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ABSTRACT

As new software is implemented and new electronic markets are embraced, processes
must of necessity undergo radical changes. Lessons of reengineering can be applied to
these process changes. The primary objective of this study was to examine the role of

information and communication technology in business process re-engineering,.

To facilitate the research, a case study was undertaken. The study was done at Kenya
Commercial Bank covering selected projects that were implemented in the period 1995-
2002. Data was collected using questionnaires, which were either personally administered

by the researcher or sent via email through the company intranet.

The study results pointed out that currently the external environment is the single most
important factor that needs to be considered at Kenya Commercial Bank while
undertaking Business process re-engineering. The study results also brought out the
significance of information technology in business process reengineering. The study
results should however not be divorced from the limitations cited and should only be used

as an aid by management while considering business process reengineering.
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1 INTRODUCTION

1.1 Background

Financial institutions in Kenya inherit a unique mix of traditions and cultures from their
diverse parentage and heritage. As resources and public expectations continue (o shift and
change, there is a compelling need now more than ever to challenge the unwritten
traditions, norms and paradigms and to ask penetrating questions about what modern

Financial Institutions in Kenya ought to be and what they are strategically positioned to

contribute now and in the future. To this end these institutions have embraced the use of

Information and Communication Technology.

Information Communication Technology was in the past viewed as an automation tool
for existing business processes. ICT developments were specifically driven by existing
business needs, it is now widely recognized that this will very often only result in high
investments and increased operating costs but not in the anticipated improvements in
performance. Today, the central premise is that ICT is a lever for designing processes and
therefore should not be simply overlaid on the existing organizational structure. Instead
of treating the existing business processes as a constraint in the development of

an
optimum ICT infrastructure, the basic logic of the processes itself is questioned.

The evolution of the information-processing paradigm over the last four decades to build

intelligence and manage change in business functions and processes has gene

progressed over three phases:

rally

* Automation: increased efficiency of operations,

Rationalization of procedures: streamlining of procedures and eliminating obvious

bottlenecks that are revealed by automation for enhanced efficie
and,

ncy of operations;



* Re-engineering: radical redesign of business processes that depends upon

information technology intensive radical redesign of workflows and work

processes.

Over the years, development in information and communication technology (ICT) has

played a significant role in the way we do business. Business entities have h
their

ad to evolve

practices to cope with changes in information and communication technology.
Those institutions that successfully tap the powerful synergy resulting from the merger of
technology and business strategy to transform their organizations are likely to experience

an unparalleled competitive advantage, while the negative consequences for

organizations that fail to act or whose efforts are unsuccessful will be far more significant

than in the past.

Financial institutions in Kenya, whether public or private, destined to thrive, will of

necessity be, institutions that are constantly learning and changing. These will be the

institutions that maximize the use of knowledge and information, and deploy it faster and

to better advantage than their competitors. Successful organizations will be characterized

by their ability to use information better, learn faster, be dynamic rather than static, and

foster innovation while managing risks. All of these outcomes will require significant

organizational transformations in the institutions.

Due to its long history, mixed parentage and it's sheer size, KCB has over the years

adopted cultures, structures and procedures which at times act as impediments in the

current competitive environment. Major technological changes have taken place in Kenya

Commercial Bank since 1995, This period has seen a deliberate effort to computerize

hitherto manual processes like cheque clearing, automated cash dispensing technologics

being adopted, Credit and Debit card systems being introduced amongst other initiatives.

lhese new technologies have of necessity required changes to current processes in order

o accommodate these emerging technologies. To this end KCB has undertaken to re-

engimeer some of its functions as highlighted in chapter three. As part of the re-

engineering exercise, a proposal in the form of a board paper or a business case is

to



presented to the board of directors and/or the executive committee of the bank

highlighting the project objectives, financial implications and the necessary time frames.

According to Hammer & Champy (1993) business process re-engineering is the
fundamental rethinking and radical redesign of business processes to achieve dramatic
improvements in critical, contemporary measures of performance, such as cost, quality,
service and speed. In order to achieve these performance measures, Business Process
Reengineering can be looked at as the re-alignment of organizational resources in a bid to
address deficiencies in existing systems, structures, style, skills, shared-values, staff and

skills necessitated by internal or external environmental changes.

1.2 Statement of the problem

Kenya Commercial Bank processes are closely guide by the operations manual. These
processes have been adopted over time with refinements once in a while to cater for
specific changes. Most of the processes were designed to take advantage of technology
that existed at the time the processes where introduced. It is not uncommon to find that
where technology exists it has been superimposed on previously existing work processes
rather than adapting business processes to take advantage of technological opportunitics.
The gap between the current and tlie envisaged environment is quite significant, in

identifying the primary reasons for the gap; cognizance of the following issues is
imperative:

i.  Extreme dependence on paper, to accomplish tasks.
i Insufficient automated support, which has led to numerous workaround and
standalone systems.

m.  Inaccurate data due to the systems’ inability to force data accuracy which fosters a

lack of vested interest on the users’ parts to ensure correct data entry.
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In a number of instances we have seen middling returns on

communication technology investments as business entities try to map existing busine
processes onto new

Information is entered and re-entered in different systems causing efficiency-

robbing redundancy.

Manual systems have successfully circumvented shortcomings in the system and

the cost of manual processing is a hidden cost.

Inability to re-deploy resources prevents use of cross-division staff to meet

temporary needs and causes increased cost in hiring temporary staff,
Economies of scale have not been used fi ully to the organizations advantage.

Many readily available, mainstream technology applications have not been
deployed.

Symptoms of problems with the IT infrastructure are well recognized, but

identifying the root cause has proven more elusive.

A smail IT staff is stretched to the limit (rying to meet the needs of the

organization.
Comfort with the status quo provides little incentive for change.

information and

SS

information and communication technology systems. This is often a

case of square pegs in round holes,

1.3 Objectives of the study

The study has two main objectives.

Examine the role of business process re-engineering in the implementation of

information and communication technology projects.



il.  Document approach to changes in Information Systems at Kenya Commercial

Bank, in the period 1995 — 2002,

1.4 Significance of the study

The proposed research will provide an academic analysis of a subject of considerable

commercial interest (BPR); it will make a contribution to both theory and practice.

To the business community, this research project will bring out the potential

benefits of Business Process Re-engineering and also highlight likely frameworks

that they can adopt

ii.  Assist professional and regulatory societies in the IT and finance sectors in
formulating guidelines that concern implementation of industry wide information
systems

iii.

For academicians and researchers, the findings will update the existing body of

knowledge on BPR and give a basis for further research



2 LITERATURE REVIEW

2.1 An overview of Kenya Commercial Bank (KCB)

The history of Kenya Commercial Bank dates back to 1896 when its predecessor, the

National Bank of India, opened a branch in Mombasa. In 1958 Grindlays Bank of Britain

merged with the National Bank of India to form the National and Grindlays Bank.

In 1970, the Government of Kenya acquired 60% sharcholding in National and Grindlays

Bank and renamed it the Kenya Commercial Bank. In 1976, the Government acquired
IO 0/

/o of the shares to take full control of the largest commercial bank in Kenya. The

Government has over the years reduced its sharcholding in the Bank to the current 35%

with the public owning the remaining 65%.

A wholly owned subsidiary, Savings and Loan (K) Ltd. was acquired in 1972 to provide

mortgage finance.

In

1997, another subsidiary, Kenya Commercial Bank (Tanzania) Limited was

meorporated in Dar-cs-salaam, Tanzania, (o provide banking and financial services and to
facilitate cross-border trade within the East African region.

Since incorporation, KCB has achieved tremendous growth to emerge as a leader in

Kenya's banking and financial sector. In 1970, the bank had 32 full- time branches, of

which 25 were located in rural areas, five in Nairobi and two in Mombasa. Today, the

KCB Group has the widest network of outlets in the country, comprising 95 full-time

branches and 35 satellite branches all of which represent over 55% of the total banking

outlets in Kenya. Of the total outlets, 80% are located in the rural arcas, with

representation in all administrative districts.

All branches provide a whole range of retail banking and financial. In recognition of the

need to strengthen the interdependence between domestic and external economies, KCRB

O



has continued to expand working arrangements with banks in other countries. Today, it

has over 400 correspondent banks throughout the world.

Kenya Commercial Bank has a work force in excess of 3500 employees with an annual

income of over of Ksh7.5 Billion and an asset base in excess of Ksh60 Billion.

Since inception, the Kenya Commercial Bank Group has endeavored to provide quality

and customer friendly services geared towards meeting the ever-changing customer
needs.

2.2 Business Process Re-engineering

The concept of reengineering traces its origins back to management theories developed as

carly as the nineteenth century. The purpose of reengineering is o "make all your

processes the best-in-class." Frederick Taylor suggested in the 1880's that managers use

process methods to discover the best processes for performing work, and that these
processes be reengineered to optimize productivity. BPR echoes the classical belief that

there is one best way to conduct tasks. In Taylor's time, technology did not allow large

companies to design processes in a cross-functional or cross-departmental manner.

Specialization was the state-of-the-art method to improve efficiency given the technology
of the time. 3

In the early 1900's, Henri Fayol originated the concept of reengineering: To conduct the

undertaking toward its objectives by seeking to derive optimum advantage from all

available resources. Although the technological resources of our era have changed,
concept still holds.

the

At the heart of reengineering is the notion of discontinuous thinking-of recognizing and

breaking away from the outdated rules and fundamental assumptions that underlie

operations. Unless we change these rules, we cannot achieve breakthroughs in
performance by only reducing waste or automating existing processes. It is therefore

imperative that we challenge old assumptions and discard the old rules. From this

~J



approach it is clear that this kind of change is an ongoing, iterative process itself

requiring strong commitment and vision from senior management.

Most organizations have been through at least some form of reengineering. There have

been many benefits of these initiatives however; the drawbacks cannot be overlooked.
These drawbacks include reduced creativity, fear of risk-taking, introspective focus rather
than outward focus and many others.

