pm\ r ' Lighting ompany values new technology and new 
developments in tht.: tit.: ·tri •t\1 •nen1.y field as evidenced by the resulting mean score of2.47 , as well as 
by the introduction or the Procc s 1anagement in its operations in the year 200 I. However, the 
company needs to not onl) introduce new and modern ways of working, but should strive to 
continuously benchmark\\ ith the best in the industry so as to keep abreast with the latest trends in the 
market and in the proces attain competitiveness in anticipation of the opening up of the power sector 
to other player . Thi i evident from the mean score of 3.8 1 (to a very small extent) on benchmarking. 

The Ken a Po\ver & Lighting Company also did not full y empower its employees, especially the 
Zonal Heads when it introduced the process structure , and this means that they could not be as 
effective in erving customers as they would wish to be. The training given to these senior officers was 
also inadequate and did not prepaire them fu ll y for the task of manag ing the Zones. It also emerged 
that the company lacks a documented training policy covering local as we ll as international training 
opportunities and procedures to which employees can refer to or if it exists, then it is not widely and 
ea ily available to employees. This is because knowledge workers are key to succes in a proce s et 
up, and staff must at all times be encouraged to pursue relevant courses ba ed on clear company 
guide lines. 

It i further recommended that if the Zonal structure which i a proce s focu ed tructure i to ucceed 
at the Kenya Power & Lighting ompany. then it i important that all the proce e are mapped out o 
that employee can identify them elve \\ith the particular bu ine proce \\here their \\Ork fits in. 
1 he po r ·core on availability of adequate IT y tern upto the Zonalle el al o mean that the company 
ha to cnhanc availability and net\\Orking of If ) tern · (P ) at th lo\\c t u. er le\cl. 

'I h~.: company I o ne~.:ds to modify its com pen ation of \\Orkcr so as to align compensation more" ith 
\\Ork n..: uh , a complete process rather than time or hours spent at\\ )rk if it de. ires to succ~.:~.:d in a 

up. In on lu ion. the tud) r~.:\ ealcd th.lt ~.:mplm ~.:es of Kc nya Pm\ ~.:r an I l.1 • ht 111 • 

Olllp'lll) dt that the tru tur~.: that II\: crttlcal tl the succcss l r a Pro·ess lana •cmcnt 
~) t rn ' r n t ull) in pi c h) th 

ntribut d t rn n... th th 

tim th~.: company implcmcnt~.:d thc rc tructurin • .• ml this 
lllJ Ill) i ll th timc o implcm ntttion. 



5.3 Limitations of the study 

The results of thi s study shoull h' inll.:rpr~t~d beari ng in mind several limitations which include the fact 
that Kenya Pow ·rand Li\.!htinu · )111pany being a monopoly, employees may have resisted the change 
that cume "ilh th~..: n:'>lructuring of its operations, and thi s co uld be a contributing factor as to why the 
new structure !'aced dirtinlltie . Thi could therefore have resulted into bias when seeking to determine 
the perception. or employee . 

During the re tructuring. some departments within Kenya Power and Lighting Company were most 
affected b; the ne\\ changes as compared to others, and therefore the random selection of participants 
could mean that some participants' answers may have been subj ective. The study hav ing relied on 
judgements based on participant's perceptions of various dimensions of Business Process Management, 
could also have introduced subjectivity which may have an effect on the findings. 

5.4 Suggestions for further research 

Having concentrated on the perceptions of employees to Process Management introduced during the 
restructuring at KPLC in this study, further research could be done in future which investigates the 
relationship bet\\een Busine Process Management and Performance so as to establish the gain if at 
all that re ult from BPM. 

Ken; a Po\\cr and Lighting Company being a go ernment para tatal "hich is es entially a monopol , a 
stud) could al o be conducted to determine ho'' private organization in Ken) a that ha c adopted 
Bu ine ·s Pro e · ~lanagement arc fairing on. and thi could al o eek the perception of employee in 
the pri\ate :ector on the variou dimen ion and attribute of BPM . 
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PPENDICES 

Appendix 1: Letter of Introduction 

DATE: ---------------------------

The respondent. 

Kenya Pom~r c'' Lighting ompany Ltd., 

P.O. Bo:-.. _)0099. 

NAIROBI. 

Dear ir/Madarn. 

REQUEST FOR YOUR PARTICIPATION IN MY RESEARCH WORK 
I am a Postgraduate student in the Faculty of Commerce, University of Nairobi pursuing a Master of 
Bu iness dministration (M BA) Degree program. In order to fulfill the Degree requirements, I am 
currently undertaking a Management Research Project on : 

PERCEPTION OF KENYA POWER AND LIGHTING COMPANY EMPLOYEES TOWARDS 
BUSINESS PROCESS MANAGEMENT AS IMPLEMENTED BY THE COMPANY DURING 
THE RE TRUCTURING 

Thi project concentrate on the perception of KPLC employee on the Zonal structure introduced in 2001 

Plea e an'i\\er all que ·tion5 b} referring to and focu ing on the period ju t after the Zonal ·tructure \\a introduced in \ugu ·t . 2001. 

