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ABSTRACT 

Change can be dictated by business trends, environmental factors and shifts in the global, 

social and political sphere. It can com about because of the expectations of stakeholders. 

It can be embarked upon in a proa ·ti t: and strategic way, or it can be a reactive process 

in response to a crisis. ith r \ ithin the organization or outside it. The purpose of this 

study was to ~stahlish th change management strategies that are adopted by Chase Bank 

Limited in K 'nya . The tudy had two objectives: to establish the change management 

strategic· that are adopted by Chase Bank Limited and to determine the challenges faced 

by ha e Bank Limited in managing change. The study took the form of a case study 

design ince it focused on a single entity. Qualitative data was collected from 5 managers 

in the bank who are involved in various departments. The findings reveal that the drivers 

of change in Chase bank limited are the environmental changes that occur in the business 

environment. The environment presents opportunities that the bank may want to exploit 

hence the need to change. The bank may also adopt change as one way of addressing 

some of the threats that exist in the environment. The main challenges include resistance 

from some individuals who are not willing to change; lack of support from top 

management: lack of enough resources both financial and human res urc that may be 

required for specific change initiati e in th bank. 
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CHAPTER ONE 

INTRODUCTION 

1.1 Background of the Study 

Change comes about vvlll.:n nit rati( n arc made to an organization's functional parts. 

Many strategic hang "I '·ialists subscribe to the v1ew that change is an everyday 

occurrence 111 un ( rganization- that there is, in fact, no such thing as the status quo for a 

busine · that want ur i c (East, 2011 ). Change can be dictated by business trends, 

environmental factors and shifts in the global, social and political sphere. It can come 

about because of the expectations of stakeholders. Jt can be embarked upon in a proactive 

and strategic way, or it can be a reactive process in response to a crisis, either within the 

organization or outside it. It can involve meeting the changing needs of the marketplace, 

reducing risk, being more environmentally responsible, improving quality, raising 

customer satisfaction, retaining staff and everything and anything in between (East, 

2011). 

Managing change has received increasing attention as both internal and external factors 

accelerate their pace and challenge organizations to respond accordingly. An integral part 

of change is effective internal communication that corresponds to each tag f the 

strateg]. ommunicating to cmplo ee as internal . take holder i iew d a crucial fi r 

the outcome of hangc programme . Launching a planned communi ati n trategy for the 

purp sc of informing timely is a pn.:n.:quisite for fi·uitful feedback .md eventual success 

20 _ ). Alhm in cmplo) c Hun to he heard can de\l.~loJ better 

ut h ' int nal mmuni<.:. ti< n c,m I lei lit 11 It lh: •k ol ie ti\ ~ . 
1 



Senge ( 1990) warns that redrawing the lines and boxes in an organizational chart without 

addressing the way people within the organization interact may be useless. Thus, 

understanding people· s response t hange is in trumental in fostering their support and 

reaching organizational goal I r th' . akc of mutual benefit. 

Managers and emp1l1) t: 'S v ith no decision-making power however view change 

management dtft\:rcntly Due to diJTerences of political character, these two types of 

actor· in the change process perceive the communicated strategic objectives in often 

conflicting ways. In contrast to employees' views, the opinions of senior management 

and their rea on for pursuing change are available through official corporate 

communication or mass media (Daly et al., 2003). Therefore, in order to reach full 

cognition. it is important to illuminate the communication process as perceived also by 

employees. The significance of the current problem field acquires further proportions, 

when positioned in the presence of contemporary communication systems. Members of 

modern organizations enjoy an unprecedented freedom to voice personal opinions both 

throughout and outside the workplace. The speed of media allows for fast sharing of 

messages that can affect organizations both directly and indirectly. Therefore, change 

management n ed to effectively listen and communicate with emplo ee (Dal et al.. 

2003). 

ommcrcial banks in Kenya including ha · Bank Limited are going through ignificant 

tran. formation due to a number f de\'cl pmcnt in the c. tcmal em ironment. For 

in t nt: th ne~.:d lor linancial inclu i n ha mad~.: cv~..:ral banks to de\ dop microlinancc 

pr du t r lJt:ll su i liari~..: to handle microlinann: bu in~: . 'I h~o:t~.: ate al o m:q< t 

2 



innovations in the mobile phone technology that have several applications in the banking 

industry. These innovations have forced banks to incorporate them in their businesses in 

order to remain competitive. omp tition is al o a notch higher than in the previous years 

and this has necessitated th n 't.:d f't r 'hangc in base Bank Limited (Ndungu, 2013). 

1.1.1 The onccpt of tratc 

Busin 'SS thl:ori ·t · and practitioners having understood the business strategic process as 

operating in a high!) competitive environment have come up with various definitions of 

what a trategy is. Chandler ( 1962) defines strategy as "determination of basic long term 

goals and objectives of an enterprise, and the adoption of courses of action and allocation 

of resources necessary for carrying out these goals. Quinn (1980) also defines strategy as 

a pattern or plan that integrates an organization's major goals, policies and action 

sequences into a cohesive goal. 

A strategy or general plan of action might be formulated for broad, long-term, corporate 

goals and objectives, for more specific business unit goals and objectives, or for a 

functional unit even one as small as a cost center. uch goals might or might not address 

the nature of the organization, its culture, the kind of company it leader hip want it to 

b , the markets it\ ill or won't enter, the ba is on whi h it \\ill compete, or any ther 

attribute. quality or characteri tic of the organi?ation . 'I ogcth r, stratcg and tactic 

l ridge the gap bt:twc n end and means. Rcsour C<; arc allocated or dcpl ) cd and then 

mpl : d in th cour of c. ·ccutin • · '" n !rate •y o as to realize the end in view. I he 

the en I t ) , tt. in d1 indc..:cd all lo1 str'lh.: •il: thinkin •, lut it is 



separate from settling on the strategy that will realize them. Tlu·ee levels of strategy are 

usually in existence enterprise level, business level and functional level (Nickols, 2011 ). 

1.1.2 Change Management 

According to Ea t ( 011) ·hnn •' mana )cmcnt can be referred to a structured approach 

that enables an or •nnizati n to transition individuals, teams and organizations from a 

current ·tate to a de ·t red future tate. Another definition of change is given by the HR 

Magaz ine (-007) a a stematic approach that involves the application of knowledge, 

tool · tmd re ource to le erage the benefits of change. East (20 11) further argues that the 

proces of change management entails defining and adopting corporate strategies, 

structures, procedures and technologies to deal with change stemming from internal and 

external conditions. According to Hiatt and Creasey (2002), change is a process that 

involves the application of tools and techniques in order to manage the people-side of 

business change to achieve the required business outcome and to realize that business 

change effecti ely within the social infrastructure of the workplace. 