2.3 Information Communication Technology in BPR

Business Process Re-engineering (BPR) is a powerful change phenomenon and an

approach that has made radical and fundamental changes to the way org
conduct business (Davenport and Stoddard, 1994).

redesign the existing bu

anizations
The purpose of these changes is to
siness processes and implement new ones with the objective of
cost reduction and improved efficiency and effectiveness,

including profitability,
customer satisfaction,

return on assets, growth, and market share. Because of the

pervasiveness of changes, organizations undertaking BPR must redesign not only their

business processes, but also their products, assets, culture, thought patterns, behaviors,

and/or technology spanning across functional are

as. Many researchers even contended
th

at the larger the scope of process change, the greater the potential for radical

performance improvement (Kanter, R. M., Stein, B.A., and Jick, I, 1994). Thus, process

changes at the inler-organizational dimension (across organizations) would augment

organizational productivity and competitiveness bette

r than process changes at the inter-
functional (across functional areas) and

intra-functional (within a functional area)
dimensions,

IT departments which include all Information Systems functions have served an

increasingly important role in many organizations to proactively shape new competitive
Strategies to improv

e the operational or managerial work processes.

The successful
management of IT departments in such endeavors is inextricably linked with the effective
management of a number of processes associated with the planning, development,



acquisition, implementation, and control of an organization's Information Technology

systems.

In the current context of the increasing recognition of IT as a strategic resource, the

leadership of the ICT function in an organization could be viewed as a powerful, and

perhaps critical, element in affecting the success of BPR, Clearly, the purpose of BPR is

the transformation of business process; and the strategic application of IT by 1CT

function can make a powerful impact on a business as it is transformed. Achieving the

benefits of reengineering demands active commitment and participation from the 1CT

function. The BPR process needs careful planning, as there are risks inherent in

undertaking the far reaching and fundamental changes associated with reengineering. To
address these risks and enable the strategic values of IT, the strategic role of ICT function

in BPR must be recognized (Andrews and Stalick, 1994). Thus, evaluating the link

between the role of IS function and its impact on BPR is an important i
research.

ssue in MIS

2.4 BPR concepts

Despite the popular tendency to lump a w

ide range of change methodologies under
umbrella terms

such as Business Process Reengineering (BPR), Business P
Total Quality Management (TQM), Business Transformation,
Function Deployment (QFD), Continuous P

Process Change Management,

rocess
Redesign,

y Quality
rocess Improvement Model (CP1 Model), and

there are very distinct differences in (he approaches
embodied in these terms.

A survey conducted in Norway indicates that the major consulting firms have BPR-like

concepts as part of their portfolios. However. since BPR at a certain time got a negative

connotation, none of them label openly what they do as BPR. For instance, Anderson

Consulting in the carly 1990's named their BPR version "value driven reengineering”,
later changed 1o "Business integration", which they say focus on "the holistic

Orgamisation”.  Despite the variation in names, there are striking similaritics in the
elements of the

concepts, most of which we know from the BPR literature.



According to the Norway survey the different varietics of BPR concepts

in the table below.

are summarized

|
|
|
|

Company | Ernst & I(,‘np Gemini | Anderson Deloitte & | Mc Kinsey |PwC KPMG
young consulting touchc
BPR Business | Process Business l nlctpmc Core Enterprise BPT Business |
concept Process ‘I)cvdopmcnl Integration transformation | Process Wide Performance |
Innovation Value driven | Process redesign Performance | Integration |
l reengineering | improvement Improvement f
| |Ccarly -90) ~ [nPR

Table 1. BPR concepts in “blg” consulting companies (l99‘5)

A quick overview would yield two fundamentally different strategies:  Process
Improvement and Process Innovation. These are as advocated by

(1993) and Davenport (1993).

Hammer & Champy

A process is "a structured, measured set of activities designed to produce a specified

output ... a specific ordering of work activities across time and place, with

a beginning, an
end, and clearly identified inputs and outputs."

(Davenport, 1993). A business process

can therefore be defined as a collection of tasks that together create value for a customer.

Subsequently, Business Process Reengineering (BPR) can be said 1o ba the fundamenta)
rethinking and vadical redesign of business processes 1o achieve dramatie improvements

in critical, contemporary measures of performance, such as cost
speed.

, quality, service and

Hammer & Champy (1993), emphasis the following points:
i. Organise around outcomes, not tasks

. Have those who use the outcome of the process perform the process

. Subsume information processing work into the real work that produces the

information

v.  Treat geographically dispersed resources as though they were centralised

10



v.  Link parallel activitics instead of integrating their results

vi.  Put the decision point where the work is performed, and build control into the

process

vii.  Capture information once and at the source

Business Process Re-design is “the analysis and design of workflows and processes

within and between organizations" (Davenport, 1993),

The proponents of this approach Davenport & Short lay a lot of emph

asis on the
following points:

Develop the Business Vision and Process Objectives

ii.  Identify the Processes to be Redesigned

iii.  Understand and Measure the Existing Processes UNWFDS'TY Ok

' DWED 4 .

f“r'/\iL\'{Jb'

~ 1 tor Al

iv.  Identify IT Levers

Design and Build a Prototype of the New Process

The above strategies are broadly similar with the main difference being that Hammer &

Champy advocate for radical change while Davenport (1993) advocates for incremental

change.

New process implementation relies upon the comprehensive design of a diverse set of

behavioral, technical and managerial factors, including:  business

procedures,
organization structure, accountabilities, measurement s

ystems, management processes,

key rclaliunships (both internal and external), stafl and skill profiles, work design and

workflows, geographic or facility design and IT infr

astructure. These are the individual
building blocks from which new proc

ess logic is realized, and represent the tangible



organizational components commonly found in techno-structural or holistic approaches

to organization development (Andrews and Stalick, 1994),

Many companies begin business process improvement with a continuous improvement

model. This model attempts to understand and measure the current process, and m

performance improvements accordingly.

ake

2.4.1 Continuous Process Improvement — TQM - Kaizen

The least invasive type of change strategy available to organizations is one of continuous

improvement, which operates under the principle that excellence can be achieved by

making a large number of small or incremental improvements continuously over time,
The goal is to please both internal and external customers by improving the quality of

both processes and outcomes. Work teams and individuals are encouraged and

empowered to suggest and implement improvements using a structured

set of tools and
techniques to correctly identify and define both problems and solutions.

This management approach originated in Japan in the 1960's where it is know

n as Kaizen
(Imai,

1986), which means continuous improvement of products, services, customer

Support, relationships, systems etc. that involves everyone within the organization.

Although there is no directly equivalent word in English, the culture of Kaizen is most

closely approximated in the precepts of Total Quality Management (TQM), which gained

widespread visibility in the United States in the last two decades. However, the term

"Kaizen" does have one major advantage over TQM in th

at while there is often very little
agree

ment over what how to define or measure terms like quality, there is very little

disagreement with the concept that anything can be improved.

Ihe figure below illustrates the basic steps in process improvement. You begin by

ducumcntmg what you do loday, establish some way to measure the process based on
what your customers want, do the process, measure the results, and then identify

Improvement opportunities based on the dat

a you collected. You then implement process
improveme

nts, and measure the performance of the new process. This loop repeats over

12



and over again, and is called continuous process improvement. You might also hear it

called business process improvement, functional process improvement, etc. This method

for improving business processes is effective to obtain gradual, incremental

improvement,

Document As- Establish Follow Process | Measure

Identify  and
Is Process Measures

Performance Implement
Improvements

Figure 2: Continuous Process Improvement Model
2.4.2 Innovation — Redesign — Re-engineering

Companies have sought out methods for faster business process improvement, moreover,

companies want breakthrough performance changes, not just incremental changes, and

they want the changes now. Because the rate of change has increased for everyone, few

businesses can afford a slow change process.

Procedure Redesign is the least 'invasive" of the discontinuous change strategies because

while it may involve streamlining of work flow, automation of activities, or improved
information dissemination, it does not necessarily require replacing current processes or

organizational  structures. Procedure redesign is broader in scope than process

Improvement, often spanning  multiple, cross-functional departments  and/or

organizations. Although it does not typically require organizational changes, it may well

require installation or modification of major information systems. While broader in scope

than process improvement, process redesign with its emphasis on improving existing
procedures is often narrower in scope than value-

stream reinvention, which focuses on
repl

acement of existing processes. Used strategically, procedure redesign ¢

an be very
effective,

In an effort 10 adjust quickly to the environment, some reengineering models assume the

current process is irrelevant and endeavor to start afresh. Such a clean slate perspective
enables the designers of business processes to disassociate themselves from today's

13



process, and focus on a new process. In a manner of speaking, it is like projecting

yourself into the future and asking yourself: what should the process look like? What do

my customers want it to look like? What do other employees want it to look like? How

do best-in-class companies do it? What might we be able to do with new technology?

Such an approach is pictured below. It begins with defining the scope and objectives of

your reengineering project, then going through a learning process (with your customers,

your employees, your competitors and non-competitors, and with new technology).

Given this knowledge base, you can create a vision for the future and design new

business processes. Given the definition of the "to be" state, you can then create a plan of

action based on the gap between your current processes, technologies and structures, and

where you want to go. It is then a matter of implementing your solution.

Scope Project | Learn from | Create  to-be | Plan transition Implement

others process

Figure 3: Radical Reengineering Model

In summary, the extreme contrast between continuous process improvement and business

process reengineering lies in where you start (with today's process, or with a clean slate),

and with the magnitude and rate of resulting changes.

Over time many derivatives of radical, breakthrough improvement and continuous

improvement have emerged that attempt to address the difficulties of imple

menting major
change in corporations. It is difficult to find a single

approach exactly matched to a

particular company's needs, and the challenge is to know what method to use when, and

how to pull it off successfully such that bottom-line business results are achieved.