1 "ill highly appreciate if you \\Ould pare orne time to kindl) complete the attached que-;tionnairc for 
me. 1 he information you will pro\ ide \\ill be treated in nfidcn c. and i'i ~trictl) for academi 
purposes. 

Your~ laithfull). 

'OAII < 10 Dl 



Appendix 2: Questionnaire 

PART A General information 

I) I nd icat~: vour jol ti tk -----------------------------------------------------------

-) Indicate your job le\el: anagement ( ) Operational staff ( ) 

3) What i ) our educational level? 

a) Primar) 

b) Secondary 

c) College 

d) Uni ersity 

4) Your period of service in the company is 

a) Less than 5 years 

b) 5- 15 1 ears 

c) 16-30 years 

d) Over 30 years 

5) What i ) our Gender? 

a) ivlalc 

b) r cmalc 

6) I ndi ate ) our term of employment 

a Perm, nl.!nt 

b ontra t 



PARTB 

Please indicate the c~tent to "hi ·h K. ' 11 a Power & Lighting Company (KPLC) undertakes the following on n scnl' or 1-" l \ m.trl-..inn with an ·..J' at the appropriate box . 
IO ,\ \el) I o a large To some ex tent To a small To no extent 
l~rge e\tent extent extent at all 

( 1) (5) 
~ 'Employees arc competent 

in their'' orh. 
2 Employees rccei\ e regular 

training aimed at 
imprO\ ing their worh. ., 
The compan) has a .} 

training polic) that 
emplo) ees can refer to 
''hen need arises 

4 The extent to '' hich ne\\ 
technology ne\\ 
de\ elopments in electrical 
energ) field are va lued by 
the company 

5 Employees are consulted 
by management in 
planning their training 
needs 

6 Employees who identify 
local courses relevant to 
their work are encouraged 

upported by the 
company to pursue them 

7 Employees \\ho identil} 
international cour es 
relevant to their work are 
encouraged supported by 
the compan) to pursue 
them 

8 The compan) support 
cmplO)CC promoted to 
higher grade'' ith more 
rcspon ibility to pursue 
sl\ill upgrading courses 

9 bnplo) ccs arc contented 
\\ith thdr \\Ork 

10 :\I orale of employee.: of 

r-rr KPI.C is high - 1-\\ ork t ndard c.: ·i tin 
the compan) 

12 l ~ rnployees are f: mili r 
\\ ith work standards 

13 Sub t ndard \'Ork /rework 
i minim I ithin KPL 

-L- -



To a,. 'r) 
large 1!\l~'nl 

~ (I) 

l'o n lnrgc 
c\tcnt 

To some extent To a small 
extent 

To no extent 
at all 

(5) - -- - 1---------- -----------+-----------~----------4---------~ KPLC Management '>I) k 14 
as being 01' liH;ilitntillll ,md 
ncgotintilll1 ruth~:r tlhtll 
cc mmand & i:l111lrlll 

'15 nnvoidnbh: mi~tal-.c~ 
made b) ~:mplo) ce in the 
course of dut) do not 
resu lt into blame. but are 
u ed a · part of a learning 
process 

16 Emplo) ee are exposed to 
the workings and 
operation of leading 
electricity utilities in the 
world for benchmarking 
purposes 

17 Po itive suggestions and 
comments made by 
employee on ho\\ to 
improve work are taken 
seriously by management 
and are implemented 

18 Employees are general I} 
aware of the process of 
getting electricit} supply 
from the application stage 
to the metering tage 

t--1-=-9-t--:=E,..-mplo}ee are general!) 
aware of the proce of 
electricity upply 
restoration in ca e of an 
interruption oc a toned 
by an emergency 

20 Emplo) ecs nrc generally 
a\\ are ofthe eledrictt) 
billing proce s 

21 Emplo) ee are generally 
, \\an.: ofth~: r~:connection 
pr r ultin fr m 
di nn tion fi r n n 
p )Ill nt 

22 Durin n: tru turin 
nt I 1 t I I r 

ull up rt t th r i n 
n th Z n I tru tur 

~---L--------------------~----------~----------~-------------L----------~---------·-



1 o a 'er) ron lnr•le To some extent To a small To no extent large e\tent e\tent extent at all 
I (5) '23 The structure or Regionnl - -- -

Manager, 1\s~i~tunt 
Managers, Rcl.!i(ltlill 
Distribution l'lll.!im:er' 
and /onal I lend' \ll1i:r ·d 
competent lender-.hq l! 
·tecring cn~.:h Region 111 tt 
operations 

