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ABSTRACT

In today’s globalised economy, competitiveness aochpetitive advantage have become the
buzzwords for corporate around the world. Corpsraterldwide have been aggressively trying
to build new competencies and capabilities, to ren@ompetitive and grow profits. As
organizations seek to enhance their competitivétipns in an increasingly global marketplace,
they are discovering that they can cut costs, mairquality and improve their performance by
undertaking organizational restructuring strate@yganizational restructuring has attracted
much attention from academics not only becausenterns a wide range of aspects but also due
to its implications for firms to adjust strategregarding to the dynamic business environment,
and eventually enable firms to create and retancthimpetitive advantages. Firms may obtain a
core competence of continually acquiring other §rmestructuring, and retaining certain firm
assets, whiledivesting others. The study sought to establish itfieence of organizational
restructuring as a strategy on the performancé®fienya Commercial Bank. The study used
case study research design. The study used pridaaywhich was collected using an interview
guide. The data obtained was analyzed using comtealysis. The study found out that the
Kenya Commercial Bank undertook restructuring whiavolved disposal of non-core assets,
outsourcing of key services, closed of non-proféadperations; staff rationalization; change in
executive management, defining, a set of core galaenission statement and vision as well as
by re-branding and restructuring of non-performiogns portfolio. Restructuring was found to
have resulted in improved performance of the bartieiims of reduction of operating costs, non-
performing loans, increased market share and graw#iareholder value (Profit & Return on
Capital). The study found out that the bank encenaut resistance from employees for fear of
losing their jobs. At the same time employees aslsipners resisted management attempts to
sale the bank headquarters. To counter the chaletigg bank ensured that there was effective
communication and also they trained employees dieroto change their culture. Organizational
restructuring should be informed from situationadséd analysis of the firms operating
environment and aimed at adapting the busineshamging business environment with top
management support being a key ingredient to seftdgwocess.
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CHAPTER ONE
INTRODUCTION

1.1 Background of the study

Organizational restructuring has attracted muchn#étin from academics not only because it
concerns a wide range of aspects but also dues tintlications for firms to adjust strategies
regarding to the dynamic business environment,emeditually enable firms to create and retain
the competitive advantages. Firms may obtain a congpetence of continually acquiring other
firms, restructuring, and retaining certain firmseis, while divesting others. Hitt, Ireland and
Hoskinsson (2007) noted that organizational redruwy has increasingly become a staple of
management life and a common phenomenon aroundvohnid as unprecedented number of
companies across the world have reorganized thefisiahs, restructured their assets,
streamlined their operations and spun-off theirisiiims in a bid to spur organizational
performance. Restructuring is a complex issue mi#tike or break implications on organizations
(Higuchi Yoshio, 2004).In organizations which resturing result to massive layoffs and
redundancy will have problems with dissatisfied types who feel left out of the change
processes thus leading to poor performance. Ircteféechange management, the focus should
be on information gathering, communication andre®y so as to engage all stakeholders. On
the other hand, some organizations have registaredncrease in profits and customer
satisfaction in return to proper execution of nesturing strategy. The other benefits include
reduced cost base while creating more efficienicsiires, effective processes and high labour
output. It has enabled numerous organizations gpamed quickly and more effectively to new

opportunities and unexpected pressures so asestablish their competitive advantage.



The study is based on the Resource-Based View lamddynamic capabilities theory. The
Resource Based View theory emphasizes the interesburces of the organization in
formulating strategy to achieve a sustainable cditiyge advantage in its markets (Gibseial.,
2010). If the organization is seen as made of messuwhich can be restructured to provide it
with competitive advantage then its perspectivesdodeed become inside out. In other words
its internal capabilities determine the strategwice it makes in competing in its external
environment.Resource-based theory (Barney, 1991) proposedithafctivities and performance
depend on firm-specific availability of resourcesl &apabilities to deploy these resources. Resource
availability, therefore, has the potential to imfice restructuring and its outcom&n the other
hand, Dynamic capability theory focuses on survighla firm rather than achievement of
competitive advantage. It was defined by Teecd.atl897) as the firm’s ability to integrate,
build and reconfigure internal and external compets to address rapidly changing
environment. Firms are more likely to achieve ggrperformance through the stable deployment

of resources, supported by capabilities that corfimiis to consistent strategies (Barney, 1991).

In KCB Ltd, Restructuring began in the year 2011 r&wview the bank’s corporate and
governance structures, business model as wellvésargob roles and people placement within
roles across the business. These changes arg/strigen by business needs and will enable the
bank to focus on its objectives of improving custonservice, leading through innovation,
growing market share particularly in small and medienterprises .Kenya Commercial Bank
has registered good performance in the recent ylmgite high competition in the industry. In
the year 2013, KCB Ltd registered a profit of 2Billion up from 17.2 billion the previous year

2012, an increase of 16.9% (KCB press release,stlayr2¥ Feb 2014). In its final results



going forward the bank is expected to improve itsfgrmance in the backdrop of new
opportunities in both domestic and regional markbtsa bid to grab these opportunities, the
bank has to ensure that it maintains its cost atmum level in order to improve its performance
while at the same time ensuring customer satigfactihis therefore calls for the development
and adoption of strategies that will respond to ligh competition in the industry, to both
safeguard their niches and to enlarge their magkate. These strategies include organizational
restructuring, outsourcing none-core services, gimgnwork processes by assigning employees

more tasks and requiring them to learn new skitisrag others.