14




e ———
(e —

Improvement

Innovation

Level of Change

e ———
Intended Result i

Starting Point
e —

Incremental, gradual, constant

Abrupt, radical, discontinuous

Small, steady improvement

Breakthrough, quantum leap improvement

Existing process

Clean Slate

Typically supportive, skill building

e
Frequency of change One-Time/Continuous One-time
lime Required *"jmr( (up to 2 yrs) Long( as Tong as 5-10 years)
Participation Bottom-up Top Down
Skills Required Effective Work Teams & Groups Strong, innovative individual leadership
Impact on Employees

Dramatic changes, innovative excitement

Resistance to Change

Lower

Potentially high, requiring active program to overcome
resistance

Primary Enabler

Statistical Control

Information Technology

Type of Change

Cultural

Cultural/Structural

Change Management

[ —

Implementation of Kaizen culture

Skilled planning & change management

Typical Scope

[

Narrow, Within Functions

=

Broad. From Cross Functional to Enterprise wide.

Investment

Low initial investment,

significant long term
investment to sustain

Large initial investment

Retum on Investment

ROI potentially difficult o

compute, typically high
long term paybacks

Shorter term, high ROI

Risk

Low to Moderate-Usually no danger of major
failure

Higher risk of major failure

Table 2. Incremental Vs Radical Change (Hammer & Champy,

1993)



Over the last 10 years several factors have accelerated the need to improve business

processes. The most obvious is technology. New technologies (like the Internet) are

rapidly bringing new capabilities to businesses, thereby raising the competitive bar and

the need to improve business processes dramatically.

Another apparent trend is the opening of world markets and increased free trade. Such

changes bring more companies into the marketplace, and competing becomes harder and

harder. In today's marketplace, major changes are required to just stay even. It has

become a matter of survival for most companies.

In a small business the owner does everything. As the business grows he or she has to

employ functional specialists to which the owner delegates certain aspects of running the
business. Over time these functions expand to a point where they become departments,

and often barriers are erected (often physical) between departments. As documents,

materials and information flow between departments, delays start to occur as they pass

from in-tray to out-tray to in-tray again. Often defensive systems such as date stamping

and countersigning start to emerge as one department blames another for a mistake or

delay. Procedures emerge. Paper work and meetings grow in an attempt to counteract

these difficulties to an extent where it is actually very difficult to co-ordinate activ

ities
and get things done. It is at this point that the objectiv

es of the organization can actually

be in conflict with the organization and procedures. According to Davenport, BPR is

driven by a business vision, which implies specific business objectives such as Cost

Reduction, Time Reduction, and Output Quality improvement amongst other
objectives. In order to fulfi

approach,

business

Il these business objectives they prescribe a five-step

Identify the Processes to be Redesigned: Most firms use the High- Impact

which focuses on the most important proce
business vision.

approach
sses or those that conflict most with the

Lesser number of firms use the Exhaustive approach that attempts to

identify all the processes within an organization

and then prioritize them in order of
redesign urgency,
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Understand and Measure the Existing Processes: Tor avoiding the repeating of old

mistakes and for providing a baseline for future improvements.

Identify IT Levers: Awareness of IT capabilities can and should influence process design.

Design and Build a Prototype of the New Process: The actual design should not be

viewed as the end of the BPR process. Rather, it should be viewed as a prototype, with

successive iterations. The metaphor of prototype aligns the BPR approach with quick

delivery of results, and the involvement and satisfaction of customers,

2.4.3 BPR failure and success factors.

Even the most ardent protagonists of BPR, such as Hammer & Champy, quote BPR

failure rates from 50% up to 80%. Many theories have been put forth on why BPR

projects fail. The following is a summary from Hammer & Champy (1993):

Factors contributing to BPR failures

Without expounding we can mention the following issues as the most prevalent
reasons for BPR initiative failures.

Trying to fix a process instead of changing it

ii.  Not focusing on business processes

. Ignoring everything except process redesign e.g. reorganisation, reward system,
labour relationships, redefinition of responsibility and authority

V. Neglecting people's values and beliefs [need to reward behaviour that exhibits
new values and behaviour]

V.

Be willing to settle for minor results



Vi,

Vil,

Viil,

15,7

X1,
Xii.
Xiii.
xiv..

- & '

XVi.

XVii.

XViii,

Quitting too early

Placing prior constraints on the definition of the problem and the scope for re-

engineering effort,

Allowing existing corporate cultures and management attitudes to prevent

Reengineering from getting started. e.g. consensus, short term goal

conflict,

s, bias against

Trying to make Reengineering happen from the bottom up

Assigning someone who doesn't understand Reengineering to lead the effort.

Skimping on the resources to Reengineer

Burying Reengineering in the middle of the corporate agenda.

Dissipating energy across a great many Reengineering projects.

Attempting to Reengineer when the CEO is 2 years from retirement

Failing to distinguish Reengineering from other business improvement programs

€.g. quality improvement, strategic alignment, right-sizing, customer-supplier

partnerships, innovation, empowerment, etc.

Concentrating exclusively on design and technology  while forgetting

implementation.

Trying to make Reengineering happen without making anyone unhappy.

Pulling back when people resist making Reengineering changes
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Iactors contributing to BPR Success

According to the proponents of BPR especially Hammer & Champy (1993) the following

are positive preconditions for BPR Sllcqess: |
i.  Senior Mallaggmer1t Commitment and Sponsorship
ii.  Realistic Expectations
iii.  Empowered and Collaborative Workers
iv.  Strategic Context of Growth and Expansion
v.  Shared Vision
vi.  Sound Management Practices
Vii.  Appropriate People Participatiﬁg Full-Time

2.5 McKinsey’s Model

In order to establish the effect BPR efforts have had on Kenya Commercial Bank in the

period 1995 — 2002 we shall use the McKinsey's 7s Model. The focus

of the McKinsey
approach is on primary,

customer value adding processes and the necessary changes of
organizational variables to establish these processes.
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Strategy

/

Structure Systems

oy bl

Shared Values
Staff Skills i

Style

Figure 4: McKinsey's seven S diagram (Henley, 1991)

The seven components of the Mckinsey model are strategy,

structure, systems, shared
values, staff, style and skills.

If these aspects of a corporation are evaluated it is possible

to arrive at a conclusion on whether a business reengineering initiative was effective.

In order to understand this model we need to define the various components.

2.5.1 Systems

hey are the processes, methods, procedures, rules, techniques, technology, manuals, etc.

that ensure that work is undertaken efficiently and accurately. They are the instructions

that guide staff and management in their daily tasks. All the BPR definitions either

explicitly or implicitly refer to these attributes of Systems. Very often, new proc

esses are
enabled by new technology.

At KCB the operations manual closely guides systems, it is the refere

nce point for all
systems,



2.5.2 Structures

Organisation structures can be defined as how an org

into distinct ele

anisation breaks down its activities

ments and how these elements are co-ordinated. We can identify six
orgnaisation structures.

Simple structure

i.  Bossat the apex and everyone else as on operator(s)

i Little formation of middle management

iii.  Direct Supervision by the owner

iv.  Applies in small organisations

V. Dependant on the skill of the owner/manager

vi.  Information Systems tend to be unplanned

Machine Bureaucracy structure

i. Is the classic organisation structure

ii. Enormously efficient

ii. It runs according to standardised procedures.

V. Can create tensions from the top down, in terms of decision making,.

Centralised decision making and information systems

U(.”V,FQQ!] Y ru

A R i L bry
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Professional Bureaucracy Structure
Is governed by plans and rules, has a large operating core

ii.  Suited to complex but stable environment

ii.  Has rules but no plans

Staff are relatively autonomous and powerful in decision making sense

Universities and hospitals are some examples

Divisionalised form

A large organisation that requires multi-speciality

Work is done by autonomous units, insular divisions that can behave as small

organisations in themselves

lii.  The apex plays a large role, as do middle managers

iIv.  Prone to miscommunication through the middle line

V. Tension often exists between head-quarters and divisions, especially with respect
to information systems and their use

Vi,

Each division will focus on a particular market

Adhocracy Structure
i

Suited to complex and unstable environment

. It has few rules and many plans
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iii.  Remains flexible to ‘best fit’ the working environment

iv.  Authority structures are loose and ambiguous

V. Basic administrative information systems but advanced work-related systems

(Henley, 1991)

Process organisations introduce a new form of organisation that aims to break away from

many of the above traditional types, particularly the bureaucracies and divisional forms.

Hammer & Champy recommend "a move to much flatter structures organised around the

processes”, whereas Davenport recommends "a multidimensional matrix structure, with

process responsibility as a key dimension". To achieve this, Johansson et al (1993) states:

"the new organisation must accommodate a balance between functional expertise and

process involvement" and goes on to say it is essential to remove functional barriers.

Andrews & Stalick (1994) emphasise "even the boundaries between your customers and
your suppliers and you must be redefined "

2.5.3 Staff

Henley defines Staff as "the quality and quantity of people employed"
Mmanagement issues of "

(Henley, 1991).

but also adds the
motivation, reward systems, the structure of jobs and team work"

BPR has certainly become associated with down-sizing and right-sizing, and in such
circumstances it is difficult for employees to have the confi

dence to redesign themselves
out of the process.

2.54 Skills

Skills is defined as "The competences the organisation needs in its people

in order to
perform difficult tasks to a high standard"

(Henley 1991). The word ‘empowerment' is
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invariably associated with BPR. Hammer & Champy talk about the "New World of

Work" where "jobs change from simple tasks to multi-dimensional work". This means

"job preparation changes from training to education, from rule following to exercising

judgement" and "managers change from supervisors to coaches" and "executives change

from scorekeepers to leaders", (Hammer & Champy 1993).

2.5.5 Strategy
Johnson & Scholes ( 1993) define Strategy as:

“the direction and scope of an organisation over the long term: ideally, which matches its

resources to its changing environment, and in particular its markets, customers or ¢lients

SO as to meet stakeholder expectations"

Johnson & Scholes g0 on to characterise strategic decisions as being "complex in nature
- Involve a high degree of uncertainty, ... involve major changes ... " .
BPR drivers are of a strategic nature and include
Technology: Shareholders; Politics: Economics, 1

& Champy talk about the "

Customers; Competition; Cost;

-egislation, and Regulation". Hammer

three Cs: Customers, Competition and Change".

Davenport
(1993) advocates a "Process Vision"

that is driven by "Business Strategy".