24 - tafT appointed to the 
po it ion · of Regional 
1\ lanager. i tant 
1\lanagers. Regional 
Di tribution Engineers 
and Zonal Heads ''ere 
competently selected 
ba ed on qualifications 
and ability 

25 The reporting structure 
bet\\ een staff in the 
Regions and Central 
office \vas clear and 
known 

26 There was a documented 
reporting structure 
between staff in the 
Regions and Central 
office 

27 The reporting structure 
amongst staff'' ithin the 
Regions im oh ing 
Regional!\ lanager, 
As i tant l\1anagers, 
Regional Di tribution 
Engineers. Zonal Heads 
and workers ''a clear and 
knO\\ n 

28 There \\a a documented 
reporting structure 
• mong~t staff'' ithin the 
Regions and Zones 

29 I hen\ ailabilit) of 
adequate tran port for 
op~.:rational team 
members in the i'..onc. 

30 I h · avnilnbiluy of 
qu 1 tran p rtfir 

up f\ i i n pu in 
the Zone 

31 Avnllabtlit) ofqu lificd 
nd m tnt t I in 

h Z n 

~ 



To a' er) f'o a lar•'C To orne extent To a sma ll To no extent 
l ar~e e'\tent e'\ tent extent at all 

( I (5) 32 "The availability of' --
material s for the wor"-

~ 

33 The nvnilnbility of --
adequate t ool~ (·. 
instrunwnts in e<~ch h•ne 

34 The udequlll.:) or the 
--

lnfornwtion rcchno l og~ 

support "ithin the Reg1on 
up to the Lonal le' el 

35 The a\ ailabilit) of Data 
on IT tem like I I -
'IC segregated to the 
Zonalle\ el 

36 Adequate numbers of 
personal computers (PCs) 
' ithin the Regions Zones 
to support operations 

37 Minimized checks 
controls and approval 
process within the Zonal 
structure 

38 Faster flow of work'' ithin 
the Zonal structure 
occasioned by reduced 
checks controls. 

39 Team work amongst staff 
with colleagues in other 
departments under the 
Zonal structure 

40 Extent of multi-
dimensional work \\ithout 
strict boundaries between 
construction. metering. 
emergen ) en• ice, 
di connection and 
reconnection in the 7onal 
structure 

41 ·r he e~..tent to "hich tht: 
Regional :.tructun: of 
Rc •ional ~Ianger, 
A i tant ~lana •a , 
Re i n IDi tritnuion 
l:n in rs nd Z n I 
II d \\cr emp \\crcd 
\\ith d qu 1 uth rit) 

42 R u ti f 
f~ 

-_ 
~ 

11 

bur u ) l\\ n 
th Re i n n 

Ill I m un t:r 
i the Zonal structure 



Appendix 3: New Regional Organisation Structure introduced by the company in August 2001 

Mt. Kenya Example 

Regional Manager 

I 

I I 
A sistant Regional Assistant Regional 

Regional Finance & 1\ lanager, ft. Kenya l'vlanager, Mt. Kenya 
Procurement south North 

I I 
Regional IT & 

I I 
Zonal Heads Zonal Heads Telecommunications 

,_..1_ ___ L Regional Human _ ...... _ .... -...... 
Resource & 

Customer Customers 

Regional ecuri ty 

Regional 
Di tribution 
r' - :;, 

Regional 
ommercial ycle 

Rc •ion. I 
Communi ation 
mar].,din• 

Ot IH t: llum n H ounc l>i\i iun, K O) Pcm r, l i htin ( lllllJl.IO\. 



Appendix 4: Formulae for the Variables used in Analysis 

Fe -denotes, rrequ n i ' r 'Ore obtained from the likert scale 

Xc - denote the actual c res on likert scale Continuum (i.e. 1 to 5) 

Means, Me - Lfe Xe 
Lfe 

Variance, Ve Ifexe 
2 ~2 -

Lfe e 

Standard Deviation, Se = .Vve or SQRT ofVe 

Coefficient of Variation, Ce = Se 
Me 



Appendix 5: Data Analysis - Statistics 
Statistics 

Period of 
Education Service in the 

JOB LEVEL Level Company Gender N 144 144 144 144 
Mean 1.52 3.03 2.24 1.33 
Std . Deviation .501 .699 .629 .473 

Statistics 

The Extent to 
The Company which New 

Employees Has a Technology/ Employees Receives Training new are Consulted Regular Policy That Development by 
Training Employees s in Electrical Management Aimed At can Refer to Energy Field in Planning 

Improving When Need are Valued by Their Training Their Work Arises The Company Needs N 144 144 144 144 
Mean 3.03 3.25 2.47 3.09 Std . Deviation .684 1.460 1.194 1.096 