Regardless of the definition of change, it is clear that change has its own driver . The e 

are the factors that make an organization adopt various strategies at any point in lime. 

orne organization adopt change due to fear that things may go wrong or a a def nee 

mechani m. ther organization may al o hav ambitions that rna nece itatc them to 

adopt new :trat gi s ''hile others may ha e c ·pan ion strategic that ,,jlJ result to change 

(b t. 20 1 I . hange can uLo he brought ab ut b ' the dynami m in the business 

m 1r nm nt that an d tahiliz Ill r •mtiz tion that making it nee~.: sary f"or chan •~.: tn 



Victor and Antony (2002) argue that change management is not a simple task since it can 

be frustrating and encouraging to an organization. In order to avoid this situation 

organizations need to adopt chang manag m nt models that are neither too simplistic 

nor too academic. Th rc i nl n i for an organization to be consistent in the approach 

it uses. Strategies that m,l r I· ant in better change management include: Resourcing 

strategy; Performan' management strategy; Reward strategy and communications 

stratcg . 

1.1.3 Banking Industry in Kenya 

Ken a's banking Industry is characterized by stiff competition, with 44 players including 

multinationals all scrambling for a slice of the pie. Microfinance banks have however 

re olutionized the banking concept in Kenya and made banking accessible to a majority 

of the Kenyan population who could not afford the exorbitant bank charges or meet the 

complex requirements demanded by other banks (Ndungu, 201 3). This increased access 

to financial services to majority of the unbanked has made it possible for a transformation 

of the banking industry in Kenya. 

ccording to dungu (2013) Kenya's banking industry is currently one ofthe fate t 

growing not onl in the a t African region but in the entire c ntinent. 'I his rapid growth 

i · du to und financial policie that ha\'e be n ad pted b) the govemmcnt to open up 

th banking indu tr '. 'I he Banking lndu ·try" performance forth Ia ·t I 0 ) ears that is the 

p riod 2 2 to c emb r 2012 to conlirm the im1 ntancc of the hankin • indu tr ' in the 

K n. n n ml). I urin, thi dur, tion. the: inlu tr a d •n.:\\ liom K h. ( .7 l illilHl 

K h. . trilli n: t t, I it . billi n t 1 " h.l.7 trillion· tll't 



advances increased from Ksh.222.8 billion to Ksh.1.27 trillion; profit before tax of 

Ksh.5.8 billion increased to Ksh.l 07 billion and the number of bank accounts increased 

from 1.9 million accounts to 17.6 million (Ndungu, 2013). 

Despite the fast grO\\ th thnt is \\ itn ss 'U in the banking industry, there are a number of 

challen~c. comm r ·i.tl b nks in ~.:n a have to address. According to Price Waterhouse 

'oopcrs (pw ·) (_0 I .. th' banking industry is still grappling with issues such as new 

regulations: F r in ·tance. the Finance J\ct 2008, which took effect on 1 January 2009 

require bank and mortgage firms to build a minimum core capital of Kshs 1 billion by 

December _o 12. The aim of this requirement is to transform small banks into more stable 

organizations. The implementation of this requirement poses a challenge to some of the 

existing banks and they may be forced to merge in order to comply. These challenges are 

likely to influence change in the banking industry hence the need for banks to come up 

with appropriate strategies of managing change. 

1.1.4 Chase Bank Kenya Limited 

Chase Bank Ken a Limited is locally owned Bank. The bank s vision i to be to be the 

premier Pan African Relationship Bank offering financial solutions, creating lasting value 

for client . hareholder , people and busine e in the communitie we ervc. 1 hr ugh its 

mi ·ion. the bank endea\or · to relentlc sly redefine cu tomer alue b enhan ing qual it 

financial olution deli\ ry and takeholdcr confidence fi r the pe pi and u ·in sscs in 

the mmunitlc: it t:n es. 'I he cort: valut:s of the bank art: si. ·. 'J hey includt: passion 

' hi h n.: tuirc that all unplo) cc ot th bank lm c "hat the:) do. ' I he bank hdic\ c in 



turning possibilities into realities. Passion is the key to all the customer service activities 

in the bank (www.chasebank.co.ke). 

The bank also believes in innovati n. lt is committed to finding new ways of doing 

things. The main found ti )11 f th' bu. inc. s philosophy of the bank is continual 

improvement. The stru ·tur' < r th' bank helps it to be responsive, to customers and as an 

institution. Th oth •r ' n! aluc is engagement which allows the bank to connect all 

pcopk together in rder to achieve success. The bank also believes in responsible 

corporate citizen hip. The bank remains committed to using its resources to communities, 

deliver better products and services, protect the environment and improve the quality of 

life for its employees. The bank is also committed to providing good returns to its 

shareholders. Human resources is part of the core values that are important in Chase 

Bank. At the bank, human capital is nurtured and rewarded (www.chasebank.co.ke). 

Chase bank is currently implementing a number of strategies that have resulted to the 

need for change management. For instance in line with the overall bank strategy of 

bringing banking services closer to customers, Chase Bank is increa ing their presence 

within airobi, with Branches in ME dominated areas Ngara and 0 nholm. Plans are 

also undef\vay to increa e the branch network to arious location v .. ithin th country 

(www.cha ·ebank.co.ke). 

1.2 Re arch Problem 

< >r '• nization rate in a turbulent bu inc environment in "hich nothin • i ~.:on tant ot 
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position them to succeed regardless of the environmental changes. A critical success 

factor is how well a company manages its strategic change programmes to achieve its 

goals (Mugo, 201 0). 

hasc bank Limited i. ·um:ntl impkmcnting a number of business strategies that need 

appropriat · chan ' · mana' ·m nt ·trategics. tudics conducted in change management 

confirm that there 1 a link between change management strategies and success in 

trateg implementation. Mwidadi (20 1 0) investigated the strategic change management 

practice at the ni ersity of airobi. The findings confirm that top management share a 

clear vision. Xiongwei (2009) carried out a study to establish why change management 

strategies fail. Culture and leadership awere found to be major causes. 

Despite these studies, there are no studies that have attempted to establish the change 

management strategies in the Kenyan banking industry. This study therefore focused on 

the strategic change management strategies adopted by Chase Bank Limited and how 

they are able to overcome the challenges related to change management. The tudy 

sought answers to the following research questions: what change management tratcgie 

has ha e Bank adopted? What challenge doe ha e Bank face in managing change? 