1.1.1 Restructuring Strategy

Restructuring is the process of making major changen organization’s structure. It involves
reducing the management levels and possibly chgnggmponents of the organization through
divestiture and or acquisition, as well as shrigkihe size of the work force (Bartol and Martin,
1998). Restructuring a corporate entity is oftemeaessity when the company has grown to the
point that the original structure can no longerceghtly manage the output and general interests
of the company. Bowman and Singh (1998) indicatg trganizational restructuring involves
significant changes in the organizational structfréne firm, including redrawing of divisional
boundaries, flattening of hierarchic levels, spnegdf the span of control, reducing product
diversification, revising compensation, reformingrmorate governance and downsizing
employment. According to Pearce and Robinson (20&$jructuring is one of those terms that
reflect the critical stage in strategy implememativhere managers attempt to rationalize and
recast their organizational structure, leadersbiture, and reward systems to ensure a basic
level of cost competitiveness, capacity for respanguality , and the need to shape each one of

the terms to accommodate unique requirements ofdtrategies.
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Organizational restructuring provides potential better integration and improved performance
of firms. However, the condition to achieve tha,Aanburgey et al., (1990) demonstrate, is the
coherency of the restructuring program. A firm reed reorganize its activities in order to
remain competitive as well as retain existing cogrs and attract new ones. A firm is assured
of a competitive advantage only after others’ effaio duplicate its strategy have ceased or
failed. Even if it achieves a competitive advantagean sustain it only for a certain period of
time (Hitt, Ireland and Hoskinsson, 1997). The sb@éh which competitors are able to acquire
the skills needed to duplicate the benefits ofra’s value-creating strategy determines how long
a competitive advantage will last. Understandingvho exploit its competitive advantage is

necessary for a firm to earn above-average returns.

Byars (2002) contends that an organization camugsire during both good and bad times. The
need to restructure may be triggered by variousefrsuch as the business expansion of the
organization, products or customer base diverséypansion of product lines through
acquisitions, or entering into a joint venture wéhother company in a bid to access bigger
markets. Byars (2002) further postulates that tla@eemany factors that affect the structure of
the organization, but the structure of the orgarmacannot be altered every time one of these
factors changes. Perpetual restructuring will edgem state of chaos and confusion within the
organization. The organizational restructuringlsoanot a panacea to poor product offering, bad

strategy or filling of positions with unsuitabledimiduals.



1.1.2 Organizational Performance

Organizational performance is the final achievemaint@an organization and contains a few
things, such as the existence of certain targassahperiod of time in achieving these targets and
the realization of efficiency and effectiveness b€in et al., 2010). On the other hand,
organizational performance refers to ability oferterprise to achieve such objectives as high
profit, quality product, large market share, gowdcial results, and survival at pre-determined
time using relevant strategy for action (Koontz &whnell, 2003). Organizational performance
can also be used to view how an enterprise is doingrms of level of profit, market share and
product quality in relation to other enterprisestie same industry. Consequently, it is a
reflection of productivity of members of an entésprmeasured in terms of revenue, profit,

growth, development and expansion of the orgamnati

Organizational performance includes multiple atitgi that help in establishing the goals of the
organization, and monitor the progress towardstainget (Johnsomrt al., 2006). It is used to
make adjustments to accomplish goals more effigierand effectively. Organization
performance is what business executives and owarersisually frustrated about. This is so,
because even though the employees of the companlyaad-working and are busy doing their
tasks, their companies are unable to achieve @nenpt results. Results are achieved more due
to unexpected events and good fortune rather thaefforts made by the employees. However,
for any business to be successful, functions mestidiined and accomplished. Organizational
performance is affected by myriad factors includitige lines of communication and command
connecting these individuals; the resources aratnmdtion to which the individuals have access;
the nature of the task faced by the individualst tire type and severity of the crisis under which

the individuals operate (Richard et al., 2009)
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1.1.3 The Banking Industry in Kenya
The Banking industry in Kenya is governed by thenPanies Act, the Banking Act, the Central

Bank of Kenya Act and the various prudential guites issued by the Central Bank of Kenya
(CBK). The banking sector was liberalized in 19898 axchange controls lifted. As at December
2012 there were forty five banking and non-bankituigons, fifteen micro finance institutions
and one hundred and nine foreign exchange bur€aues.the last few years, the banking sector
in Kenya has continued to grow in assets, depqgsitditability and products offering. The CBK
(2011) emphasizes that the banking institutions meled to cope continuously with changing
business environment and a continuous flood of neguirement via a robust ICT platform,
while staying sufficiently agile. Consumers willitmue to demand individualized services, and
to demand them faster than ever. Hence banks onliimue to aggressively design new products
that leverage on ICT to remain competitive. Downeatning into the retail market segment will
also be expected to continue particularly with aiméicipated licensing of deposit taking Micro

finance Institutions.