Statistics 

Company 
Supports 

Employees 
promoted to 

Higher Grade 
with More 

Responsibility Employees Work 
to Pursue Skill Are Contented Morale of standards 

Upgrad1ng With Their Employees of Exist in The 
Courses Work KPLC is High Company N 144 144 144 144 Mean 3.34 2 69 2.75 2.44 Std Dev1 t1on 910 .950 1.034 .914 

Terms of Employees 
Employment Competence 

144 144 
1.05 2.31 
.216 .895 

Employees 
Employees who Identify 
who Identify international 
local Course Courses 
Relevant To Relevant To 
Their Work Their Work 

Are Are 
Encouraged/ Encouraged/ 
Supported by Supported by 
the Company the Company 

to Pursue to Pursue 
Them Them 

144 144 
3.08 3.74 

1.068 .996 

Employees Substandard 
Are Familiar Workl Rework 
With Work is Minimal 
Standards Within KPLC 

144 144 
2 44 2 86 
.. 966 928 



Statistics 

Postive 
Suggestions Employees Employees Unavoidable Employees and are Generally are Generally M1stake Made Are Exposed Comments Aware of The Aware of The KPLC By Employees to the Made By process of process of Management in The Course workings and Employees on Getting Electricity Style as being of Duty do Not Operations f How to Electricity Supply of Facilitation Result Into Leading Improve Work Supply From Restoration In and Blame, but Electricity Are taken The Case of An Negotiation Are Used as Utilities in the Seriously By Application Interruption Rather Than Part of World for Management Stage to The Occassioned Command Learning Benchmaking and Are Metering By an and control Process Purposes Implemented stage Emergency N 144 144 144 144 144 144 Mean 2.58 2.94 3.81 3.13 2.33 2.26 Std . Deviation 1.107 1.139 .991 1.164 1.037 .802 

Statistics 

Staff 
appointed to 

The Structure The Position 
of Regional of Regional 
manager, Manager, 
Assistant Assistant 
Manager, Managers , 

Employees Regional Regional 
are Generally During Distribution Distribution 
Aware of The Restructuring, Engineers Engineers The reporting Reconnection Central office and Zonal and Zonal structure 

process Staff Offered Heads offered Heads were between staff Employees Resulting Full Support Competent competently in the are Generally From To The Leadership By selected Regions and Aware of Thef Disconnection Regions On Steering Each based on Central office Electricity For Non The Zonal Reg1on in It's qualifications was clear and Billig Process. Payment Structure Operations and ability known N 144 144 144 144 144 144 Mean 2.62 2 44 310 3.24 2.36 3.40 Std . DeviatiOn 1.010 .922 1.124 1.225 .874 1.039 



Statistics 

Tl1 R porting 
Structure 

mongst staff 
w1thin the 
Reg1onal 
manager, 
Assistant 
Manager, 

There was a Regional There was a The 
documented Distribution documented availability of The reporting Engineers reporting adequate availability of structure and Zonal structure transport for adequate Availability of between staff Heads and amongst staff operational transport for qualified and in the Workers was within the team supervision competent Regions and clear and Regions and members in purposes in staff in each Central office known Zones the Zone the Zone Zone . N 144 144 144 144 144 144 Mean 3.64 2.69 3.14 3.58 3.44 3.33 Std . Deviation 1.075 1.166 1.480 1.035 .842 .930 

Statistics 

Adequate 
The adequacy The number of minimized 

of the availability of personal checks/ 
The information data on It computers controls and availability of Technology system like (PCs) within approval adequate support within IMS/ICS the Regions process rrhe availabilty tools and the region segregated I Zones to within the of Materials instruments in upto the Zonal to the Zonal support Zonal for the Work each Zone level level operations structure N 144 144 144 144 144 144 Mean 3.30 3.41 3.50 3.31 3.60 3.02 Std . Deviation .659 652 819 1 292 750 1 080 



Statistics 

The extend to 
Extent of Multi- whih the 

dimensional Regional 
work without structure of 

strict Regional 
boundries Manager, 
between Assistant 

construction, Managers , 
Faster flow of Team work metering , Regional Reduction of work within amongst staff emergency Distribution , Bureaucracy the Zonal with collegues service, Engineers between the structure in other dissonnectio and Zonal regions and occasioned by departments n,and Heads were Central office reduced under the reconnectioni empowered under the checks/control Zonal n the zonal with adequate Zonal s structure structure authority. structure . N 144 144 144 144 144 Mean 3.20 3.37 3.33 2.88 3.15 Std . Deviation .979 1.181 1.115 1.007 1.185 



Appendix 6: Data Analysis - Frequency Tables 

Frequency Table 

JOB LEVEL 

Cumulative 
Frequency Percent Valid Percent Percent VallO IVIanagemem 6~ 47 . ~ 47.8 47.9 