BPR decisions, like Strategy decisions, are complex and inv

olve a high degree of
uncertainty ("

[BPR] is a complex undertaking and carries significant risk" (Carey, 1993),

and as noted under Systems and Structures, BPR involves major change.

2.5.6 Shared Values

These are the basic values and mission of the org

anisation. As Henley puts it: "they rise
above profit targe

ts and growth objectives by relating the

goals of the firm to deeper
human needs and principles"”,

Andrews & Stalick (1994) assert that in "successful
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reengineered business operations, individual belief systems become aligned with the

stated beliefs of the organisation".

Reengineering entails as great a shift in the culture of an organisation as in its structural

configuration. Reengineering demands that employees deeply believe they work for their
customers, not for their bosses"

(Hammer & Champy, 1993)

2.6 Case Studies

2.6.1 Unga Limited

This was a case of how things can go wrong during a re-engineering initiative,

In 1996 business process re-engineering saw the National mills corporation divided into

three groups namely Milling operations, animal feeds and edible oils and cereals. Teams

were established which were to identify issues raised by both internal and external
customers. The primary objectives of the BPR were to focus on quality, cost, service
delivery and reduced time for order fulfillment. The resolution of all proces

S owners was
to li

sten to the voice of the customer and make them satisfied. A vision was developed.

However a few management fundamentals were ignored with disastrous results.

The main change agent, instead of remaining as a consultant, so as to bring

objectivity to the exercise was employed as the managing director.

The re-engineering and restructuring effort was not effectively communicated 1o

the staff leading to demoralization.

. Some of the processes were not well analyzed le

testing and prototyping left a deficiency i
retrenchme

ading to poor design. Insufficient

' the number of drivers afler
nt leading to a distribution crisis.
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iv. . Due to poor analysis of market dynamics Unga limited ended up with a huge

stock of expensive inputs,

2.6.2 BPR at Cigna Corporation

We can use this case study at Cigna to get insights into well-executed business process
re-engineering initiatives.

CIGNA a leading provider of insurance and related financial services undertook re-

engineering activities between 1989 and 1893..CIG

NA completed over 20 reengineering
initiatives.

Reengineering at CIGNA started with a new chairman stepping into a troubled

environment. In 1988, CIGNA's income had fallen nearly 11 percent from the previous

year. As part of a new corporate strategic planning process initiated by the chairman, the
new chief information officer (CIO) launched a review of how well the systems

organization was supporting the strategic direction of the business. The study revealed

that sophisticated applications were layered onto an old organization without changing
the underlying processes and without the desired impact on the business.

The Cigna experience brought out ten aseful lessons.

Diffuse and leverage learning Jrom each project. Facilitate the sharing of lessons
learned from one project to another.
. Learn from failure. To succeed in BPR, one must be willin

g to accept failure and
to learn from it.

M. Foster commitment and ownership at all levels. Senior m

anagement and front line
employees need to be 100% committed to the initiative,



iv.  Exploit "clean slate" opportunities. Be ready to implement new designs

unencumbered by legacy facilities, systems, processes, or employees.

Tailor reengineering to the characteristics of the environment. Management

should assess whether a top-down radical change program or more of a

consensus-driven mode should be adopted in light of the characteristics. of the

organization.

Vi.  Ascend to higher Jorms of reengineering over time. Re-engineering focus should

with time shift from operationally driven efforts to initiatives where the goal is o
increase shareholder value.

vil.  Move with speed.

viii.  Communicate truthfully, broadly, and via multiple forums. It is important for

those who will be affected by reengineering to understand how the effort will

unfold and how it will affect them as individuals.
iX.  Select the right people.

X. Focus - most of all - on a mindset change.

2.7 Summary

BPR then is "the fundamental rethinking and radical redesign of business processes'

" that
results in "dramatic improvements"

€xternal strategic demands, Using McKinsey's organisational model it was shown that a
full BPR programme impacts 6 of 7 of the organisation

al dimensions, and th
by the 71l clement, Strategy.

at it is driven

I'he operations manual is the reference point for all systems at KCB. The manual

documents each and every process. New systems are adapted with very few changes to
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the manual preferred. The structure at KCB can best be described as falling into the

category of divisionalised form. Work is done by autonomous and specialized units,

which are quite powerful in their decision-making e.g. KCB Card center

, Savings and
Loans, IT department etc.

A re-branding exercise, which is still in progress at KCB, is emphasizing the significance

of shared values. It is aimed at creating a shared vision within the organization. The

greater goal of this exercise is a cultural shift. This is a key ingredient in successful BPR

initiatives as brought out by the Cigna case study:.

KCB has a division whose sole responsibility is strategic planning. This division plays a

guiding role and also harmonizes tactical plans within autonomous divisions in order to

achieve the corporate strategy.

One can infer then, that a full BPR programme will involve

significant organisational
change.



3 RESEARCH METHODOLOGY

3.1 Introduction

This chapter describes the methods used in the collection of data or information pertinent

lo answering the research question. It is divided into rescarch design, population of study,

sampling plan, data collection and finally data analysis.

Itis my postulation that: -

Business Process Re-engineering if used properly, is a significant factor for successful

implementation of information systems.

3.2 Research design

Research design can be classified as Experimental, Survey, Case Study, Archival

Analysis & Historical Designs (Wanjohi, 2002). In this rescarch an exploratory case

Study design will be used. This will be a longitudinal study of radical change initiatives

conducted‘ in 1971.

3.3 Population of study

The population of the study comprised entirely of Keny

a Commercial Bank employees,
Three areas were focused on: -

I. Business units, which have implemented inform

ation systems in the period 1995
10 2002. This include: -

i.  Central Clearing Centre (Cheque and electronic payments)

. ATM Centre - Visa certification and debit card system
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iii.  Card Centre — Proprietary and major card acquiring
iv.  Trade finance — Eximbills system
v.  Treasury - ITMS
vi.  Swilt center - Swift system
vii.  Human Resource department — HR system
viii.  Finance department — General ledger system
IT division, a major stakeholder in theses projects.

Strategic Planning department, which has a role of harmonizing the various

system Implementation initiatives so ag to be in tandem with {he corporate
strategic plan.
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From the three arcas of interest above the target population was as tabulated below.,

Department : Population

Central Clearing Centre 42

ATM Centre 18

Card Centre 25

Trade finance 17 e e
Treasury 30

Swift center 8

Human Resource department 39 i
Finance department 33 5
IT Division 82 s
Strategic planning 4 ——
Total Population 298 o

Table 3. Research Population

3.4 Data Collection

The primary instrument for data collection in this rescarch was a questionnaire, Primary

data was collected by use of a questionnaire,

A self-reporting, structured and undisguised questionnaire (appendix B) made up of some

closed and open-ended question was administered. The questionnaire was sent to the
target population largely through email and also through the KCR internal mail routing

center. Some of the questions were based on previous studies done but were enhanced to

suit the changes and circumstances cited in the literature review. Section A of the

Interviews were used to seek further clarification and t

executive management,

Sccnndnry data was collected from KCB internal documents and reports and also from

documents and Magazines in the public domain.
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Structured questions were used to generate quantitative data and statistical analysis while

open-ended questions were used for providing qualitative data for he purpose of

recording attitudes and suggestions regarding the use of Business Process Re-

engineering.

3.5 Data analysis

Data analysis and findings will be presented in (he form of'(

ables, proportions and graphs,

Descriptive statistic will be used to analyze closed — ended questions. Answers to open

ended questions will be tabulated to reflect their frequency with a further discussion for a

better understanding of the given responses.

Statistical analysis tools like SPSS will be used to analyze the data. Factor analysis will

be done to establish the relative significance of various variables. The objective will be
the reduction of the observed variables to 2 small number of latent lactors. ‘I'he
underlying assumption will be that amongst the o

bserved variables affecting the role of
information technelogy,

as an enabler of business process reengineering is a number of

latent factors that is there exist a number of unobserved latent variables (or "factors") that

s such that if the latent variables



4 DATA ANALYSIS AND

INTERPRETATION

Quantitative research was covered by questionnaires that were sent (o the target

population comprising of KCB staff members as highlighted below. Com

questionnaires we

the

qQuestionnaire is analyzed by use of factor analysis,

4.1 Survey participants

The following table shows the response rate by KCB Divisions.

R

[@anment Population Reponses |
Central Clearing Centre 42 12 e
ATM Centre 18 e P B8 »
Card Centre 25 112
Trade finance 17 A o o
Treasury 30 e 2o |
Swift center 8 6 1
e b
Human Resource department 39 i+ 21
Finance department 33 13 3
IT Division 82 23 B
Strategic planning - 4 A R
Total Population R 16
RPN Sl

slightly below 39%,

The lollowing is a highlight of the demogr

aphic analysis of (he respondents

13

| _3893%

rate (%)

pleted

re edited for completeness and consistency. The data in the first part of

survey is presented in terms of proportions and mean scores. The second part of the

esponse

28.57% _

39.39% |
_28.05%
50.00 %




Respondents by Gender

1%

89%

OMale m 8 Female |

—

Figure 5. Respondents by gender

13 females and 103 males responded to the questionnaire. T

his gave an overall
percentage response rate of 1|

% and 89%, respectively.
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Respondents by Age groups

3

@gfﬁiﬁfgﬁﬁiﬁﬁﬂéﬁiml%

Figure 6. Respondents by age groups

Only 1% of the respondent were in the 25-3( years age bracket. 34%

of the respondents
were between 31 and 35 years. The vast majority 43% was in the 35-4

0 year bracket.

B e USSR

Repondent; by years worked at KCB

8% e
NS 4
’ A
KA} C ‘,: i -.(l’ﬂ
"’V
34%
{ ;01-4 years iS-lO years 011-15 years [ Greater than 15 years

Figure 7, Respondents by years worked at KCB

35



34% of the respondents have between 5 and10 years of experience at KCB while 36

the respondents had at

|OHigh School B Diploma / Uniy
—— = — Poma/Univ

Respondents by level of education

8% 11%

81%

Figure 8. Respondents by Level of education

11% of the respondents have high school level educ
p

either a higher national diploma or a bachelors degree while

ation,

16

Ar‘s'i‘ty'édubarrlior“i o Maéters J

8% have masters degree.