In the coming period, according to the CBK (20G8yersification into other financial services
is also expected as consumers increasingly seek ‘&top financial supermarket.” These
developments are expected to enhance banking peobamg offered and bring more Kenyans
into the banking space. However, the main challerfgeing the banking sector today include
the Finance Act 2008, which took effect on 1 Jan09 that requires banks and mortgage
firms to build a minimum core capital of Ksh 1 lmh by December 2012. This requirement, it is
hoped, will transform small banks into more stabiganization. The implementation of this
requirement poses a challenge to some of the rgibinks and they may be forced to merge in

order to comply with the act. The Kenyan bankinduistry has continued to grow both in terms
6



of new local and foreign entrants, customer andosiéase, regionalization and increased
scrutiny from the regulators specifically the CahtBank of Kenya. This new shift in the

Kenyan banking industry can be attributed to therklization of the sector, increased adoption
of information technology and improved businessiramment due to reforms being undertaken
in the political, economic, social and culturalde With these changes, the level of competition
in the banking industry has reached an all levghland coupled with an enlightened customers
and increased scrutiny from the regulators, loealkls have had to shift their attention to human
resource which is the most important asset foraggnization and it is the source of achieving

competitive advantage.

1.1.4 The Kenya Commercial Bank Ltd

The Kenya Commercial Bank Ltd, then National Bafkralia, started in the year 1896 with
operations only at the coastal region targetingrimss at the port. The bank later expanded its
operations into Nairobi and merged with GrindlaysB to form National Grindlays Bank .It set
its head office in Nairobi. The Government of Kera@uired 60% shareholding in National &
Grindlays Bank after independence, in an effortbting banking closer to the majority of
Kenyans. The National and Grindlays Bank was rembifenya Commercial Bank Ltd in 1970
after the government acquired 100% ownership ofbaek’s shares. In the most recent rights
issue in 2010, the Government has gradually reditseslake in KCB Ltd to 17.7%(KCB Press

release, Q1 Group Financial Results).

The bank has over the last 5 years expanded to Afriean countries like Tanzania, Southern
Sudan, Uganda, Rwanda and latest Burundi. KCB ktdisted on the Uganda Securities

Exchange, Dar-es-Salaam Stock Exchange and Rwdodk Bxchange. KCB Ltd is the largest
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bank with an assets base of Kshs 411B (www.kcbegolk Kenya, KCB Ltd has the widest
network with 238 branches, 950 ATMs and 7,181 aggehthas future plans to infiltrate other
markets like the Democratic Republic of the Conigthiopia and Zambia so as to increase its
market presence. KCB Ltd major challenge over thary has been increased competition and
technological advancement which has seen it chémoge a conservative bank to a paperless
modern bank. In the midst of other banks sellingilar products and services, KCB Ltd has
applied innovation strategy to manage competitibhus the bank has to be dynamic by
innovating new product and services. One of thesminat the bank has improved service
delivery is through Internet and mobile banking.eThl-Banking product called M-Benki
account enable customers to make deposits, bamdiotransfers and balance enquiries through
reliable and secure environment. Internet bankiag ealled I-Banking has made it possible for
financial activities to increasingly be conducteat m banking halls, insurance agencies or the
offices of financial advisors but instead via etentc devices or in unconventional locations
such as restaurants, railway stations, grocer'spshand even on a bus. Technological
innovations promise to transform how people transfeney to family members, pay for food at
the farmers market, secure loans from peers ard caipital to fund business ventures. Recently,
the bank underwent a restructuring process thensetineving from good to great”. The
structure was aimed at positioning the bank onorisney to becoming a Pan African bank. It

also aimed at providing a delightful customer eigrare to the customers.

1.2 Research Problem
In today’s globalised economy, competitiveness aochpetitive advantage have become the

buzzwords for corporates around the world. Corgaratorldwide have been aggressively trying



to build new competencies and capabilities, to rernampetitive and grow profits (Mantravadi
and Reddy, 2008). As organizations seek to enhahe& competitive positions in an
increasingly global marketplace, they are discangethat they can cut costs, maintain quality
and improve their performance by undertaking orgational restructuring strategy. However, to
be able to achieve this, the service delivery pgsaeeed to be carefully defined, negotiated, and
agreed upon considering involved parties' needsjsvand preferences. For an organization to
become profitable it must put in place strateglest position itself in market dominance and
improve the firm's overall performance. SubsequentHitt et al.,, (2007) noted that
organizational restructuring has been recognized agtal tool to confront the competitive

pressure in the market and also as a tool of impgothe performance of these firms.

With intense competition from both domestic anceinational players, rapid innovation and
introduction of new financial instruments, changoansumer demands and explosive growth in
information technology, the way in which commerdiahnks conducts business and reaches out
to its customers has significantly changed andefoee in order to survive and adapt to the
changing environment, commercial banks are puttiege input on understanding the drivers of
success, like better utilization of its resourcéscl{nology, infrastructure and employees),
process of delivering quality service to its cuséosn coming up with strategies to manage its
loans effectively and performance benchmarking ughorestructuring of its operations. The
banking sector plays a significant role in the gitoaf economies all over the world especially in
Kenya. In addition, the banking industry is onele most profitable in Kenya, however, due to
liberalization, globalization, technological advantent and more enlightened customers, it has

been faced with huge non-performing loans, highrloead costs, and difficult operating



environment. Banks have had to restructure thesingss operations in order to improve their

organizational performance and shareholder value.