1.3 Re earcb Objective 

'I he tudy wa ' guided by the following two objectiv 

1. 1:. t bli h th ch. n •c m.ma cmcnt tratcgil! th.tt ar\! ado(tc I h) ha c Bank 

I imit d 



II. Determine the challenges faced by Chase Bank Limited in managing change 

1.4 Value of Study 

The findings of this study will c ntribut some knowledge in change management to the 

already existing body or l...n m I ·d 1 '. The findings will specifically be very significant in 

explaining th dlllll • • mana • ·m ·nt strategies that are used and the challenges that banks 

encounter in managin' change. 1 he findings will also be beneficial to other players in the 

banking indu · tr~ incc most commercial banks operate in almost similar business 

en iro1m1ent. 

The findings \ ill also assist policy makers at Chase Bank and the entire banking industry 

to gain more understanding on change management strategies. This will assist them to 

come up with appropriate change management strategies that can assist them to 

effecti ely manage change. It will also be a very important source of information for 

benchmarking purposes in order to adopt best practices in change management within the 

banking industry. 

hange inevitable regardless of the type of organization or industry. ther organization 

other than commercial banks may also benefit from the finding of thi stud since the 

will be able to Jearn more on ariou change management trategi ·. lt \\ill a si ·t them to 

under. tand how to handle change management in their organization . 



CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

This chapter pr scnts the lit ratur' r i 'W d on relevant studies that have been conducted 

on change man'lg 'Ill nt. I h main ar~as that are discussed under this section include a 

detailed r • icw { n th' '( n ·cpt of strategy, change management, the change management 

strategic· and a ummm of the literature review is also provided at the end of the 

chapter. 

2.2 Theoretical Foundations 

The need for change management and the models of change can be better explained using 

the Resource Dependency Theory (RDT). The RDT was first developed by Pfeffer and 

Salancik (1978). It their s minal paper on understanding the environment of an 

organization, they suggest that for one to be able to understand the behavior of an 

organization. there is need for a better understanding of the ecology or environment und r 

which that organization operates. The theory recognizes the influence of external factor 

on organizational beha ior and, although constrained b their context, manager can act 

to reduce environmental uncertaint} and dependence. entral to the e action is the 

concept of power, v\hich is the ontrol over ita! rc ourcc ( lri h Bamc , 19 4). 

rganizati n attempt t reduce others· po,,er O\'cr them, often attempting to in ·r~.:asc 

their O\\n pO\\Cr O\'Cr other~. 

1 th r' ndel\1 I ut tath r I 1 ~.: lllh: nt on ' lvn 

r und th m. I h • rc n tr in db. n t 1k 
0 



organizations. When coupled with uncertainty about what the actions will be of those 

with which the organizations are interdependent, it leads to a situation in which survival 

and continued succes arc uncertain. Thi uncertainty forces organization take actions to 

manage external intcnkp ndcn i '.. Although such actions are inevitably never 

completely successful and pmdu · n patterns of dependence and interdependence, the 

patterns l)r lkpcm.J n 't' 1 n ducc inter-organizational as well as intra-organizational 

power. whcr, ·uch Jl \\Cr ha ome effect on organizational behavior (Hillman, Withers 

tmd ollin . 2009). 

The relevance of this theory to change management is that organizations operate within a 

ver dynamic environment that frequently provides new challenges. For organizations to 

top depending on the environment they must take some actions so that they can be able 

to manage the threats posed by the environment. These actions are therefore what can be 

referred to as change management. Change management therefore becomes very 

significant inn responding to environmental pressures. 

2.3 Models of Change Management 

Burton haw (2008) indicate that there are four main types of change option that ma be 

available t organization a illu trated in figure 2.1. 

,oing for the.. uick Fi . ·" or Radical 

·r inkering" lutionar) 

'lime 

l 



Organizations can choose any of the four options of change depending on the magnitude 

of change required in the organization and the time that is available for implementing the 

desired change. Burton hm (2008) however cautions that organizations need to be 

careful since non r th r ur hangcs options is such an easy undertaking as may be 

suggc ted in th tli ~1 1ram below. I le further notes that there are many change levels that 

organizati n · an undertake. orne of the change options may be hard to implement such 

a · changing culture and behavior while others may be easy to change such as changing 

the structure roles and tasks of people in the organization. 

Poole (2004) asserts that organizations need to understand that for change management 

to succeed, four important factors must be taken into account. The various stakeholders 

need to feel the pressure for change and this can only come from top management 

commitment towards change. Having a clear shared vision is also very paramount since it 

enables the organization to bring everyone on board as far as change management is 

concerned. An organization contemplating change must also ensure that they have the 

required capacity in form of resources in order to manage the change effectively . Without 

adequate resources, the change is likely to stall. It is therefore important to have enough 

time and finances for change management. The Ia t important factor in successful change 

management is embracing action. All the acti itie in impl em nting change mu t be 

carried out a tipulated in the work plan. 

There are \era! model of organizational chang . The fir t model f organizational 

chan1!C is the evolutionary m del )[ rgani?Ution.ll change I here an: t\\0 tlimcnsi ns of 

th 'olutionary model or nrg< nizati< nal chan •e managem~nt. ·1 he soeial dim~nsit n .m I 

2 



the biological dimension. The model suggests that change is a slow stream of mutations 

that occur due to gradual changes in the environment. It also asserts that change is 

inevitable and that human b ing do not play any significant role in the change process. 

For organization t ur t , th 'Y must take appropriate actions to remain relevant to the 

environment. Thts m dd indicates that an organization evolves and has systems that are 

int 'rr 'iatcd. fhc ·t= · stems are homeostatic in nature· and are very significant in change 

management. The concept of homeostasis refers to the ability of the organization to 

regulate itself v hen faced with challenges. It therefore suggests that an organization can 

find its equilibrium even if it is destabilized by the environment (Wilkins, 1995). 

Cameron (1991) indicates that the mam activities of change management under 

evolutionary model include observation of the external environment; analysis of the 

systems within the organization as well as creating new structures and organization 

principles to assist in responding to environmental changes. These models contribute or 

play a significant role in change management within organizations. 

Carnal] (1995) also present another change management model which they call the 

scientific management model. The main assumptions under this model are that 

organizations are purposeful and adaptive. According to this model , change occur 

becau e leaders. change agents and others see the need to initiate change in the 

organization. Thi model focu e on the ongm of change a coming from '' ithin the 

organization and not utside the organization. According to the modeL change i" planned 

and implemented by those who feel th.H hangc i · necc sary. 