0/
/0

81% of the respondents h

of

ad



4.2 Questionnaire response

To facilitate analysis the questionnaire answers have been summari

zed and ranked and
descending order.

In your opinion how

important are the Jollowing factors to the bank when considering q
new system?,

Rank [Very Important = § S Mo

______|Not Important = 1 Ve ST % e

1 Improving quality of service 4.83

2 i{educing processing time s ko Rr 4

3 Opportunities offered by new technologLN__“ﬁ e g_sﬁgi

4 Integrating the business unit to oth_er‘sy;sﬁgp_@_wi_t_m nthebank ¥ 4.5?3~ ]

S Competitive pressure AL

6 Conforming to an external requirement (statutory, supplier, regulator
requirement) _|4.52

7 Active pursuit of KCB strategic plan SRR AR Yig "

8 Increase in employee productivity 4‘33‘

9 Problem recognized in business process 432

10 Extending the functions of an existing system -;3%6\

Table 6. Factors while considering a new system (I1)

Improving the quality of services stands out as the most important factor when

considering a new system. Active pursuit of the KCB strategy ranks 7™ while extending
the functions of an existing system is the considered the least significant factor when
undertaking re-engineering exercise.
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The following stakeholders are involved in project implementation at KCB,

Rank |Very Important = 5 YNo
: Not Important = | i e R ke L B
1 Senior management ) e Shu e LR X I
2 I'T Division SR e 3.69 |
3 Target users 3.03
I Marketing division 239:
Human resources department 8T 1
Customer service ORI, woiflon 258 ¢
: S!_lf}!f_cljold,c"ﬁ,_W_M_M- ISP T R I RN 1.99
Customers s o SR & | 7

Table 7. Stakeholder involvement

From the survey results, senior Management are involved in most projects that are

undertaken by the bank. However customers are rarely involved in the projects. The IT

department is involved in 70% of the business process reengineering projects.

The Jollowing tenets are practiced during project implementation.

Rank Very Important = 5 "“"HNO 1
Not Important = 1

A pilot group for testing the new scenario is usuall 15
the new system is implemented?
An 'as is' (current state) anal
ksystem?

A strategy is defined on how to reach the
outlined in the vision? Sl 289
A shared vision with every project. e.g. "we want to have the most|
innovative products”,

P —— . B8

y established before] |

— 1304 |

ysis 1s done before embarking on a new

—3.08 |
"o be' (target) situation

1
2
3

Table 8. Tenents practiced during implementation
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A shared vision is only espoused in 57% of the projects undertaken at KCB. A strategy

on how to reach the desired situation is defined in 58% of all projects undertaken, An ‘as

is” analysis is carried out only 60% of the cases.

Changes required in a typical business unit 1o succe

ssfully implement an information
system at KCB,

Rank [Very Important = 5 ® Whb penple invalved | No
. Not Important = 1 L e R |
1 Cultural changes (e.g. change in communication techniques to a more
open communication and collaboration cullu_r_c_)amh_____ a8t
2 Reengineering/Redefinition of processes (c.g.approaches, workflow
b changes) B e (448
) I eople / teams
3 Empowering of peop B 020
4 Changes in the organisational mode] T A N 4.19

Table 9. Changes required in order to successfully implement projects

The respondents felt strongly that many changes needed to be effected in order (o

facilitate project implementation. Al changes suggested in the questionnaire scored well
over 80% as depicted in the table above. The respondents felt strongly that their needs o
be a change in the communication modes adapted during project implementation. The
survey also indicates strongly that it i§ necessary to redefine the process

es and workflow
when implementing projects at KCB.
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Organizational change management techniques used during project implementation at

KCB.

Rank [Very Important = 5 2No
B Pilmporiantsl =00 e e
1 Aligning and mobilising team leaders S——— o 33,
2 [Facilitate learning/skill building (to  acquire ll_ewﬂgjl@_gtg)_\&
3 Coaching of people involved R L S 1T S
4 Establishing a concept to regularly communicate with people Jinvolved 294,
LS Establishing a (shared and motivating) vision ik IR
0 Vocal and visible support of senior management (Walking  the talk) |2 81

;

Hiring, promoting, developing employees who can implement the
vision

. b
8 Feedback (i.e. through employee survey, customer in uiry) "

2.66
9 Empowering people/teams to act on the vision defined S8 it 421008
10 Planning, realizing and celebrating  short term  wins (to build
confidence) L N e i . Sl
11 Changing reward systems to support the change initiative g8
12 Institutionalise new approaches e 08 |
13 Establishing a sense of urgency _J2.49 |
14 Dealing with resistance L et j2u.45 .
15 Early involvement of people being affected B 2.3?
16 Build a critical mass for change: buy-in and stay-in (Winning mass|
support) e SN A ” X
17 Create an atmosphere of openness and e AR o T I

Table 11, Change management techniques

Aligning and mobilizing team leaders scored highly while other change management

techniques scored poorly with an average of 50%. An atmosphere of openness

and trust
Wwas ranked the lowest with most respondents indicnliug that the

y felt that there was little
Openness and trust during project implementation.
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Effecti?eness of channels of communication used at KCR during project implementation,

Rank |Very Important = § Y/No
Not Important = |

' L el S e

2 [nternal newsletter } S ke
3 Workshops g ]

2] Video 3

S Intranet (Web site, internal web pages) e il e
? Notice Board R NS 0 Y, 1 S

Table 12. Communication channels

Email was rated as the most effective mode of communication amongst project staff.

However this has its limitations, as email penetration is not 100%, within KCB. The use

of the corporate intranet to propagate project information ra

nked very low with an
effectiveness rating of 54%.

Areas of emphasizes during information system related training at KCB.

Rank |Very Important =5 YNo

| Not Important = 1 o 2 vt _

| Software training (l-‘unctionalirly) ey

2 Skill building regarding the information system vision (new process
training) 3.24

¢ St 3 M Ry | \

3 Communication Training 2.88
Training in tcam development, team . e R 2.88
Iraining in conflict management, group dynamics 2.78

—— 1278 ]

Table 13. Project related training

Emphasis on training during business process ree
sofllware functionality. This appears to be at the ex
team building and conflict management.

ngincering projects mostly {

argets
pense of training in communij

cation,
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The following are the main challenges (problems) during

Not Important = 1
- [Orgainisational politics

Time for implementation needed, longer than expected
N Budget needed, higher than expected
4 Organisation and procedures are not ad

Focus too much on technological aspects, too little focus

7 Resistance of middle management to change
LBaniers between departments
E\Resistance of users to change

10 Not enough support from senior management
1 Project does not have appropriate priority
:;\Scope not well defined, project is oversized

ilabili m implementation team
Availability of people fr.o '1 ple e:l t.on -

srcultural pr .. language barriers
Intercultural problems (i.e anguage barriers)

Table 14. Main challenges during project implementation

The main challenge in business project reengineering at KCB was cit
politics with a on overwhelming 88%. Implement
hinderance 1o project success. At 43% Intercultur

least challenge during business process reengineering,

42
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Rank Very Important = 5

bttt bttt it |

R o o S ek SO SR

—
apted to the new situation
(technological and organisational integration on dif] ferent levels) .

Technological limitations (performance/missing functionality)
6 on people

3.85

3.8

Not enough resources available (e.g. Technical expertise within KCB)
14

project implementation phase.

o
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3.7
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3.05
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The services offered by the IT division can be rated as.

e
Rank F\"cry Important = § 3No

Not Important = 1 e e SR o0 ) MR
1 The staff has knowledge to answer my questions, 3.39

il The quality of work performed is exccll-enl. 2.91 |
- My work is performed at the time pronnsed;“:m_ R T

4 I have no doubts about the services I will receive T 2.89
Ek The services are improved continuously. | gBo | |
0 The staff shows a sincere interest in resolvmg My problems. 51
7 My work is performed right the first time. . .76

8 The staff is consistently polite, considerate, and 'fnendl'y.' 2.71
‘T\ﬁe department offers comprehensive and effective training, Bde
lﬂ\The staff keeps me informed on the status of the work. B
lI\The staff tells me exactly when services will be perfo.rmed. y [2.61
lz\The staff finds out my needs and tries to fit their services to my necqi 280
U\The staff is never too busy to respond to me promptly ke L
M\My problems are addressed quickly. - .56
IS\The staff is interested in what ng)f_qu_llgge_zp .19_.,'_77_?'___ e T
i?ﬂ‘—ﬂ'l‘hc d&?ﬁiﬂﬁcnt procedures are up-lo-d-aﬁl}_lmggfz '_(H'i‘mi”“ﬂ' Jjdse |
F\mdepanment makes me aware of all rules and regulations altectmg2 .

b e

18 %ev;:;l;rtment insists on error-free records.  |oos
Raiici]

Table 15, 1T Division effectiveness -

According to most of the respondents the IT division po:ses
10 address most issues. However the division scored 507
According 1o the survey members of the department do not s
to deliver error free services.

ses the requisite knowledge
on most of the other issyes.
how an overwhelming desire
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To what extent are the Sollowing performance im

provements realized fiom project
iitiatives at KCB

Rank %y Important = 5 Y/No
L N ) S
1 Improved throughput 3.42

2

Customer satisfaction

3 Employee productivity g
u Improvement in quality — B
@ Reduction in costs Ay Worke sl KR 208

Table 16. Performance improvement

08% of the respondents felt that the projects implemented at KCB ' resulted in

performance improvement. Only 58% of the respondents felt that the projects resulted in

Cost reduction.