Operational Staff 75 52.1 52.1 100.0 
Total 144 100.0 100.0 

Education Level 

Cumulative 
Frequency Percent Valid Percent Percent Valid ::;econoary jj ZL.\:l LL.9 LL.9 

College 74 51.4 51.4 74.3 
University 37 25.7 25.7 100.0 
Total 144 100.0 100.0 

Period of Service in the Company 

Cumulative Frequency Percent Valid Percent Percent Valid Less man o years 1L 8.J tU ts.3 5-15 years 88 61 .1 61.1 69.4 16-30 Years 41 28.5 28.5 97 .9 Over 30 Years 3 2.1 2.1 100.0 
Total 144 100.0 100.0 

Gender 

Cumulative 
Frequency Percent Valid Percent Percent VallO Male \:lb bb ( 66.7 66 7 

Female 48 33.3 33.3 100.0 
Total 144 100.0 100 0 

Terms of Employment 

Cumulative 
Frequency Percent Vahd Percent Percent vauo l""ermanent 137 \:lo .l ~0 . 1 ~0 . 1 

Contract 7 4.9 4.9 100.0 
Toal 144 100 0 1000 



Employee Competence 

Valid Percent 
To very Larg L U.O 
To Larg xtent 52 36.1 36. 1 56.9 
To Som t nt 50 34.7 34.7 91 .7 To Smnll L tent (( ) 12 8.3 8.3 100.0 
Total 144 100.0 100.0 

Employees Receive Regular Training Aimed At Improving Their Work 

Cumulative Frequency Percent Valid Percent Percent Valla 1 o very Large t::xtent ( 1) ~ 2.1 L .1 L. 1 
To Large Extent 19 13.2 13.2 15.3 Yo some Extent 95 66.0 66.0 81 .3 To Small Extent 24 16.7 16.7 97.9 To No Extent at All (5) 3 2.1 2.1 100.0 
Total 144 100.0 100.0 

The Company Has a Training Policy That Employees can Refer to When Need Arises 

Cumulative Frequency Percent Valid Percent Percent VallO 1 o very Large t::xtent t 1 J 31 L1.o Ll.o Ll.o To Large Extent 10 6.9 6.9 28.5 Yo some Extent 31 21 .5 21 .5 50.0 To Small Extent 36 25.0 25.0 75 0 To No Extent at All (5) 36 25.0 25.0 100.0 Total 144 100.0 100.0 

New Technology in Electrical Energy Field is Valued by The Company 

Cumulative Frequency Percent Valid Percent Percent VallO 1 o very Large txtent t 1) 35 L4 3 24 3 24 3 To Large Extent 43 29.9 29 9 54 2 ,., 
To Some Extent 41 28 5 28 5 82.6 '"' To Small Extent 13 9.0 90 91 .7 , ... 

o Ex en at All (5) 12 8.3 To 
83 100 0 Toal 144 100 0 1000 



Employees are Consulted by Management in Planning Their Training Needs 

Cumulative 

39 27 1 27 .1 31.9 I A> 

To Som xtent 52 36.1 36.1 68.1 To small E tent 26 18.1 18.1 86.1 To No E tent at All (5) 20 13.9 13.9 100.0 
Total 144 100.0 100.0 

Employees who Identify local Courses Relevant To Their Work Are Encouraged Supported by the Company to Pursue 
Them 

Frequency Percent 
va11a 1 o very Large t::xtem t l J 1 4 .\::1 

To Large Extent 36 25.0 To Some Extent 58 40.3 To Small Extent 24 16.7 To No Extent at All (5) 19 13.2 
Total 144 100.0 

Cumulative 
Valid Percent Percent 

4.9 4 .8 

25.0 29.9 
40.3 70.1 
16.7 86.8 
13.2 100.0 

100.0 

Employees who Identify international Courses Relevant To Their Work Are Encouraged/ Supported by the Company to Pursue Them 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large t.xtent ( 1) 1 . I ,( To Large Extent 15 10.4 10.4 11 .1 To Some Extent 44 30.6 30.6 41 .7 To Small Extent 45 31 3 31.3 729 to No Extent at All (5) 39 27 1 27 1 100 0 Total 144 100 0 100 0 

Company Supports Employees promoted to Higher Grade with More Responsibility to 
Pursue Skill Upgrading Courses 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large t::xte:m ( 1 J 4 £~ £ . ~ £ . ~ To Large Extent 18 12 5 12 5 15 3 To Some Extent 60 41 7 41 .7 56 9 TO Small Exten 49 34 0 34 0 91 0 TO o Exten a All (5) 13 90 90 100 0 Total 144 1000 1000 