The international studies that have been undertakerorganizational restructuring include
Oloyede and Sulaiman (2012) study on comparatiadyais of post restructuring performance
of firms in financial and real sectors in Nigeridhe findings of the study was that restructuring
has significant effect on the profitability, liquig and solvency of firms in real sectors and that
restructuring does not have any significant effectfirms in the financial sector. Udoka &

Anyingang (2012) undertook a study on the effectcofporate restructuring in the banking
industry and economic growth in Nigeria. The firghrrevealed that foreign direct investment,
aggregate capital to the private sector, signifiganfluenced economic growth in Nigeria. The
result also revealed that pre-tax profit for allnk& and number of employees of banks
significantly influenced economic growth in Nigerigal et al., (2001) undertook a study on
organizational restructuring in European telecomications and established that a firm’s
decision to restructure is influenced by a changethe firm's objectives, political/legal,

technological, economic and socio-cultural factevih a greater weight being set on the firm’s

objectives, technological change and economic facto

The studies that have been undertaken locally gamzational restructuring include Kithinji

(2010) who researched on evaluation of bank restring approaches adopted by the three
leading commercial banks in Kenya. The findings evérat the banks undertook operational
restructuring and asset restructuring. On the otm@nd, Amboka (2012) researched on
organizational restructuring as a strategic apgrdacperformance by Safaricom Limited and

established that the notable of restructuring weggoved customer service, initiatives to retain
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high value customers, delivery on cost initiatia@®med at improving margins, focus on quality,
product differentiation and value creation. FinaMgige (2012) undertook a study on corporate
restructuring and firm performance in the bankiagtsr of Kenya. The findings of the study was
that restructuring resulted in performance improgemin terms of market share growth,
competitiveness, growth in quality of products, graphical spread and customer retention.
Further findings revealed that banks used diffestrategies of restructuring which had different
motives in influencing performance. Owing to afarentioned studies, none of them considered
the implication of restructuring strategies on parfance of Kenya Commercial Bank Ltd. This
study seeks to determine the effect of organizatioestructuring on performance and the
challenges encountered by Kenya Commercial Bardkganizational restructuring. This study
seeks to achieve the following question; what éftemes organizational restructuring have on
the performance of Kenya Commercial Bank? Whatlehgés did Kenya Commercial Bank

encounter in organizational restructuring?

1.3 Research Objective

i. To determine the effect of restructuring strategyperformance of the Kenya Commercial
Bank Ltd.
ii. To establish the challenges encountered by the &e@pmmercial Bank Ltd in

implementation of restructuring strategy.
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1.4 Value of the study

The findings of the study benefited other comméroanks and all other related industries as
they understood the influence of restructuring cgrfggmance of organizations and the
challenges facing the banking industry as regasdsructuring and make the necessary

adjustments when they undertook restructuring éir thrganizations.

For the commercial banks policy makers, the stuthught light to the implication of the
different modes of restructuring strategies ongrentince of the banks and brought out the long-
term and short-term outcomes of the strategiess Trhiturn helped the banking institution in
identifying the best strategy that suits their aiton and that which enhanced superior
performance and competitiveness. To the investosgdiened their knowledge when faced with
restructuring decisions by analyzing their effestperformance of the firms they are involved

and have invested in.

The outcomes of this study gave rise to the fortrarlaof an appropriate strategic framework
that assisted organizations in implementing orgetional restructuring. Moreover, the findings
of the research were used to develop new modelsriglementing organizational change that
was adapted to various change situations. Thisysuias therefore be of value to academicians
and researchers, commercial banks policy makergstiars and the government. To the
researchers and academicians it provided morehihgip the implication of restructuring on
performance and build their body of knowledge farenexpounded research which they used as

a reference for future studies.
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CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

In this chapter literature of relevance to the gtuds reviewed. Key areas of literature that took
center stage in this section include the theoretreanework. The study further put in context
organizational restructuring and organizationalfqrenance, and organizational restructuring

challenges.

2.2 Theoretical Foundation

The resource-based view assumes that resourcdsetm@geneously distributed among firms
and imperfectly mobile. The Resource Based View\(RBieory emphasizes that the internal
resources of the organization are important in fdating strategy to achieve a sustainable
competitive advantage in its markets. Firms thatspes and exploit resources and capabilities
that are valuable and rare will attain a competitadvantage Barney (1991). Resource-based
theory seeks to delineate the set of market fnstithat would lead to firm growth and
sustainable economic rents (via isolating mechasjisResource availability has the potential to
influence restructuring and its outcomes. In otlerds its internal capabilities determine the
strategic choice it makes in competing in its exdérenvironment. Organizational capabilities
are combinations of human skills, organizationacpdures and routines, physical assets, and
systems of information and incentives that enhgrmedormance along a particular dimension

(Cameron and Smart, 2008).
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According to resource-based theory, organizationshwo maintain a distinctive product
(competitive advantage) and will plug gaps in reses and capabilities in the most cost-
effective manner (Krim, 2003). This theory emphesithat resources internal to the firm are the
principal driver of a firm's profitability and stegic advantage (Barney, 1991). It rejects
traditional economic assumptions that resourcetaneogeneous and perfectly mobile. Instead,
it argues that resources are heterogeneously llisgd across firms and are imperfectly
transferred between firms (Barney, 1991). Barne99{) categorized resources into three
groups: physical resources such as plant, humaoumess and organizational resources.
Resources enable a firm to conceive of and implérsategies to improve its efficiency and
effectiveness. Organizations can obtain above-nlometarns if they can use their existing
resources to sustain competitive advantage by #xgoopportunities in the market or
neutralizing threats from competitors' strategisoreces. Resources might be imperfectly
imitable if they involve unique history, causal agwty, or social complexity Barney (1991).
Similarly, resources are non-substitutable if aaptbrganization is not able to implement the

same strategies by using alternative resources.