To what extent are the following negative effects of project implementation Jelt at KCB

e TN O
Very Important =5

E]No
Not Important = 1

— B3
Decrease in employee morale B |
Disruption of business j 2.8

Table 17, Negative effects of BPR

N/
0,

of

Increageq costs were cited as the biggest negative effect of BPR with a score of 75
Decrease in employee morale was also indicated as a major negative consequence

BPR. BPR was also seen to cause disruption in 58% of the business units where BPR w

as
Undertaken.
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Cross tabulation Level of Lducation / Years worked al KCB (Vo)

o 15 Viars 5-10 Years BTSRRI T8 Yomps
High school |2 B
Bachelors |33 W T Ry e %
Masters degree | 62 2 |/ R e
T it AL L e

Table 18. Cross tabulation Level of Education / Years worked at KCB

From the above cross tabulation it can be deduced that a vast majority of the respondents
With high school education have worked for the bank for longer period than the
fespondents with a bachelors degree or masters degree. 62% of the respondents with a

Master’s degree have worked for the bank for less than five years,

4.3 Factor analysis

Factor analysis was used in analyzing section II of the questionnaire. A tofa] of 95 likert-
type statements participated in the factor analysis. The table below shows the statements

participating in the factor analysis with the respective descriptive statistics.

According 1o table 119 (appendix) Improving quality of service, has a mean of 4.85.

Which indicates most respondents, viewed it as very crucial, Cultural change i

Communication style had a mean ol 4.81, this implics that most respondents thought hat

their needs to be a cultural shift in the way information is passed on during project

IMplementation.

Questiong 63,62,57, 56, 55 had a mode of 5. This implies most of the respondents agreed

On resistance to change, barriers between departments, time for nnplcmcnting projects as

the major hindrances in business process re-engineering projects.

Due 1o the large number of statements, standard deviation has been used to narrow down

the Participating statements from 95 to 36. Statements with high standard deviations have

been removed leaving those with low standard deviations, as this is a good indicator of
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The following table shows statements selected for the factor analysis.

Question [Variable
No. Ko. Statement
%\ML._ _mproving quality of service Bitess
2 Reducing processing time ARG W
3 3 Opportunities offered by new technology
A Integraling the business unit to other systems within the t bank
5 Competitive pressure e OABdalS
6 Conforming to an external requirement (statutory/ supplier e e oy

regulator requirement)

Active pursuit of KCB strategic plan

Increase in employee productivity

Problem recognized in business process

Extending the functions of an existing system

_[Senior management

Target users

Customers

more open communication and collaboration culture)

Reengineering/Redefinition  of  processes  (e.g.approaches,
workflow changes)

Empowering of people / teams

Changes in the organisational model

Aligning and mobilising team leaders

Facilitate fearning/skill building (to acquire new behaviour

Dealing with resistance

Early involvement of people being affected

support) -

Create an atmosphere of openness and trust

Internal newsletter

Communication Training

Training in conflict management/ group dynamics

_Budget needed/ higher than expected
Organisation and procedures are not adapted to the new situation|

(technological and organisational integration on different levels)

Focus too much on technological aspects/ too little focys or
people R
Resistance of middle management to change

_follow. ST s
_[The department insists on error-free records.

Scope not well defined/ project is oversized
The department procedures are up-to-date and eésy for me {

Costly B

47

: i
Cultural changes (e.g. change in communication techniques to a 00008

Build a critical mass for change: buy-in and stay-in (Winning masel

496087

).393729

0.691347
827742

).681561

678377

876308
55217
.670876

828856
834541
7371

595019




Table 20.Variables used in the factor analysis

Correlation matrix is the basis for generating factors. The correlation matrix attached in
the appendix, shows that variables 1 (improving quality of service), 29 (Focus on
technology and little focus on people), 31, 10, 18 and 9 have a positively high correlation
With the other variables. Variables 25 (Communication training), 19 (Facilitates

training/skil| building), 12, 33, 6 and 23 have a low correlation with the other variables..
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Iitial Communality Estimaltes are Squared Multiple Correlations.

e —
_Y?_r_i_a*l_)_lg__l Communality Estimates as percentages Sk A el
L ogoo4 e
- lBg 177 T
3 99.005
B e 005
e " o005
Bt o [73,230
7 e N S SAETES i
8 90.797
9 98.307 LS
10 96.56
11 96.487 -
12 81.641
13 83.687
14 99.032 |
15 98.75 7L ek NG
16 98.454
17 98.014
18 96.158 SR L N e
19 90.366
20 95.063
1 95.672 S R S
22 92.304 SR
23 91.112 e
24 92.053 KELARITINN
S 91.057 T RO
6 96.986 . SR
8 97.593 L
9 98.065
92.062 Mobbte ka0
L 97.532 AR oy
2 90.554 —_—
3 93.683 s
93.08 S e .
5 96.044

Table 22. Communality Estimates as percentages:

('mmunalily is the proportion of the variables’ variation to the total variation that is involved in the
factors. Variable 6, 12. 13. 19, 32 and 8 rank low in terms of their contribution 1o the factors. This

"einforces the correlation matrix since variables 6, 12 and 19 are common in both tables wigh low rankings.
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.01 Roots (Eigenvalues) Extracted:

Table 23. Roots (Eigenvalues) FExtracted

50

Eigen s AR e

Root r_lggnvalue % of trace in each root

B EEes2 0 [raare 5

e 4242 12.119 gt

B .72 4.932 T

d 1.378 3.939 s

B b.504 1.439

6 0.298 0.85 o

! 0.267 0.763

B b2 0.637

%6\““‘0'153 0.437 e

o121 0.346 N

W 0.097 0.278 e

g\o.oea 0.194

18 Jo.os1 0.147

14 0.042 0.119 oy

. lb.o24 0.068

16 Jo.021 0.059

:;\0.015 0.044

o .o14 0.041 L

~— [0.013 0.036 AR AEAT S

2‘1)\0.01 - B0 AR
0.009 0.025

o T

U, ”

24 lo.o0e 0.017 AR —

25 0.005 0.015 W e

';"73\0.005 0.014 v

o ——[o.004 0.011 TG

g [0:003 0.009 s

g 0.003 0.007 e

- 0.001 0.003 TR

g .01 0.002 I

- 0 :

34\0 0 R

s ; —

.. b 0 MR



>

indicnie’ howe Welk vl nl the factons Gt the daty {row

wes. 25,08, This explaios 7112 of the vy

sy while (aceorg 3and 4 a

17
1412
11.5

7.7C

927 93 "PAITD5 TR 0% opyiog 3n 3]

32 33 34 35

12713 |15 16 10 18 A8 202
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Eigenvalues indicate how well each of the factors fit the data from all the respondents,
Factor 1, scores 25.68. This explains 73.38% of the variation. Factor 2 explains 12.12%,

of the variation while factors 3 and 4 account for 5% and 4% respectively.
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No. of iterations := 25

Varimax Rotated Loadings with 115 cascs.

@ Factor 1 [Factor 2 ~ |Factor 3 Factor 4 e
Ll 0.951 -0.027 _[0.29 -0.008 3
var2 0.928 -0.026 0.36 0.001
var3 0.953 0.011 0.24 0.157
e 0.953 0.011 0.24 0.157
vars 0.953 0.011 0.24 0.157
Ll 0.253 0.071 0.592 0.56 Sy,
var7 0.949 0.07 0.234 0.168 :
varg 0.549 0.121 0.732 0.239 __
var9 0.907 0.075 0.353 0.176
g0 . j0.867 0.303 0.225 0.267
varit ~  10.906 0.211 0.252 0.191 X
var2 0.062 0.876 0.184 LT
var13 0.404 0.66 0.263 0.41
vari4 ~  |0.957 .0.024 0.271 o R
var15 0.91 0.007 0.365 R At
art6 ~ j0.939 0.021 0.242 0.21 o ]
A . oo 0.138 0.35 0.099 *
var1g 0.893 0.138 W Sl BRLSERE N 1k
var19 0.015 10.883 BN e 0.347
var20 0.751 0.054 0.492 0.377
Var21 ~ o.889 0.2 0.215 0.283 %
var22 0.727 0.142 0.227 0.569
var23 0.203 0.222 0.438 i - N s
Var24 ~ Jo.a4 0.268 - 10.75 B 3, &
var2s 0.005 0.95 0.067 0.06
Var26  Jo.756 0.364 0.516 -0.008 y
ESSr o.543 0.054 0.766 o e
var2g 0.933 0.189 0.248 0.088
¥ar29 ~ lo.s67 0.194 0.232 TR
var3g 0.468 0.181 0.805 0.148

. .\‘-
a3y 0.897 0.233 0.246 A
var32 0.604 0.303 0.192 T bR
var33 0.027 0.372 o096 |0.888 A
:""3‘\ 0.505 0.439 0.681 0.139
38 -  o.923 0.146 e ite 5 L R

Tabje 25. Varimax Rotated Loadings
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Factor 1 is loaded heavily by variables 13, 3, 4, and 5. The questionnaire statements

corresponding to these variables are:
i.  To what extent are customers involved in project implementation

ii.  How important are opportunities offered by new technology when

considering a new system?

iii.  How important is integrating the business unit to other systems within the

bank when considering a new system?

iv.  How important is competitive pressure to the bank when considering a

new system?

Factor 2 is heavily loaded by variables 25, 19, 12, and 13. The questionnaire statements

Corresponding to these variables are:

i, To what extent is communication training emphasized during information

system related training?

ii. How often is learning and skill building used as an organisational change

management technique during project implementation at KCB?
iii.  To what extent are the target users involved in project implementation?

iv.  How important is competitive pressure (0 the bank when considering a ney

system?
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Factor 3 is heavily loaded by variables 30, 27, 24, and 8. The questionnaire statements

corresponding to these variables are:

i. s resistance of middle management to change a challenge during project

implementation phase?

ii. Is "Budget needed/ higher than expected” a challenge (problems) during

project implementation phase?

iii.  How effectively used are internal newsletters as a communication channel

iv.  How important is Increase in employee productivity to the hank when

considering a new system

Factor 4 is heavily loaded by variables 33, 23, 32, and 22. The questionnaire statements

Corresponding to these variables are:

i.  The I'T division insists on error-free records

ii. How often is creating an atmosphere of openness and trust yseq as an

organisational change management technique during project i"'l“Canla(inn

at KCB?

iii. The IT divsion department procedures are up-to-date and casy for me (o
follow.

iv.  How often is building critical mass for change: buy-in and stay-in (Winning

mass support) used as a change management technique during project

implementation at KCB?
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5 SUMMARY AND CONCLUSIONS

The objective of this study was to explore the role of information and communication

technology in business process re-engineering.