1 



Kotter (1995) provides an 8 step change management model that he considers fit for 

organizations. Kotter identified eight stages of change a company must successfully 

complete to achieve la ting su tainable change and business improvements, and eight 

reasons why tran [I rmution effort fail. In addition to the eight stages necessary for 

obtaining and nh intaining ucccssful organizational change, Kotter also identifies 

COlT ' ·pending p ible pitfall s for each stage that can derail the change project all­

together. lie indicates that the first step should be establishing a Sense of Urgency; 

Forming a Powerful Guiding Coalition; Creating a Vision; Communicating the Vision; 

Empowering Others to Act on the Vision; Planning for and Creating Short-Term Wins; 

Consolidating Improvements and Producing Still More Change and lastly 

Institutionalizing New Approaches. He further argues that Leaders who successfully 

transform businesses do eight things right (and they do them in the right order. 

2.4 Change Management Strategies 

Burtonshaw and Salameh (2007a) assert that there are fi ve main change management 

strategies organizations can adopt for successful change implementation and 

management. These strategies can be successful in any of the options of change that 

occurs in an organization. The first is using a directive strategy in implementing and 

managing the desired change within an organization. ing thi s trategy, the organi zation 

u e it authority through the management to pu h fo rward it change agenda. 1 hi form 

of tratcg i vcr. helpful in peed implementation or change hut it is also like\~ to ha\ 

m.:l.!ativt: out me· such a increased rc ·i. tance from various stakeholdus or the 

01 '<lllization. I f not, ppropriatcly l pplicd. this sllatcg) is likd) to Utllkrminl' su~.:cl'ssrul 
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implementation of change in the organization. Organizations can also apply expert 

strategy in change implementation and management. This form of strategy is relevant to 

managing change when the d ired change is of technical nature thus requiring expertise 

to handle. Some proj t ,'u has lnformation technology change and culture change may 

rcquir un orgunittllion to adopt such a strategy (Burtonshaw and Salameh, 2007a). 

There arc occasion ' hen managing change that organizations may be required to adopt a 

negotiating trategy. This wi ll involve consulting with all the affected stakeholders so 

that the may be able to understand the need and essence of the change to be 

implemented. However any negotiations made with the stakeholders does not deny the 

management of the organization the responsibility to give necessary direction on the 

desired change (Burtonshaw and Salameh, 2007a). Adopting negotiating strategy s very 

significant since it enables the organization to minimize the chances of resistance to 

change. If an organization intends to win the support of all stakeholders in change 

management, there is need to adopt an educative strategy. This involves communicating 

and training people on the change being implemented . It may take longer but it is likely 

to yield better results since stakeholders can easily own the change and give it maximum 

support. Howe er the organization using thi s strategy should prepare to spend enormou 

resources. A participati e strategy towards change management can also be u ed. It 

allow all the concerned partie to pia orne role thus learning from the experien e 

(Burton ha\ and alameh. 2007a). 

Kandt (2009) also argues that organizational hangc mani.lgcmcnt practice can be 

catc 'oriznl into four m, in call: 1nric . ·I Ill' fir t call: ~or~ inclmk chan 'C cstablishm\:nl 
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practices such as aligning the goals of the desired change with corporate strategy; 

ensuring that the top management of the organization fully supports the change; having in 

place a team that can b able to tecr the change; conducting an evaluation of the 

willingness of the org, nization t change; ensuring that the change teams are committed 

and arc instrum 'nl f han 1c as well as planning for continuous improvement by using 

good pcrl( nnance mea ures. The second category of practices relate to execution 

·trategie, f change such as proper articulation of the need that compels an organization 

to change: identification and selection of the processes that need to be changed based on 

expected return and low risk; handling few changes at a time; creating a vision for each 

of the processes to be changed as well as having an understanding of the risks and 

developing contingency plans for mitigating the risks. 

An organization that is managing change can also have in place monitoring strategies 

such as selection and adoption of appropriate performance measurement metrics to assist 

in measuring the gains and gaps and annual assessment of staff and change process 

(Kandt. 2009). He further notes that there are some general strategies that do not fall in 

an of the three categories above but are very essential in change management within 

organizations. These general strategies include proper communication of the change to 

stak holders ; involving customers in the change proce s; getting upp rt fr m t p 

e ecuti\ c of the organization and willingne s to li ten to the cu to mer. 

2.5 hallenge of Change Management 

1ana 1 ~Jl1ellt Of' the Cntcrpri. C needs t) understand that th~ task ol' reducing cmpiO\ eC'>' 

n; i t'lll C i hi •hi important, and that \\ innin I each intli\ idual ()\ l:J in ra\ ()J {)r chan 1 1..' is 
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a critical and highly sensitive stage in the whole process of managing change. Modern 

managers have to develop and teach employees to be open to change on all levels within 

the organization, as well a to accept the need for the transition from one state into the 

other. Changes whi h r 'quir the biggest change in people, especially older ones, bring 

about th stron ', ·t r . i tancc (Weihrich and Koontz, 1998). For example, they can 

includ' down i1ing r transfer to a new work place, transfer from a higher to a lower 

level in the hierarch demand for additional training, i.e. acquiring new knowledge and 

kills, or the most dramatic ones, such as a new owner of the enterprise, bankruptcy or 

merging of the enterprise into a new alliance. Resistance to change can be a source of 

functional conflict and often does not necessarily need to become obvious in a usual way, 

because the manifestation of resistance can be open or implicit, immediate or deferred. 

Organization's management will be able to deal with resistance more easily and more 

efficiently if resistance is manifested openly and immediately (Weihrich and Koontz, 

1998). 

By nature, enterprises are conservative and actively resist change with all their might. 

Resistance to change in all structures and doubts about the success of innovations are 

usually intensified by the lack of success and the way of implementing all previ u 

changes, as well as the fear of another failure and the unnece sary wa te of energy. 

Re i tance to change often rc ult from per onal insecurity, fear of losing tatus, 

influence or economic p ·i t ion. Threat toe tabli . hed profe i nali m i at c nne ted to 

the re. istancc or cmplo) ccs with spcciali1cd I... no'' ledge and kill· (Pcr\...0\ ct al, _()08). 

'J hr~.:at to established power. i.e. the pm\er to make de ision. on an) JcyeJ ol dectsinn 

m, kin . und mhtc II) cr~.:at~.: r" t t·mu.· to dlan 'l' . "hieh u1uld pn ibl) minimi zl' \ll tah· 
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away that power. Threat to established allocation of resources also causes individuals or 

groups to feel that, due to changes, they will lose control over established resources. 