Dynamic capabilities are often related to knowledgerkers and knowledge intensive
organizations operating in rapidly changing turbtlenvironment (Eisenhardt and Martin,
2000). This view proposes that capabilities for te@sg change are most essential elements of
sustaining a firm‘'s competitive advantage, espBciah conditions of rapidly changing
environment. Therefore, organizational capabilitee® products of constant learning and
relearning about the firm's activities, its suppdieand customers and its own members.
Similarly, capabilities are firm-specific: they r@s in the organizational setting in which they

were developed and used (Carbery and Garavan,.2004)
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2.3 Organizational Performance and Restructuring Strategy

Organizational restructuring enhances the prospémtsimproved performance for firms

(Hoskisson and Turk, 2006) via strategic reorieotgt organizational configuration and

governance structure adjustment. It provides arodppity to transfer assets to higher valued
users hence recapturing competitive advantages hiaae been dissipated from over-
diversification and a more focused strategy basedare business which is likely to produce
higher profits. This argument is supported in thedg of Duhaime and Grant (2004) which

found higher gains produced by divestitures undeumstances of a related strategy. Bowman
et al., (1990) contend that its impact on performanceoistingent on the circumstances under
which it is initiated but they add that generality)Jeads to the smallest impact on economic
performance. Thus in their overall conclusion, theyed that many forms of restructuring have
positive but modest effects on performance, medsuréerms of both accounting returns and

shareholder returns.

Bowmanet al., (1999) indicate that these intermediate effectsiccdbe an emphasis on cash
flows and changes in managerial incentives. Indage of organizational restructuring, these
effects could be in form of greater employee satisbn, reduced turnover, increased
efficiencies and better communication. In the aminof the authors, these intermediate effects
may have some impact on financial performance on@mic wealth of the corporation and the
effect may be perceptible in a few years. Orgamopat restructuring provides potential for

better integration and improved performance of §ir@rganizations with designs that facilitate
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information processing and accurate decision makmguld exhibit higher performance when

faced with crises as well as in other situatiorexi@®v and Davy, 2008).

The resource-based view stresses the importanttee ahtangible resources and capabilities of
the firm in the context of the competitive envirogmh In this way, the firms that devote their
internal forces to exploit the opportunities of #evironment and to neutralize threats while
avoiding weak points are most likely to improveitheerformance than those that do not do the
same and also are also able to build a good reputaThe company’s organizational
restructuring is its response to the situatiorhm competitive environment. These are important
as with the implementation of the right restructgristrategies, the company can sustain its
positive growth and high rates of return- the twosmimportant value drivers (Kolleret al.,

2010).

2.4 Restructuring Challenges

In order to perform effectively, restructuring isneo of the strategies implemented by
organizations. Management often cites operatioratructuring as necessary for improving
efficiency, controlling costs, and coping with tbleanging business environment. When firms
are dealing with negative earnings and/or econaownturns, operational restructuring is often
initiated as a rescue tool. Such environmental ghsuthave placed corporations under increased
competition domestically and internationally. Howev organization must realize that
organizational restructuring is not an easy exerdidany organizational changes fail or do not
realize their intended outcome. Other than thagrathange has been implemented, some firms

recover and prevail, while others fail to surviResearch on organizational change reveals that
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many change programs are likely to face problentgars (1996) shows that, organizational
change can be traumatic for many individuals. Mersiployees believe that restructuring can
create a stressful working environment and it cHecttheir motivation level. Furthermore,
employee experiencing organizational change atrsopal level often feels threatened and is
fearful. The idea is to make the organization mdlexible and competitive, but this
unfortunately, tends to happen at the expense qflay@e security and career prospects.
Workers begin to feel high levels of stress. Théseelopments in turn do adversely impact on
employees’ performance, commitment to work andrtphysical and psychological wellbeing.
This also creates a huge burden for managers siegeworkload increases whilst they have to

manage angry employees (Hayes, 2002).

Bargrain et al., (2003) organizational restructuring makes the womskfeel powerless. Any
change in the organization is likely to cause utacety among workers as it challenges their
sense of control and competence. This is so beaaose employees do not have strong self-
esteem and inner recourses, and therefore do meotheenselves as architects of their own
destiny. The process of organizational change shthérefore be implemented in a more
structured and professional way. It should not dotus on change management but also should
ensure that individuals are empowered. Organizaliogstructuring is a process that requires a
great deal of change management. It is for thatoreahat communication becomes one of the
cornerstones of a successful organizational resiting. Effective communication with
employees plays a vital role during the restruomnperiod of any organization as it helps to
properly inform the employees about the changets Adlps to remove the uncertainty and allay
fears amongst employees and therefore may overaagneesistance that may result thereof.
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Culture does play a valuable role in managing ceaR@ton and McCalman (2000) contend that
every organization has a very special culturalgtegplan. This unique blueprint determines the
way in which the organization interacts with itsreundings and also how it manages its people.
For the organization to manage its change effdgtiieneeds to understand the way in which its
cultural web and a changing environment are comdecOrganizational restructuring does
change the size of divisions or departments angoeer of certain individual managers. Those
whose feel threatened that restructuring will ertiteir power base are more likely to resist
restructuring. In a power culture, it is the resgbility of top executives with highest authority
to stop the bitter disagreement at lower levelsiltiegy from the restructuring process. It is
therefore imperative for those executives to edgmnselves with conflict handling techniques
to enable them to effectively manage the changegss It is also the duty of the top
management to ensure that the new structure obthanization does not make the skilled
employees who are vital for the survival of theamigation feel isolated. Indeed, it might help
them to acquire the services of an outside orgéniza development consultant to deal with the