5.1 Conclusions

S.1.1 Conclusions on survey participants

Ten KCB business units were used as the factor analysis test cases. According to the
survey respondents, each of these business units had undergone through a business
process re-engineering exercise in the period covering 1995-2002. 43% of (e
respondents were in the 36-40 year age group. 34% of the respondents have worked at
KCB for between 5 and 10 years, with a good majority of them having served in more

than one business unit. Over 91% of the respondents had above high school education.

5.1.2 Conclusion of the factor analysis

From the survey, improving the quality of services came out as the single most important
factor when considering a new system, while organizational politics was citeq as the
biggest challenge when implemeniing a new system at Kenya Commercig] Bank.
According to the survey findings customer involvement in KCB projects is very low with

. _ v : ki :
an involvement rate of 34%. A shared vision is only espoused in 57% of the projects

undertaken at KCB.

The correlation matrix indicates a strong relationship between too muych focus on
technology at the expense of people, a poorly defined scope, organizational culture and

implementation challenges. The correlation matrix formed the next stage of the factor

analysis that deals with generating the factors.

I'he final varimax rotation brought out four significant factors
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Factor one is greatly influenced by variables touching on customers,
technology, systems integration and competition. Three of these variables are
external environment factors. Systems integration is itself driven by
availability of technology which re-emphasis the influence of the external
environment on factor one. These variables scored poor averages, which
indicates that KCB needs to address external environment issues when

undertaking business process re-engineering,

Internal  communication, learning, skill  building, internal capacity
development, and target user involvement heavily loaded factor {wo. Thise
factors revolve around change management. From the survey analysis these
variables have a negative influence on the success of business process

initiatives at KCB as they scored poorly in their respective categorics,

Factor three draws it’s influence from resistance of middle management to
change, budgetary issues, effectiveness of internal newsletters ag a mode of
communication and employee productivity. These variables relate (o style of
implementaion. At the planning level it is imperative that budgelary issues are

addressed and effective communication methods are put in place,

Factor four is influenced by variables that touch on organization readiness. In
the survey, organization readiness can be seen through issyes relating (o

atmosphere of openness, building critical mass for change and | division

procedures.

Each of the four factors had strong influence from Information and Communication

F'echnology variables.

5.2 Limitations of the study

Not all participants targeted were able to return their completed questionnaires in time,

Their i : i ey. Given the expansive geogranhical .
Iheir input would have enriched this survey pi geographical cover age
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of KCB, proximity was a constraint where face-to-face interviews with some respondents

would have further enriched this survey.

As with all research, the rescarch had a number of limitations. In the questionnaire,
respondents were required to cast their minds back in time in order to answer many of the
questions. The ability of the respondents to recall past events could potentially lead to
errors. The study also relied on respondent perceptions. Using a survey and perceptual

measures is problematic because it introduces the potential for bias.

5.3 Recommendations for further research.

As this study lays the foundation for further work in the area of IT-enabled business
process re-engineering, it provides several useful study opportunities for future research.
The results suggest that it might be useful to develop a number of comprehensive models.
Thus, future research can extend this study to include additional factorg such as
organizational maturity, IS sophistication, etc, and test a variety of such factors. The

: - o fi i m-financial institutione
survey can be expanded to cover other financ ial and non-financial institutions.
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APPENDIX

Kenya Commercial Bank
I'T Division,

fl
7" Floor Kencom House

Nairobi

Dear Colleague,

Ref: Letter of introduction

I am a postgraduate student in the faculty of commerce, University of Nairobi. 1 am
undertaking a research in “The role of Information and Technology in Business process
re-engineering: The case of Kenya Commercial Bank’. I am appealing for your assistance

in completing the attached questionnaire.

NS iiaation provided will be treated in strict confidence,
Your assistance will be highly appreciated.

Yours sincerely,

Tom Kahigu

(KCB IT Division/MBA Student)
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QUESTIONNAIRE

Division/Department Miakdenssnis L TP SO I T DR
Business Unit (Section) L

(Please feel free to skip any question)

1 Section A

L1 Name (Optional)  coovveninmninininiiiiiii e
1.2 Gender e AR
lTVIale ——«-»-~~‘,__..MJ
Female R S
1.3 Age (Years) Py e S

25-30 z s
31-35 e e il
36 - 40 e AR
41-45 g S S
46 - 50 e S
50+ o e R O

1.4 Education Level = S g PR S
High School —~ e o A R
Diploma / University education e ]
Other (Specify) Y e S

1.5 Have you hard any banking training? Yes/No

y P e 2
1.6  On a scale of 1 — 5 how do you rate your I'T expertise?
5 — Radical | -~ Incremental

- Do AT L N R N

—————————
o —————————————————



1.7 How many years have you been employed at KCB?

Less than 1 year

1-4 years

5-10 years

11-15 years

Greater than lSyunq 3

1.8  How long have you been at your current posting?
%

Less than 1 year

| 1-4 years

5-10 years

11-15 years

Greater than 15 years

1.9 How many sections of KCB have you worked in?




2 Section B (Please relate to a project you have been involyed in,
within the last 7 years)

2.1 Project Name (Optional) ..ccoovvieivnirirnininnnnes iR e

2.2 What was the project starting point?
An existing point (Improvement of
existing system)

A clean slate (A new system)

et e,

2.3  Who initiated the project?
Senior level management

Middle level management
Other members of staff

2.4 What was the scope of the project?
Within one business unit

Traversing more than one business
unit

2.5 If the project had failed how high were the business risks involyeq?
5 — Very High | — Low

' L O N

2.6 What type of processes did the project focus on re-engineering?
Core e g
Support — '

2.7 How were the processes to be reengineered selected?
Those already in trouble

Trouble seen coming —

2.8 Whatis the level of awareness of Business Process Re-cnginccring in the

Business Unit?
LA 0 B Bec V. SRR IR
T o T N N 0



2.9 On ascale of 1 =5 how do you rate changes that were required in other

business units as a result of changes in your unit?
5 — Big changes 1 — No changes

L8 ol A

2.10 1Is your business unit involved in other change initiatives (project) or is one

anticipated soon? s s it

Yes
No

If yes please explain %

AY



3 Section C (KCB in General)

3.1

occurred at KCB in the last 7 years?

5 ~ Radical(Rapid)

|

| - Incremental

4

On a scale of 1 -5 how can you describe changes in IT systems that have

R N

3.2 In your opinion how important are the following factors to the bank when

considering a new system?

5 = Very important | = Not important

5

4

Reducing processing time

Increase in employee productivity

Improving quality of service

Integrating the business unit to other
systems within the bank

Extending the functions of an existing
system

Active pursuit of KCB strategic plan

Opportunities offered by new
technology

Conforming to an external requirement
(statutory, supplier, regulator
requirement)

Competitive pressure

Problem recognized in business
process

Other (Please specify)

3.3  To what extent are the following involved in project implemen

Very Often

Often

Senior management

Target users

I'T Division

Customers

—

Shareholders

Marketing division

Customer service

Hluman resources department
Other (Please specify)

e cmreree—————

—_—

Ry 1
e e SR AL SN et Al
ementation?
Occasionally| Seldom | Nac:

Stonally| Seldom | Never




3.4 How frequently are the followin_g!gn_els_pyqqtiggd?
_Very ()ﬂcn Often ()uj,aw;l_mﬁy

L
Seldom | Never

A shared vision with every project. TN
e.g. "we want to have the most
LI TR L
An 'as is' (current state) analysis is
done before embarking on a new
system? :

A strategy is defined on how to R
reach the 'to be' (target) situation
outlined in the vision?

A pilot group for testing the new
scenario is usually established
before the new system is
implemented? il

3.5 What changes are required to successfully implement an information system
in a typical KCB business unit? .
5 = Very important 1 = Not important

Reengineering/Redefinition of
processes (e.g.approaches, workflow
changes) i3 (N
Cultural changes (e.g. change in RRsy
communication techniques to a more
open communication and collaboration
culture) |
Empowering of people / teams AT
(e.g. ATM center has direct access to
debit card merchants) ] AT - (1
Changes in the organisational model e ey
(e.g. removing of layers of hierarchy to

more flatter structures) R
(Other (Please specify) i R | SO

Vi




3.6

In your opinion how often are the following organisational change

management techniques used during p_n_jgjﬂegj_;_npﬂl_eplqgt_agjoll at KCB?

Very Often

Early involvement of people being
affected e v
Establishing a concept to regularly
communicate with people involved
Establishing a (shared and motivating)
vision

Often

Create an atmosphere of openness and
trust

k)ccasionnITy

Planning, realising and celebrating
short term wins (to build confidence)

s s s et oo

Aligning and mobilising team leaders

Coaching of people involved

Build a critical mass for change: buy-
in and stay-in (Winning mass support)

Vocal and visible support of senior
management (Walking the talk)

Dealing with resistance

Facilitate learning/skill building (to
acquire new behaviour)

Feedback (i.e. through employee
survey, customer inquiry)

Establishing a sense of urgency

Empowering people/teams to act on
the vision defined

Institutionalise new approaches

Hiring, promoting, developing
employees who can implement the
vision

Changing reward systems to support
the change initiative

Others (Specify)

Vil

o

Seldom

S wry




3.7 In your opinion, how effectively are the follow

used in KCB projects?

5 = Very effective 1 = Not effective

Workshops

Intranet (Web site, internal web pages)

Notice Board

e-mail

Internal newsletter

Other (Please specify)

3.8 In your opinion, to what extent are the following areas emph
information system related training at KCB?

Very Often

Often

Software training (Functionality)

Skill building regarding the
information system vision (new
process training)

Communication Training

Training in team development,
team working

Training in conflict management,
group dynamics

Others (Please specify)

VI

ing channels of communication

asized during

: ¢ \-j\\‘
Occasumally Seldom | Never

e s e

e et (AN

—

P—




3.9 At KCB what are the main challenges (problems) during project

implementation phase?