Valid 

va11a 

va11a 

Employees Are Contented With Their Work 

To srn 
Total 

61 

29 

144 

42.4 

20.1 

100.0 

42.4 

20.1 

100.0 

Morale of Employees of KPLC is High 

Frequency Percent Valid Percent 
1 o very arge t::xtem t 1 J 14 'd.f 9 .7 
To Large Extent 45 31.3 31 .3 T(; Some Extent 60 41 .7 41 .7 To Small Extent 13 9.0 9.0 To No Extent at All (5) 12 8.3 8.3 
Total 144 100.0 100.0 

Work standards Exist in The Company 

Frequency Percent Valid Percent 
1 o very Large t:.xtent t 1) 24 16.7 16.! 
To Large Extent 49 34.0 34.0 Yo Some Extent 57 39.6 39.6 To Small Extent 12 8.3 8.3 To No Extent at All (5) 2 1.4 1.4 
Total 144 100 0 100.0 

Employees Are Familiar With Work Standards 

Frequency Percent Valid Percent 
1 o very Large t:.Xlent t 1 J 26 18 1 18 1 
To Large Extent 48 33.3 33 3 Yo Some Extent 55 38 2 382 "'' To Small Extent 11 76 7.6 ....... 

o Extent at All (5) To 4 28 28 
Total 144 1000 100 0 

Cumulative 

79.9 

100.0 

Cumulative 
Percent 

'd.f 

41 .0 

82.6 

91.7 

100.0 

Cumulative 
Percent 

16.! 

50.7 

90 .3 

98.6 

100 0 

Cumulative 
Percent 

18 1 

51 4 

89 .6 

97.2 

100.0 



Substandard Work/ Rework is Minimal Within KPLC 

Cumulative 

42 29.2 29.2 36.1 I" 
To Som tent 51 35.4 35.4 71.5 To Sm II E t nt 40 27.8 27.8 99.3 To No E tent tAll (5) .7 .7 100.0 Total 144 100.0 100.0 

KPLC Management Style is Facilitation and Negotiation Rather Than Command 
and control 

Frequency Percent Valid Percent vall a 1 o very Large extent \ 1 J 33 22.9 22.9 
To Large Extent 31 21 .5 21 .5 fo Some Extent 45 31.3 31 .3 To Small Extent 34 23.6 23.6 To No Extent at All (5) 1 .7 .7 
Total 144 100.0 100.0 

Unavoidable Mistakes Made By Employees do Not Result Into Blame, 
but Are Used as Part of Learning 
Process 

Frequency Percent Valid Percent VallO 1 o very Large extent t 1) 26 18.1 18.1 
To Large Extent 11 7.6 7.6 To Some Extent 60 41 7 41 .7 To Small Extent 39 27 1 27.1 To No Extent at All (5) 8 56 56 
Total 144 100.0 100 0 

Cumulative 
Percent 

22.9 

44.4 

75.7 

99.3 

100.0 

Cumulative 
Percent 

1t:U 

25.7 

67.4 

94 4 

100.0 

Employees Are Exposed to the Operations of Leading Electricity Utilities in the World for Benchmaking 
Pur oses 

Cumulative 
Frequency Percent Valid Percent Percent 

8 56 56 76 .. , 
To Some E ent 45 31 .3 31 .3 38 9 To Small Exten 46 31 9 31 9 70 8 ro o E en a All (5) 42 29 2 29 2 1000 Toal 144 1000 100 0 



Postive Suggestions Made By Employees on How to Improve Work Are taken Seriously By Management and Arc Implemented 

nt 
I-' 

To Sorn L tent 56 38.9 38.9 To Smull E tent 29 20.1 20.1 To No E tent at All (5) 21 14.6 14.6 
Total 144 100.0 100.0 

85.4 

100.0 

Employees are Aware of The process of Getting Electricity Supply From The Application Stage to The Metering 
stage 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large t:xtent ( 1) :3o L4.:3 L4.j L4.;; To Large Extent 49 34.0 34.0 58.3 Yo Some Extent 42 29.2 29.2 87 .5 To small Extent 14 9.7 9.7 97.2 To No Extent at All (5) 4 2.8 2.8 100.0 Total 144 100.0 100.0 

Employees are Aware of The process of Electricity Supply Restoration In Case of An Interruption Occassioned By an Emergency 

Cumulative 
Frequency Percent Valid Percent Percent Valid 1 o very Large t:xtent t-IJ L4 1 (j.f 1o.r 10. ( To Large Extent 66 458 45.8 62.5 To Some Extent 46 31 9 31 9 94.4 To Small Extent (4 8 56 5.6 100.0 Total 144 100 0 100 0 

Employees are Generally Aware of The Electricity Billing Process. 