There are many ways to reduc re istance. Including the members of the organization in 

the process of planning change can reduce their insecurity. Communication on suggested 

changes can als as i ·t t c plain the purpose of change (Perkov et al, 2008). 

Fcrabce (200 ) indicates leadership is one of the most significant challenges of change 

management. ln the context of the new economy, senior managers are sti ll responsible for 

protecting. growing and ultimately leveraging the assets of the firm. However, the critical 

corporate assets are now the minds of the people who work in the firm. New tactics for 

success are required. Rather than controlling the activity of the enterprise, managers 

have, as their prime responsibility, to create and nurture an environment that leverages 

the talent of its people by engaging them in the innovative and creative pursuit of clear 

and common goals. The world is full of ideas, where the employee, asked to participate in 

a monotonous routine, will contribute little, while the same employee engaged in creating 

the future will produce well beyond the expectations of management and significantly 

contribute to the creation ofwealth. 

Lack of focus is also one of the challenges of change management. The econ m1c 

environment is one of constant and accelerating change. At the ery heart of thi new 

reality are rapid and ongoing changes in customer need . \ hich. although difficult to 

antic1pate. gcner, tc new and c. citing pportunities. ·1 he que tion i no longer \\here to 

lind opportunities. but rath r how to elect fn m among them. I oda) ·.., Jcad~:r'l must rd~ 

lc on thdr ability to idl:ntify n~:w opportunities and more on dl'\ dnpin • the disciplinl' 
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to focus on the right opportunities. Senior people form and hold many strong opinions 

based on their own understanding of the business, the environment, their beliefs and 

expectations. All ofthe e idea arc expressed through people 's actions. For example, two 

managers working in th amc organization may interpret a business trend towards a new 

techno! gy v r dif~·r ·ntl (Pcrkov ct al, 2008). 

The th r challenge of change management is lack of commitment. Looking honestly and 

criticall at the business and making choices about the direction to take is difficult. 

Howe er, this pales in comparison to the challenge of creating a genuine commitment 

across the knowledge workforce to actively pursue the future in a meaningful and 

ambitious way. The challenge of building organizational commitment to change is the 

third challenge faced by today's leaders. The traditional command structure saw the 

organization as a mechanism that was responsive to instruction and seldom questioned 

the prerogative and wisdom of the senior manager. Today, leaders must entice the 

members of their organizations through healthy debate to participate in creating their 

joint future. Merely putting a kinder, gentler facade on order-giving will result in 

disengagement and low productivity, if not the departure of key performers. As leaders 

build understanding and generate commitment, the intense re i tance to change, born out 

of fear of the unknown, is abandoned (Frabee, 2008). 
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3.1 Introduction 

CHAPTER THREE 

RESEARCH METHODOLOGY 

This chapter dis u .. e · t h' methodology that the researcher employed in the study. The 

mcthodolog in lud~d the re earch design, data collection methods and data analysis 

technique . 

3.2 Research Design 

The stud adopted a case study design in establishing the change management strategies 

adopted by Chase Bank Limited. According to Kothari (2004) a case study is a form of 

qualitative analysis that involves a careful and complete observation of a social unit. He 

further describes a social unit as a person, family or institution. The case study design 

was appropriate since the study singles out one bank (Chase Bank) and because there is 

need to conduct an in-depth investigation on the subject. 

3.3 Data Collection 

Primary data was collected for the purpose of this study. Primary data i information 

gathered directly from the respondents (Kothari, 2004). The data was collected by u e of 

an in ten iev guide. The researcher personally conducted the data collection exercise 

through face to fac intcn ic\ " ith the rc ·pendent . 1 he rc ·pendent \\ere 5 mana 1Crs 

dnm n fr m fi, e main department m the bank, that i : lluman Rc ourcc: Str, tcgic 

Planning: 'rcdit: I-inancc and lnfom1ation I cchnolog . Manager-; in charge of these 

department \\en~ intcrviC\\cd hccau c they are actively involved tn ch.m •e mana •cmcnt. 
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3.4 Data Analysis 

The researcher collected qualitative data. Content analysis was used to analyze the data. 

Nachmias and Nachmia ( 1996) define content analysis as any technique used to make 

inferences through s r 1 'mali and objective identification of specified characteristics of 

mes ages. Kothari _Q 4) al o explains content analysis as the analysis of the contents of 

documcntnr ' and erbal material and describes it as a qualitative analysis concerning the 

general import of message of the existing documents and measure pervasiveness. Before 

embarking on content analysis, the researcher assessed the written material 's quality to 

ensure that the available material accurately represented what was written or said. The 

researcher then listed and summarized the major issues contained in the interview guide 

responses. This enabled her to structure the data in a way that can make it possible to 

analyze and interpret it. 
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CHAPTER FOUR 

DATA ANALYSIS, INTERPRETATION AND DISCUSSIONS 

4.1 Introduction 

The purpose of thi stud \: a to c tablish the change management strategies adopted by 

hase bank limit tl. K ' n a. The data used for this study was purely qualitative and it was 

collected fi·om managers drawn from five main departments in the bank, that is: Human 

Re ource: trategic Planning; Credit; Finance and Information Technology. The 

re earcher managed to interview all the five managers thus achieving a response rate of 

100% in this study. This implies that the findings of the study can be used to generalize 

on the change management strategies that are adopted by Chase bank limited. The 

findings from the study are presented and discussed in the following sections of thi s 

report. 

4.2 Organizational Profile 

The history of Chase bank dates back to the year 1995 when some group of Kenyan 

in estors made a decision to buy out a bank that was then under Central Bank of Kenya 

statutory management. The bank effectively began operations in January 1996 in the 

lakeside town of Kisumu, in Western Kenya. In 1997, the bank moved it headquarter to 

the capital city of Nairobi . The Kisumu branch was closed in 2000 a part of 

rationalizati n mea urc . Today the bank ha branches in strategic locati n in the ' it 

entre. at the illage Market. Hurlingham, Parkland , a tleigh and Mombasa . I o 

illu tratc our journey. below arc a few highlight of our succ s O\ cr the ) car . lhc stud~ 

rev al that the im c tors . aw an opportunity amidst the risk and acquin.:d Unill:d Bank . 

·1 h c im c. tor JlllllJ ·d in K~n) a . hill in •s 9 "m for 60'!,1, hatl' in a bank l'apitaliz~.-d at 
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Kenya Shillings 75m, total assets of Kenya Shillings 146m. Since then, the bank has 

turned around and has been recording profitability over the years beginning the year 

1997. 