S = Very important 1 = Notimportant

Not enough support from senior
management

Barricrs between departments

Focus too much on technological
aspects, too little focus on people

Resistance of middle management to
change

Scope not well defined, project is
oversized

Resistance of users to change

Time for implementation needed,
longer than expected

Not enough resources available (e.g.
Technical expertise within KCB)

Project does not have appropriate
priority

Technological limitations
(performance/missing functionality)

Organisation and procedures are not
adapted to the new situation
(technological and organisational
integration on different levels)

Availability of people from
implementation team

Budget needed, higher than expected

Intercultural problems (i.e. language
barriers)

Orgainisational politics

Others (Please Specify)

——.

e OSRREN!
f——
—————
—.
B o A
——
B o S
P———
i}




3.10. How would you rate the services offered by the I'T division?

5 = Strongly Agree

| = Strongly Disagree

5

4

——

3

The department offers comprehensive
and effective training.

The department makes me aware of all
rules and regulations affecting my work

The quality of work performed is
excellent.

My work is performed right the first
time.

My work is performed at the time
romised.

The staff is never too busy to respond to
me promptly

My problems are addressed quickly.

The staff shows a sincere interest in
resolving my problems.

The staff has knowledge to answer iny
questions.

The staff is consistently polite,
considerate, and friendly.

I have no doubts about the services |
will receive

-

The staff tells me exactly when services
will be performed. gl
The stalf keeps me informed on the
status of the work.

The staff is interested in what | say and
listen to me.

The staff finds out my needs and tries to
fit their services to my needs.

The department procedures are up-to-
date and easy for me to follow.

The department insists on error-free
records.

The services are improved continuously.

Others (Please Specify)

e —

= &

p—— L

e

B




3.11 In your opinion to what extent are the following performance improvements
realized from project initiatives at KCB (please tick) ‘

5 = High | = Low

Others (Specify)

Reduction in costs .
lmprm)éd thmughput g

Improvement in qunﬁly 4 §
Customer satisfaction R
Lmployee productivity

O (B e P OSSN SV

¢ oo 86, "5 r._,ﬁ.i._ ad.

WAL

3.12 To what extent are the following negative effects of project implementation felt

at KCB (please tick)

5 = High 1 = Low i
Disruption of business —t ]
Decrease in employee morale e Vi PO g meae o
Costly | D v Baae e o ot
Others (Specify) TR 5 i o, 1 ]

......................................................

Date

Thank you very much.

X1

ooooooooooooooooooooooooooooooooooooooooooooooooooo
............
------



Tables

Question | P Standard
No. Questionnaire Statement TRy LA !!1?:1.'1.___,!\.’_'!1!'9_ Deviation
1 mproving qualltyotsenics 1483 5 |aregrs
2 Reducing processing time o 4.64 5 [0.690262
3 Opportunities offered by new technology | 480 5 0404840 |
Integrating the business unit to other systems within e
4 the bank 4.59 5 |0.4946 49 |
5 Compelitive pressure e | S R 1171
Conforming to an exlernal requirement (statutory, >
6 supplier/ regulator requirement) 4.52 L 1 1051
i Active pursuit of KCB strategic plan 4.42 4 lo.496087
8 Increase in employee productivity B s Q_.;:/TZS@N
9 Problem recognized in business process 432 14 R 9_.65?157?3**
10 Extending the functions of an existing system 13.6 9.-8_1‘1_77.«
11 Senior management U AT
1F IT Division 3.42 mLNM
1k Target users 3.32 §\~Q-647716
14 Marketing division ) R_I4— 13 i 1W
15 Human resources department o i75 ) W 11122013 ;
16 Customer service 2.41 e b 95091 3
14 Shareholders 2.53 Yo B :?&5‘;
18 Customers 1.75 ;o ~ |o.889008
A pilot group for testing the new scenario is usually ————
19 established before the new system is implemgn_leQL 3.34 B 113416
An ‘as is' (current state) analysis is done before e
20 embarking on a new system? ) 2 1230489
A strategy is defined on how to reach the 'to be FEET G e
21 (target) situation outlined in the vision? 7 ok 1199717
A shared vision with every project. e.g. "we want to P
22 have the most innovative products?. ; 2.89 3 1.00669
Bl e - TP changes (e.g. change in communication|
techniques to a more open communicatlion and
23 collaboration culture) 4*81\\ ey 0.393729
Reengineering/Redefinition of processes <Y |
24 (e.g.approaches/ workflow changes) 4. W el 691347
25 Empowering of people / teams -—-—~——f"~3§\ 3 oo Q@‘Z“?;«i;.
26 Changes in the organisational model — 19 4  beosos |
27 Aligning and mobilising team leaders A 315 |3 —_ bb.80ss2s
Facilitate leaming/skill building (to acquire new —_—
28 behaviour) ———— 858 B 752524
29 Coaching of people involved R T R Y
Establishing a concept to regularly communicate with ——
30 eople involved —— 257 B |0.953049
31 Establishing a (shared and motivating) vision o2 B 0.99227
b= “Mocal and visible support of senior management
32 (Walking the talk) SR N s
~ Hiring/ promoting/ developing employees who can
33 Pmplggpent the vision € i 282 3 0.99222
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Buestion EfaTdard
No, R Mean: [Mode [Devintion
Feedback (i.e. through employee survey/ customer G
34 inquiry) I 0.909631
35 Empowering people/teams to act on the vision defined [2.48 3._*_*?0.54%43{3?_'
Planning/ realising and celebrating short term wins (to o
36 build confidence) ¢ 2.36 18- lo.gseisy
Changing reward systems to support the change RIAT
37 initiative —— 1898 4 11142847 |
38 Institutionalise new approaches e R (Rl 925325 |
39 Establishing a sense of urgency 1.92 2 ]0.912809
40 Dealing with resistance 2_22“;4,“ __|0.834818 oy
41 Early involvement of people being affected dlgg - g 0::/6501‘*-
Build a critical mass for change: buy-in and stay-in Yo
42 (Winning mass support) T SR 0.830535
43 Create an atmosphere of openness and trust 2.29 Rl 0. §286§ém
44 e-mail 3;3§——\L. 11972 19
45 Internal newsletter 5,08 . 0.74357 4 |
46 Workshops - QQL i §__ 4l -,553665_,_
a7 Video s W s
48 Intranet (Web site/ internal web pages) i i A 1.291716
49 Notice Board 2.44 B QM‘L
50 Software training (Functionality) 3.28 R ~|1.201977
Skill building regarding the information system vision et
51 (new process training) 29 M l1.050168
52 Communication Training 317 o TR
53 Training in team development/ team working 3.16 - Woars
54 Training in conflict management/ group dynamics R~ e @N._.
55 Orgainisational politics i % o 5 1338037
56 Time for implementation needed/ longer than expected3.91 R \1 :20302_)?“
7 Budget needed/ higher than expected radsmaen L Tt G - 05875_61“,,
Orgénisalion and procedures are not adapled to th Bimigomnay
new situation (technological and organisation%
58 integration on different levels) 03 4 lo.678377
Technological limitations (performance/missing .
59 functionality) 3&_ e 1.118755
Focus too much on technological aspects/ too little —
60 focus on people e SOt o 3:@{3** 3 [0.876308
61 Resistance of middle management to change 3.85\ k.= 55517 :
62 Barriers between departments v eibiohed - ¥ o0 SR i 1_3:_?@505
63 Resistance of users to change B RE 3.54 LN !260561
64 R S oMot enagement 307 ¢ 1549621
65 Project does not have approprialoprioly |35 3 |\'yoa1n
66 Scope not well defined! projectis oversized |3 . birare
i Not enough resources available (e.g. Technical s
67 expertise within KCB) TR R S R 2 1.513545
68 |Availabilty of people from implementation team | 5p 2 [1.37400
69 _iintercultural problems (i.e. language barriers) |2 39 2 1.475197
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Table 119.

Statements in the questionnaire, Mean,

62

Question | fl‘l

No. Questionnaire Statement CRMSRRE N Mggn_'_ly Tode

70 The staff has knowledge to answer my questions. _ [3.09 LR}

71 ---------------- The quality of work performed is excellent. 236 2

72 |Mywork is performed at the time promised, LS ]

73 | have no doubts about the services | will receive 267 14

74 The services are improved continuously. e SRl LS
The staff shows a sincere interest in resolving my,

75 roblems. ‘ <) {0 S5 N L S

76 My work is performed right the first time. : 2.21 1735 S
The staff is consistently polite/ considerate/ and2 i s

77 friendly. : AL R
The department offers comprehensive and effectlve2 i :

78 training. 3 i ol

9 The stalf keeps me informed on the status of the workj246 |3
The staff tells me exactly when services will be2 1 ’

80 erformed. : ; 2. N
The staff finds out my needs and tries to fit the|r2 ok ;

81 services to my needs. b G005 ¢ | 4]

52 The staff is never too busy to respond to me promptly [2.79 4 S

83 My problems are addressed quickly. ' _i[2.24 oy

84 The staff is interested in what | say and listen to me. 2.95 13 =
The department procedures are up-to-date and easy2 e :

85 for me to follow. $ .
The department makes me aware of all rules and

86 regulations affecting my work L s o0 . S0 3

87 'The department insists on error-free records. Limed . | <1

88 Improved throughput Eoi o :)g ¥ . J

89 Customer satisfaction A LS <

90 Employee productivity 3: %_ e 8

91 Improvement in quality R F 9 g.__ LA

92 Reduction in costs 5%2 % £

93 Costly s 5 2—.83 4. P

94 Decrease in employee morale i 283 4

95 Disruption of business 2.38 = 15

S

-[1.049549
[1:12575
111847
(1212859
~|1.28204

|1.252775
_|t.0a6566

{1.316983
1.034813

. J1.175293
1114855

- [0.834541

|1.29082
07371
{1.169039
_{1.145664
10947631
-[0.595019

10.929953 |

Standard
Deviation

1.142869

1.071 587 |

1.051241
0.904962 |

0.828856

1.056379

1469142

Mode, Standard deviation
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