Cumulative 
Frequency Percent Valid Percent Percent 

45 31 3 31 3 45 1 To Some Ex ent 55 38 2 38 2 83 3 To Small E en 18 12 5 12 5 958 t<> o E en a All (5) 6 42 42 100 0 To al 144 100 0 100 0 



Employees are Aware of Reconnection process Resulting From 
Disconn ction For Non Payment 

Tosm 

Total 

70 

12 

144 

48.6 

8.3 

100.0 100.0 

Cumulative 

91.7 

100.0 

During Restructuring , C/ office Staff Offered Full Support To The Regions On The 
Zonal Structure 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large t:xient \ 1 i 8 5.6 0 .0 0 .0 To Large Extent 41 28.5 28.5 34.0 Yo Some Extent 43 29.9 29.9 63.9 To Small Extent 33 22.9 22.9 86.8 To No Extent at All (5) 19 13.2 13.2 100.0 Total 144 100.0 100.0 

The Structure of R/ Manager, Asst. Manager, RJ Distribution Engineers and Zonal Head offered Competent Leadership By Steering Each Region in It's Operation 

va11a 

Cumulative 
Frequency Percent Valid Percent Percent 1 o very Large t:xrent ( 1 i 1;j ~ .U ~ . U ~ . U To Large Extent 23 16.0 16.0 25.0 To Some Extent 56 389 38.9 63 9 ·" To Small Extent 20 13 9 13 9 778 to No Extent at All (5) 32 22 2 22 2 100 0 Total 144 100 0 100 0 

Staff appointed to The Positions of R/Manager, Asst Managers, Regional Distributio1 Engineers and Zonal Heads were competently selected based on qualifications 

Cumulat1ve 
Percent Valid Percent Percent 

73 50.7 50 7 63 9 
33 22 9 22 9 86 8 
19 13 2 13 2 1000 To a 144 1000 1000 



The reporting structure between staff In the Regions and Central office was clear and 
kno" n 

Cumulative 

"' To Some tent 72 50.0 50.0 63.2 To small E tent 24 16.7 16.7 79.9 To No E tent at All (5) 29 20.1 20.1 100.0 Total 144 100.0 100.0 

There was a documented reporting structure between staff in the Regions and Central 
office 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large t:Xlem \1 J 4 2.8 2.1:3 L..B To Large Extent 14 9.7 9.7 12.5 Yo Some Extent 52 36.1 36.1 48.6 To Small Extent 34 23.6 23.6 72.2 To No Extent at All (5) 40 27 .8 27.8 100.0 Total 144 100.0 100.0 

The Reporting Structure amongst Senior staff within the Regions and Workers was clear and known 

Valla 

Cumulative 
Frequency Percent Valid Percent Percent 1 o very Large cxtem \ ·1 J L.o 1 ts . l l ts . l l ts . l To Large Extent 42 29.2 29 2 47 2 To Some Extent 32 22 2 22.2 69.4 To Small Extent 38 264 26 4 95.8 fo No Extent at All {5) 6 42 42 100 0 Total 144 100.0 100 0 

There was a documented reporting structure amongst staff within the Regions and 
Zones 

umulat1ve 
Frequency Percent Valid Percent Percent 

27 18 8 18 8 38 2 
23 16 0 16 0 54.2 TO Small Exten 29 20 1 20 1 74 3 ro o Extent a All (5) 37 257 257 1000 To I 144 1000 1000 



The availability of adequate transport for operational team members in the Zone 

Cumulative 
Valid Percent Percent 

18 12.5 12.5 13.9 "' To Som t nt 54 37.5 37.5 51.4 To Srn Ill t nt 35 24.3 24.3 75.7 To No c tent at All (5) 35 24.3 24.3 100.0 Total 144 100.0 100.0 

The availability of adequate transport for supervision purposes in the Zone 

Cumulative 
Frequency Percent Valid Percent Percent va11a 1 o very Large tXlent \1 J 1 .7 .f .f To Large Extent 11 7.6 7.6 8.3 To Sorne Extent 75 52.1 52.1 60.4 To small Extent 38 26.4 26.4 86.8 To No Extent at All (5) 19 13.2 13.2 100.0 Total 144 100.0 100.0 

Availability of qualified and competent staff in each Zone. 

Cumulative 
Frequency Percent Valid Percent Percent Valla 1 o very Large t:xtem \1 J 3 :L.1 :L.1 2.1 To Large Extent 21 14.6 14.6 16.7 "' To Some Extent 62 43.1 43.1 59.7 

,~, 

To Small Extent 42 29.2 29.2 88.9 
,~, 

To No Extent at All (5) 16 11 1 11.1 100.0 Total 144 100 0 100 0 

The availabilty of Materials for the Work 

Cumulat1ve 
Frequency Percent Valid Percent Percent va110 1 o very Large extent ll) 1 { { { To Large Extent 10 69 6 .9 7.6 "' To Some Extent 81 56 3 56 3 63 9 "'" To Small Extent 49 34.0 34 0 97.9 To No E en a All (5) 3 2 1 2.1 100 0 Total 144 100.0 100 0 



va11a 

The availability of adequate tools and instruments in each Zone 

Cumulative 
r qu ncy Percent Valid Percent Percent r o very Large t xtent ( r 1 1 .r .f .f To L rg Ext nt 4 2.8 2.8 3.5 r'Osom E t nt 80 55.6 55.6 59.0 To Small E tent 53 36.8 36.8 95.8 To No E tent at All (5) 6 4.2 4.2 100.0 Total 144 100.0 100.0 