power conflict triggered by restructuring (Pheys2g03).

Organizational justice is one of the key considerst in any restructuring process, particularly
when job losses are inevitable. Employees will gsvanake their own judgments about the
fairness of the decisions taken during a restrugjuprocess. Such perceptions do have serious
impact on the behaviour and attitudes of employ@ésen employees feel that they were not
treated fairly, they may sabotage the restructupiogess and vice versa. Fairness also decreases
the levels of stress amongst employees, enhanci&srpance, job satisfaction and commitment

to an organization. It also promotes organizatianitenship behaviours that help in assisting
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fellow employees to carry out their jobs as welpasitive attitude towards the organization. Top
management must always bear in mind that, wheonites to restructuring, the first concern that
employees raise is whether the process was falem. Every effort must be made to ensure
that all the elements of fairness such as trusgtnoess and respect do exist during restructuring
(Cascio, 2002). Organizational restructuring maguase different forms and the most common
challenge of these various forms of restructurgthat they require workflows to be reorganized
and appropriately aligned (Forrer et al, 2004).yTakso require staffing levels to be altered so
that an appropriate level of resources can be miard in a corporate structure capable of rapid
response to changes in the marketplace. On the b#ral, Wilburn (2007) has attributed the
shift due to increased competition from both domesmtd foreign companies. This has led to an
effort by companies to reduce the number of cortgrstiand better meet the needs of their
customers by focusing only on certain consumer saggnwhich has had an effect of reducing

the potential size of the company's customer base.
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CHAPTER THREE
RESEARCH METHODOLOGY

3.1 Introduction
This chapter presents the research methodologywstised to carry out the study. The chapter
describes the proposed research design, datatamtiéastruments and how data was analyzed,

interpreted and presented.

3.2 Resear ch Design

The research design adopted was a case study.eAstady is an in-depth investigation of an
individual, institution or phenomenon. Case studa®w a researcher to collect in-depth
information, more depth than in cross-sectionadis® with the intention of understanding

situations or phenomenon (Cooper and SchindlerQ0a also helps to reveal the multiplicity

of factors, which have interacted to produce thigjus character of the entity that is subject of

study.

The reason for this choice was based on the kngel#uht case studies are the most appropriate
for examining the processes by which events unfaddwell as exploring causal relationships
and also they provide a holistic understandinghef ghenomena. The research design was used
to determine the use of organizational restructuis a strategy on the performance of the

Kenya Commercial Bank Ltd.
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3.3 Data Collection

The study used primary data which was collectedguan interview guide. An interview guide is

a set of questions that the interviewer asks whtarmiiewing. The respondents interviewed were
the managers in charge of information technologysifess development and research,
marketing, corporate affairs, finance, businessesys reengineering and operations. These were
considered to be key informants for this reseanutesthey were involved in the formulation and
implementation of policies and strategies that weeared towards the achievement of

corporations’ objectives.

This method have been considered more often byarasers since it provides more qualitative
information, more depth, more representation, naffieiency, more statistics, and more value
(Stokes and Bergin, 2006). The interviews were sgmictured so that some questions can be
omitted or added if some new and useful informattome up through the whole procedure,

which were face to face interviews.

3.4 Data Analysis

The data obtained from the interview guide was ya®a using content analysis. Content
analysis is the systematic qualitative descriptibthe composition of the objects or materials of
the study (Hsieh and Shannon, 2005). It involveskeobation and detailed description of objects,

items or things that comprise the object of study.
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Content analysis, as a class of methods at thesedion of the qualitative and quantitative
traditions, is used for rigorous exploration of mamportant but difficult-to-study issues of
interest to management researchers (Carley, 2Q@itent analysis has a number of advantages.
This includes its non-obtrusive character, useattirally evoked verbal behavior as the source
of value-data; suitability for carrying out longitimal research given the availability of different
kinds of text over long periods of time; and itstgynatic and quantitative approach to dealing

with qualitative, text data (Kabanoff and Daly, PO

22



CHAPTER FOUR

DATA ANALYSIS RESULTS AND DISCUSSION

4.1 Introduction
The research objective was to establish the efédcbrganizational restructuring on the
performance of Kenya Commercial Bank. This chaptesents the analysis and findings with

regard to the objective and discussion of the same.