The findings r v , l that th' i. ion of hase bank limited is to become the Premier Pan 

African I 'lati n ·hip ank ofTering one stop financial solutions. In order for the bank to 

i i n the have a strategy of focusing on exceptional customer service and 

building trong relationships. This strategy permeates all sectors of the bank's business 

from the ision to how the bank treats its customers and staff. The respondents also 

indicated that the mission of the bank is to relentlessly redefine customer value by 

enhancing quality financial solutions delivery and stakeholder confidence for the people 

and businesses in the communities served. It was further established that for the bank to 

achieve its mission, there are a number of core values that guide the entire Chase bank 

team. One of these core values is passion which is manifested itself in everything done by 

the bank and how the bank treats everyone with whom it gets into contact. The passion of 

the bank drives it to give its best to customers, shareholders, partners, communitie and 

staff. The study findings also indicate that the bank also believes in innovation, social 

responsibility customer and shareholder support as well as proper human re ource 

management. 

The re pondents indicated that hase bank i rated among the fa ted growing commcr ial 

bank in the c untr and offers a variet f er icc · and product to it customers. ,'omc 

of the pr du t include an I Iamie banking window that pro' ides an opportumt~ to 

1u lim faithful to ac l: s financial servic~:s from the hank . 'I he hank also opuatcs 
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different types of accounts that are tailored towards the needs of different people. For 

instance the findings reveal that the bank has accounts meant for small and medium 

enterprises; accounts meant for foreign currency transactions; there are accounts meant 

for children: there ur" a 'ount meant for Diaspora banking; there are business 

investment uc ( unt 0 a · cJ I as accounts for corporate organizations that need large 

tran ·ac ti n · in terms of olume and currency. 

4.3 Change Management Strategies Adopted By Chase Bank Limited 

It v as e ident from the findings in this study that Chase Bank Limited is currently 

undertaking a variety of activities that are transforming the bank in very many aspects. 

For instance the study reveals that the bank has a strategy of focusing on exceptional 

customer service and building strong relationships. In order to achieve this strategy, the 

bank has an ambitious plan of expansion so that they can make their services available to 

the customers. The study revealed that the bank has plans to open up branches in other 

towns within the country in order to increase the number of outlets where customers can 

access their services. The respondents also indicated that the bank may also consider 

other available options such as agent banking in the future in order to make their services 

get closer to customers who have no proximity to conventional banking services that can 

only be obtained from the branches. 

The finding al o confirm that the bank ha also opened up a wholly o ned sub idiary in 

the name f Rafiki Microfinance. The main aim of p ning thi ub idiary ac ording to 

the finding 0 i to e. tabli sh a cparate arm of the bank that can b u ed to spccilicall) 

en c the low income section of the unhankcd poJ ulation. ·1 his will cn,tble the bank It 
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enhance financial inclusion which has been a global concern in many countries. The 

findings reveal that the bank has since realized that the poor who have largely been 

neglected for a long time b mo t banking institutions have the potential of engaging in 

entrepreneuria l ncti iti that an asily improve their incomes and standard of living. 

The respondent: · nlinncd that thi s awakening is what facilitated the opening of the 

. ub ·idi ary in order to focus on the needs of the low income category in the community. 

It al o ev ident from the study findings that because of the expansion plans and opening of 

a nev sub idiar , the bank is implementing a new information system that will have the 

capacit of handling information for the expected increase in number of customers both 

for the mainstream bank and its subsidiary. The information ,system will also enable the 

bank to process its transactions faster and in real time thus providing customers the 

opportunity to enjoy exceptional services. The study also revealed that the bank is al so in 

the process of initiating a number of projects that are aimed at ensuring that it remains 

competiti ve even as competition in the banking industry intensifies in the country. 

The results from the study confirm that the change currently taking place at Chase bank 

limited came as a result of the changes in the environment. The respondents agreed that 

most of the new activities have been established from an environmental analys i that wa 

done in order to take advantage of the existi ng opportuni tic offered b the environment; 

addre s the threats and aile iate the weaknesses that arc e ident and bui ld n the 

trcngths of the bank. fhe findings further confirm that the change that is current! · taking 

place \\as initiated by the top management of the organization. "I hc rcspontlcnts 

nfinnc I that the top mana 'l:llH.:nt oC the bank ha tran ~ fmmati' e kadcr hip that is 
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interested in changing the status quo and ensuring that the bank changes according to the 

dynamism that exists both in the internal and external business environment. However 

the study finds out that all the empl yees of the bank as well as stakeholders also provide 

views on the chang th ' '. pc t in the bank and this becomes the basis for initiating any 

desired chan 1C. 

The ·tud confirmed that there are a number of change management strategies that are 

u ed b the bank in order to ensure success of the change initiatives that are made by the 

bank. The respondents indicated that involvement of all stakeholders is very important 

when initiating new ideas into the bank. The respondents further confirmed that the bank 

ensures that all the stakeholders such shareholders and employees are included in the 

process of initiating any desired change within the bank. The respondents indicate that 

the main reason why stakeholders need to be included is because it helps the bank to 

reduce any incidents of resistance from the stakeholders since they already own the 

initiative. 

The other important change management strategy established from the study 1s 

communication. The study reveals that the bank usually communicates all aspects of 

change to all the parties concerned. The respondents confirmed that the communication 

commences as earlier as the time when change is ju t an idea. This is communicated to 

all the parties concerned to make them aware or the idea. It a re ealed that further 

communication through emails and oflicial bank circular ary 111 rder t) 

nlightcn the employee and other stakeholders on the de\'clopment that arc taking place 

t: r a <1 chan 'C initiative i t:ont:t:tnt:d. It wa li.trthcr rc\calcd that ommunication may 
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as well take the form of meetings or other discussion forums where the necessary 

information is passed on to the concemed parties and any concerns are raised and 

addressed. The study estnbli h d that with proper communication the bank is able to 

manage its change initinti with minimal challenges. The respondents also indicated 

that in ca ·c or v r • · 'n:iti c issues, employees are encouraged to give anonymous feed 

back cs1 ccially if the fear that they may be victimized if they speak openly. This enables 

the bank to initiate and manage communication throughout the change process. 

The stud reveals that the first and most significant strategy to adopt in change 

management is to create a sense of urgency in the organization. This is done by informing 

all the stakeholders of the need to discard some old ways and adopt new ways that are 

more relevant and commensurate with the changes in the business environment. lt was 

evident from the study that creating a sense of urgency enables the stakeholders to 

understand the need for urgent improvements in the way things are done within the bank. 

It also brings into limelight the desired change the organization seeks to implement. It 

was revealed that once the bank has managed to create a sense of urgency then the bank 

creates a steering committee whose responsibility is to guide the entire change process. 