The adequacy of the information Technology support within the region upto the Zonal 
level 

Cumulative 
Frequency Percent Valid Percent Percent Valra r o very Large t:X1em (1) :; :L.1 L.1 :L .1 To Large Extent 8 5.6 5.6 7.6 ' " To Some Extent 60 41 .7 41.7 49.3 

,,..,, 
To Small Extent 60 41 .7 41 .7 91 .0 To No Extent at All (5) 13 9.0 9.0 100.0 Total 

144 100.0 100.0 

The availability of data on ITsystems like IMS/ICS segregated to the Zonal level 

Cumulative 
Frequency Percent Valid Percent Percent Valla r o very Large cxtem l' 1 14 9.7 9.7 9 .( To Large Extent 25 17.4 17.4 27 .1 

,., 
To Some Extent 45 31.3 31 3 58.3 To Small Extent 23 16 0 16.0 74.3 ·"' To No Extent at All (5) 37 25 7 25 7 100 0 Total 

144 100 0 100 0 

Adequate number of personal computers (PCs) within the Regions I Zones to support 
operations 

cumulatrve 
Frequency Percent Valid Percent Percent valid 1 o very Large t:xtem ( 1) 1 ( .( ( To Large Extent 7 4 .9 49 5.6 To Some Ex ent 53 368 36 8 42 4 To Small Exten 70 486 48 6 91 .0 ro o Exten a All (5) 13 90 90 100 0 Total 144 100 0 1000 



Minimized checks/ controls and approval process within the Zonal structure 

Cumulative 
Valid Percent Percent 

16.0 26.4 , A' 

To Som t nt 64 44.4 44.4 70.8 '"' ro Smull E tent 28 19.4 19.4 90.3 
, .... , 
To No E tent at All (5) 14 9.7 9.7 100.0 Total 

144 100.0 100.0 

Faster flow of work within the Zonal structure occasioned by reduced checks/controls 

Cumulative Frequency Percent Valid Percent Percent Valid 1 o very Large extent ( 1 J 2 1.4 1.4 1.4 To Large Extent 37 25.7 25.7 27.1 To Some Extent 49 34.0 34.0 61.1 '" ' To Small Extent 42 29.2 29.2 90.3 To No Extent at All {5) 14 9.7 9.7 100.0 Total 
144 100.0 100.0 

Team work amongst staff with collegues in other departments under the Zonal structure 

vaua 

vaua 

Cumulative Frequency Percent Valid Percent Percent 1 o very Large extent ( 1) ti 4 .2 4.2 4 .2 To Large Extent 38 26.4 26.4 30.6 To Some Extent 24 16.7 16.7 47.2 To Small Extent 49 34.0 34 0 81 3 To No Extent at All (5) 27 18.8 18.8 100 0 Total 
144 100 0 100.0 

Extent of Multi- dimensional work without strict boundries between construction , metering, emergency service, dissonnection,and reconnectionin the zonal structure 

Cumulative Frequency Percent Valid Percent Percent 1 o very Large t:xtent ( 1 J 2 1 4 1.4 1 4 To Large Extent 37 25 7 25 .7 27.1 To Some Extent 47 32 6 32 6 59 7 To Small Extent 28 19.4 19.4 79 2 To oE ent a All (5) 30 208 20 8 100 0 To a 144 100 0 100 0 



va11a 

The extend to whih the Regional structure of Regional Manager, Assistant Managers , Regional Distribution, Engineers • nd Zonal Heads were empowered with adequate 
authority. 

Cumulative 
Frequency Percent Valid Percent Percent 

1 o very Lorge Lxu~m \ 1 J 8 o.J o.J ti.J To Larg E tent 51 35.4 35.4 41 .7 
To Some E tent 36 25.0 25.0 66.7 "" To Small E tent 44 30.6 30.6 97 .2 To No E tent at All (5) 4 2.8 2.8 100.0 
Total 144 100.0 100.0 

Reduction of Bureaucracy between the regions and Central office under the Zonal 
structure. 

Cumulative 
Frequency Percent Valid Percent Percent va11a I 0 very Large t:.Xlem riJ t\ 0 .0 0 .0 0 .0 To Large Extent 43 29.9 29.9 35.4 To Some Extent 36 25.0 25.0 60.4 To Small Extent 33 22.9 22.9 83.3 ' n ' 

To No Extent at All (5) 24 16.7 16.7 100.0 Total 144 100.0 100.0 