4.2 Interviewees Profile

The interviewees comprised of both top and middEnagement of Kenya Commercial Bank
(KCB). In total, the researcher interviewed seveterviewees out of the nine that had been
intended to be interviewed. Two of the interviewaese not available during the interview. The
duration in which the interviewees have been hgldime current position in the KCB varied

from two to thirty three years. Five of the intewees have held the position for more than five
years while the other three had held the positmmldéss than five years. This indicates that
majority of the interviewees have held the positiona longer duration of time and therefore

understand the effect of restructuring on perforoeanf the bank

On the question regarding the duration the respusdéave worked in the bank, the
interviewees said that they have worked for a peabbetween six and thirty three years and
therefore they are well versed with the happeningbe bank. On the level of education, three
of the interviewees indicated that they were posidgate holders while the other four

interviewees indicated that undergraduate was thighiest level of education and therefore in
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relation to the number of years they have workethebank, the researcher had confidence on

the information being given on restructuring in bank.

4.3 Restructuring Strategy

Restructuring has been adapted by managers inatewelustries so as to streamline cost,
increase productivity and revenues, improve emm@sywelfare, increase shareholders wealth,
enhance efficiency and improve performance amohgratasons. The study tried to establish
how KCB has undertaken organizational restructuripgr this objective to be achieved, the
researcher studied how the bank undertook restingturhe findings of this study indicates that

KCB undertook restructuring by disposing of nonecassets, outsourcing of key services,
closed of non-profitable operations; change in aee management, defining, a set of core
values, a mission statement and vision as well yasekbranding and restructuring of non-

performing loans portfolio. At the same time thakbavited employees who would like to take

voluntary retirement scheme to apply for considematand this reduced the number of

employees working in the bank. In order to resptmdnarket dynamics, the bank also in the
year 2011/2012 engaged consultants who recommethéectorganization of the bank through

corporate restructuring which resulted in streamginof organizational structure, functional

restructuring/change of functions and merging gdadttments. The restructuring was undertaken
with the aim of positioning the bank with a view tking advantage of its potential and

maximizing its returns and this was to be achietnedugh five pillars which were identified as

business staff, information technology and intepracess.
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The interviewees noted that the restructuring egpatthat was used in the bank took several
forms which include the use of both corporate amerational strategies with a view to
increasing shareholders’ value and operationatieficy. The bank also undertook some drastic
measures which involved downgrading some jobs dieroto manage its operational costs which
were taking a lion’s share of the bank profits. Bogpes are an organizations greatest resource
and therefore since restructuring affect the engedgy the bank took measures to ensure that its
employees were involved in the process in orderethuce resistance to the changes. In this
instance the bank involved all the employees inglecesses is so far are there buy-in were
encouraged. In relation to process changes andemmitation of information technology

infrastructure almost every other employee perdpmads provided.

Communication with the employees is essential flacéive implementation of restructuring. In
order to ensure that the restructuring was undentak the bank as intended, the interviewees
noted that there was good communication with evegyon the bank to ensure that every
member of the staff knows exactly what is happemmnte bank. This was achieved through the
restructuring idea being cascaded to the employd®se they gave their ideas and each step
being communicated to them. The medium through kvimtormation is passed has effect on the
passage of the message and effectiveness, theiéwtees were asked whether the medium used
was effective in communication of restructuringatggy and they noted that the bank used
several medium which includes staff newslettersno® internal circulars and workshops. This
medium was found to be effective and thereforerweiring message was received by the

employees who supported the process as they wene afithe effect.
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4.4 Restructuring Strategy and Performance

The consequences of restructuring can be concggmdah terms of intermediate effects which
may have positive or negative outcomes and theésenediate effects may have some impact on
financial performance or economic wealth of the kha@n the question regarding the
performance of the bank after restructuring, thail shat the performance of the bank has
increased year by year through reduction of opggatosts, non-performing loans and growth in
shareholder value (Profit & Return on Capital). yiferther noted that the bank has been able to
compete with other commercial banks as they haearsiined their operations which enable the
bank to respond quickly to the changes in the ntaftehe same time technology has driven the
bank to come up with products such as mobile bapkitternet banking and agency banking in
order to ensure that the customers undertake tfagisactions whenever they are and this helps

to maintain their customers.

Restructuring has equipped KCB with the requistmpetencies needs to capture opportunities
that present themselves in the operating envirohigaugh leadership in focused value. The
change of leadership in the bank has seen the tadekaggressive undertaking to reclaim its
market share which was reducing due to competftimm other institutions. The bank leadership
has been quick to respond to market changes watthugts that suit the industry and an example
was given by the interviewees that in order toitdép the diaspora market the bank has partnered
with the diaspora Sacco to offer loans to thosediyvn the diaspora. This was aimed benefiting
the bank from the money that has been remittedhbset in the diaspora which as per the Central
Bank of Kenya figures stood at 72 billion as atyJihis year. KCB being the largest bank in
terms of assets in Kenya has undertaken aggresseeting, opening of more branches across
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the region and use of technology in order to ineeeigs market. The interviewees said that the
bank has also undertaken other measures in ordecrgase its market share and these include
improved brand image, more visibility, optimal $itad, improved customer satisfaction,

increased customer base.