De elopment of a compelling vision and strategy for the desired change is very important 

in the change management process. The study revealed that the teering commi ttee i 

charged with the re ponsibility of coming up with a clear ision for the desired change as 

''ell a a stratcg that' ill be u ed to attain the de ired change. rhc tud) established that 

the 'ision must b communicated wide! • t all the sta"-eholdcrs in th~.: b.m"- for it to gain 

upJ n . I hi trah::gy \\ill not h~.: ucccs ful if the hank can not emp mer the stakl.:hnldl·rs 
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so that they can embark on a broad based action on the vision. It was revealed that action 

usually takes the form of appropriate training of the stakeholders as well as provision of 

the necessary resources to enabl th m to embark on the broad based action on the vision. 

The other change mnnag m '111 ·tratcgy that was evident from the study is generation of 

hort term wins n the change being implemented. The bank usually focuses on those 

tH.:tivitie · that can uccessfully take or accomplished within a short period and then 

capitalize on them. It was revealed that the main reason why short term gains are 

impmiant is to create confidence among the stakeholders that the desired change being 

implemented is possible. Short term wings also provide direction and credibility on the 

entire change process among all the stakeholders of the bank. The respondents further 

indicated that the bank further employees another strategy of consolidating the gains 

made with an intention of producing more gains as far as the desired change is concerned. 

4.4 Change management challenges 

It was established that there are a number of challenges the bank faces during the 

strategic change management process. One of these challenges is the perception of the 

various stakeholders . The respondents indicated that perceptual problems most often 

occur during internal analysis, identification of internal weaknes es, and during 

evaluation of options. This may lead to a sub-optimal olution that doe not reall ta kle 

the cau es of the problem. The re ult i a wa te of re ·ourcc in term of finan ial 

rc ource . tim and commitment. It i understood that 'arious stakeholder· ma form 

t rcotypc or have a narrow cope of the change mana!.!ement process. 'I his perceptil n 

m y m time lc.d ton; i tanc~.: ttmmd the de ired chan''-'· 'I h~.· ·tudy n;\cah.:d that in 
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order to avoid such cases, all the information required is availed to the stakeholders to 

assist them in understanding the entire change process. 

The other challenge established from the study is the cultural barriers to strategic change 

management. Th rcs1 t ntknt · indicated that particular issues may have the character of a 

taboo in an or ,:.mization. llencc, they are extremely difficult to analyze and to change. It 

is al ·o a ·hallenging task to overcome traditions. This is especially true when employees 

do not ee the relation between their traditions and an existing problem. On the other 

hand, traditions can be the basis for personal commitment in change processes. The study 

established that cultural barriers hinder the development and evaluation of solutions for 

problems in the organization. Moreover, they limit options for new approaches in change 

processes. 

The findings also confirm that there are some environmental barriers to change 

management. For instance many people perceive changes as a threat for their personal 

status. Changes move the whole organization as well as every single employee out of 

their comfort zone. Therefore, there will always be some people who try to stop or ignore 

the process. Another environmental barrier involves those who create new ideas and a 

v,:ell a ne-v barrier when they ignore justifiable criticism. The abi lity to accept critici m 

i a major precondition for e tablishing tru t and for gaining upp rt. The rc p ndcnt. 

al ·o indi at d that there are ca e -v hen some indi idual \ ithin the rganizati n ma 

I aim to know e erything hence do not gi' c other · the pportunit to participate in the 

d1, ngc pn cc . ·1 hi ~ linall) lead to a . ke\\ed procc · that doc. not take into ac<.:ount the 

, nl i lea ol other parti cipant or takeholdcr . 
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The study also confirms that there are cases when there is incomplete information from 

the people concerned on the change process. Incomplete information has the potential of 

leading to stereotypes and p iblc resistance from some stakeholders. It was also clear 

from the study that th 'r"' ar' many trategies of change management and that at times 

some or thcs ·trat' 1j • ar' applied in a wrong manner. This normally causes a mix up in 

the change management process and may end up reducing the confidence the 

takeholder ha e in the change process. Use of inappropriate language and terminology 

dming the change process may also de-motivate the participants in a change process. It 

was also clear that if the change process can not be supported by the top management of 

the bank then it will not be successful. The findings also confirmed that inadequacy of 

resomces is a major challenge in change management. 

4.5 Discussion of Findings 

The study established that one of the most prominent change strategies that are adopted 

by Chase bank limited in managing change is creating a sense of urgency among all the 

stakeholders. This sense of urgency makes the stakeholders to understand the reason why 

change is inevitable. This finding confirms the position held by Burtonshaw and Salameh 

(2007a) who assert that the management of an organization has the authority to bring to 

the attention of all stakeholders the desired change in the rganization at th opportune 

time. The tudy also confirmed that communication or the de ired change and an other 

development in the change pr ce 1 'er) igni ficant in managing change at ha e 

Bank Limited. The bank take upon itself the responsibility or cnsurin, that all th ' 

takch ldt.:r art.: made aware )r all the activitics that takc placc within th~.: organization as 

r n cnH.::d. K,mdt (20 )<)) In I catlil'r llll..'nti( n~.: I that llllllllHmication i 
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very important in change management smce it provides the necessary information 

including that related to measurement metrics of change. 

The study also revealed that n g ti ation with the involved stakeholders is very significant 

in averting any r .'istnn that may come up from implementing some change initiatives. 

hasc Bank I imit d n 'gotiatcs with all the stakeholders in order to ensure that there is an 

amicabl, agr~~mcnt a far as implementation of change is concerned. Negotiation as a 

change management strategy has also been supported by Burtonshaw and Salameh 

(2007a) -v ho argue that there are occasions when managing change that organizations 

may be required to adopt a negotiating strategy. This will involve consulting with all the 

affected stakeholders so that they may be able to understand the need and essence of the 

change to be implemented. They further indicate that any negotiations made with the 

stakeholders do not deny the management of the organization the responsibility to give 

necessary direction on the desired change. 

It was also clear that drumming for the top management support for any change initiative 

is ery important in ensuring that the activities involved are successful. hase Bank 

Limited always ensures that the top management of the bank is at the centre of any 

change initiative in order for the same to succeed. Kandt (2009) ha also supported the 

idea of en uring that the top management in an organization is in ol ed and is upporti e 

of the de ired change initiati\ e. 

It wn C\ idcnt from the finding that rc i tance to change i nc f the chalh:ngcs to 

chan ·~ rn. na ·~mcnt at ha c Bank Limited. I he bank may at timc..:s l~1cc rcsi~tancc to 

i lly from old takdwld r whn I' li.:r the..: ::;t 11u quo. idtin • 1 ~npk 
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to change their positions from resistance to supporting the change imitative is not an easy 

task. Weihrich and Koontz (1998) also established that resistance is a major challenge in 

change management. Th Furth r indicate that Resistance to change can be a source of 

functional confli t und ft n tlo' not nccc arily need to become obvious in a usual way, 

because the man if· ·tati n of resistance can be open or implicit, immediate or deferred. 

( rganizuti n · · management will be able to deal with resistance more easily and more 

d1icientl if resistance is manifested openly and immediately. The other challenge to 

change management is inadequacy of resources that are required in effecting the change. 

In orne cases, the desired change may require the use of enormous economic resources 

that are not available. This position is also held by Perkov et al (2008). 
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CHAPTER FIVE 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 
This chapter presents th' ·ummary of findings on the change management strategies 

adopted by 'has' han limited, Kenya. The chapter also contains the conclusions that the 

researcher "a· able to make from the findings, the recommendations that were made 

ba ed on the findings of the study as well as possible areas where further research may be 

nece sar . 

5.2 Summary of Findings 

The study findings reveal that Chase bank limited is a local bank whose history date back 

to 1995 when a group of local investors bought a bank that was under statutory 

management. Since then, the bank has turned around its performance and has managed to 

record profitability since the year 1997. The bank has a vision of becoming the premier 

Panafrican banking institution. According to study findings, the bank offers a number of 

products that are tailored to meeting specific customer needs. The bank has a number of 

change initiatives currently such as establishment of a new subsidiary that will target 

provi ion of microfinance services to the low income section of the society. The tudy 

al o e tabli hed that the bank is al o invol cd in putting in place a more ad anced 

information sy tern that ha the capacity to crvc it growing number f cu tomcr and 

al o do fa tcr procc · ing of tran a lions. 

It "" evident from the . tudy that hange. t chase hank emanates from the erwirontm.:ntal 

that tak Jla \\ithin th · bu in~: em ironment. 'I he bank therefore initiat~.· . 



change as one of the ways of reacting to the changes that exist in the environment. It is 

also clear that the top leadership of the bank is made of transformational leaders who do 

not believe in maintaining th tatu quo but rather in embracing change that can assist 

the bank to sue c d. rdin) to the lindings, most of the change ideas come from all 

the stakeholders :in· ':1 h takcholder is given a chance to participate in the change 

process. 

The tud) re\'eals that the bank uses a number of strategies in its change management 

proce . The first among these strategies is to create a sense of urgency among its 

takeholders to show them the need for urgent change within the bank. It was also 

re ealed that the bank constitutes a steering committee whose aim is to guide the entire 

change process. Creating a concrete vision and strategy for the desired change is one of 

the strategies that are used by the bank in guiding the entire change process. lt was 

further revealed that vision and strategy are then communicated appropriately to all the 

stakeholders. Communication was found to be very significant in change management 

since it enables the bank to create awareness among the stakeholders thus avoiding any 

cases of resistance from the stakeholders involved. The bank also adopt the quick win 

trateg) by consolidating the quick wins in order to enhance more achievement and 

·ucce s in change management. 

I he ·tudy indicated that there are a number of challenge that ha e bank limited face . 

durin!! it change management pr e s. The · challenge include rc istance fr m ·omc 

indi\ iduaL ''ho are not willing to hangc: I, k of ·upp )rt from top managcn11.:nt. Inc\., of 



enough resources both financial and human resources that may be required for specific 

change initiatives. 

5.3 Conclusions of the tudy 
The drivers of hang~ in ha 'e bank limited are the environmental changes that occur in 

the business cnvir nm ·nt. The environment presents opportunities that the bank may 

want to e:Jl it hence the need to change. The bank may also adopt change as one way of 

audre · ing orne of the threats that exist in the environment. The bank utilizes strategies 

uch a communication, creating urgency for change, constituting a steering committee, 

developing a vision and strategy for the desired change, educating stakeholders on how to 

act on the strategy and consolidation of short term wins. The main challenges include 

resistance from some individuals who are not willing to change; lack of support from top 

management; lack of enough resources both financial and human resources that may be 

required for specific change initiatives in the bank. 

5.4 Recommendations of the Study 

The study revealed that there are occasions when top management may not support a 

change initiative and this becomes a challenge in obtaining success. It will be important 

for the bank to ensure that all change initiatives involve the top management in order to 

achieYe success. 

The tudy al o establi h d that orne employee re i t change G r th sak fit. It v ill be 

1mp rtant for the bank to explore other c;trategic )r hange management c;u h a · imilicit 

and e:plicit coerciOn on thos \\ho comph:tdy resist or dcr.til the ch.mge pm ·css . 

s 



Negotiations with stakeholders may also be utilized as a possible change management 

strategy. 

5.5 Limitations of the Study 

This study wa. a en. , tudy of hase Bank Limited aimed at establishing its change 

manag 'nH.:nt ·tt-.Jtc 1il: · and challenges. The findings are therefore limited to this scope 

and ma n t be direct) applicable to any other organization. 

Time wa of essence in the study hence the reason why the study looked at overall 

change management strategies at Chase Bank Limited. If it were possible in terms of 

resources. the study would analyze the strategies that have been adopted in specific 

change initiatives as well as the challenges the bank faced in each one of them. 

5.6 Suggestions for Further Research 

The findings of this study may be compared to another study in a comparative study in 

order to establish any similarities and differences on change management strategies 

adopted by other organizations. 

This study can also be replicated to include the entire banking industry. Thi will also 

serve as a benchmark to Chase bank limited for best practices on change management in 

the banking industr in Kenya. 
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APPENDICES 

Appendix 1: Interview Guide 

1. When did Chase bank fir 1 begin its operations and how did it start? 

2. What arc th vi i n, mi. sion and trategy of the bank? 

3. What pro lu ·ts tlo s the bank oiler to its customers? 

4. Whnll) 1 ' t f hangc i currently taking place in the bank? 

5. What \\ere the main drivers of the change that is currently taking place? 

Who v\ere the initiators of that change? 

7. What strategies is the bank using to manage the change? 

8. How effective are the strategies currently being used in change management? 

9. What has been the reaction of the employees towards change management in the 
bank? 

10. How does lack of commitment affect change management in the bank? 

11. Are there occasions when you lose focus in the change management process? 

12. What organizational obstacles affect change management in the bank? 

13. What other challenges to change managements have you witnessed? 

14. How does top management affect change management in the organization? 

40 