Competitiveness is evidently a decisive factor $orvival in the business world and it is
sustained through constant improvement and upgyadiine competitiveness of KCB was
indicated to be as a result of its ability to asskemand utilize appropriate combination of
resources through development of existing and ioreaif new resources and capabilities in
response to the dynamic market conditions. The\igeees said that the bank has utilized its
assets to expand to other east African region nerked this has been achieved by the bank
through management skills which has enabled the& baaplement business strategies that
improves its competitiveness. The intervieweeshfurtnoted that KCB has implemented
successful knowledge management by ensuring thas @mployees understands what is being
done in different departments so that in case oéraployee leaves, there is smooth transition.
The management of knowledge creates a flexible etitne advantage that is hard to imitate.
Therefore, the bank acquires a competitive advanbggneans of the relationship of knowledge
with the ability to innovate and to configure axilele structure capable of reacting favorably to

the frequent changes in its environment.

Communication is essential in order for restructgrio achieve its intended objectives. The
interviewees noted that restructuring in the baak been the bank be leaner, more efficient,
better organized, and better focused on its cosenbas and therefore communication within the
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bank has become better after restructuring as #a@agement has come up with policies that
ensures that every member of staff knows exactlgtvid happening in the bank. At the same
time there is constant contact between the exezsiimd the staff which enables the staff to be
free with the management by sharing their ideasvbat needs to be done and this helps the

bank to know its employees needs and respondirig@tiequately.

Restructuring enables the bank to make decisicatswiiil have an effect on current and future
operations of the bank. On the question on whetbstructuring has facilitated information
procession and decision making, the intervieweas that acquisition of IT platforms in every
restructuring effort has not only facilitated infloation processing but also reduced error rates
and re-works impacting positively on customer ssviwhile empowerment at various
management levels has promoted accuracy in decisiaking. At the same time the
interviewees said that the adoption of new techyplmas seen the bank undertake several duties

with the system and this minimizes errors.

Expansion of the bank is guided by the availabiitynarket and therefore restructuring has seen
the bank open more branches so that they can rmath&ir presence in areas that have potential
for generating more income to the bank. At the sime the bank has moved to newer markets
in Rwanda and Burundi and this is part of its sfygtto ensure that the bank has enter to the
untapped markets which has always had a signifietiett on the performance of the bank. The
market in South Sudan has suffered a little setlolagkto the conflict in that country although

the interviewees were upbeat that the other branahe doing so well and therefore there are
minimal changes to their performance although fec$ the banks plan of opening more
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branches. At the same time the interviewees ndigicthe bank has used its efficient information
technology in its expansion as it enables the Waskdquarters to know the progress of the
branches through quick processing of data to inébion while reports such as MIS are easily

accessible hence hastening decision making process.

4.5 Challenges Encountered in the I mplementation of Restructuring Strategy
Restructuring strategy is implemented in organizedi in order to perform effectively by
improving efficiency, controlling costs, and copimgth the changing business environment,
however the strategy is not an easy exercise asgit fail or do not realize their intended
outcome. The implementation of the strategy in lthek was found to have its fair share of
challenges as the interviewees said that therer@gstance to the process emanating from the
employees who were not sure what would happendi jbbs despite the assurance from the
management that there was no mass layoff but ratblentary retirement. At the same time
employees and pensioners resisted management tdtémpale the bank headquarters in the
central business district following the constructiof another building in the upper hill area.
Also the interviewees said that restructuring psscentroduced new requirements on staff
including cross setting of products and an attemptproductivity measurement which the
employees resisted.

Effective communication throughout restructuringattgy implementation processes offers a
great success to the strategy. Strategies canbenbustained by clarity of purpose and clarity
can only be achieved through changes of behavistuthe same time the culture of the bank
constitutes mostly values and beliefs that are lostel time in the course of doing business.

Therefore the match between communication, cultu@ restructuring strategy is crucial for
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successful implementation of the strategy. Comnatiin and culture of the bank on

restructuring was noted by the interviewees as Ieirapd friendly and made teams feel invited
to shared goals and objectives. On the other haultyre advanced willingness to adopt new
opportunities of doing business. The employees wks@trained in order to change their culture
and perception. This was a noble idea from the gemant as this will enable the employees to
serve the bank with a changed mentality of thetesjsatargeting certain cadre thus instilling

confidence on the employees. The top managemdim¢ same time was found to have used top-
down approach of communication while at the samme tensuring that there was feedback on

issues raised by the employees.

The top management of the bank were indicated éyrterviewees to have played their role in
restructuring as there was daily bulleting from tttg management on the progress of
restructuring with clear direction of the same wesenmunicated. The management of the bank
however was not equipped with conflict handlinghtgques and this hindered effective
implementation of the strategy although it did have much effect on the intended objective of
the strategy. The interviewees said that there uvdgirness in the process in that some staff
whose jobs could not be field internally had togbeen a fair redundancy package. At the same
time there was fairness in the bank in that thegss was voluntary and at the same time the
management allowed employees to apply for all taeamt positions competitively through

internal job advertisement.
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4.6 Discussion of the Findings

As organizations seek to enhance their competifpesitions in an increasingly global
marketplace, they are discovering that they cancosts, maintain quality and improve their
performance by undertaking organizational restmingustrategy. However, to be able to achieve
this, the service delivery process need to be ghyeflefined, negotiated, and agreed upon
considering involved parties' needs, wants andepeetes. The study found out that the bank
undertook restructuring by disposing of non-coreets outsourcing of key services, closed of
non-profitable operations; change in executive rgangent, defining, a set of core values, a
mission statement and vision as well as by re-branaind restructuring of non-performing loans
portfolio. This results are consistent with Bownaard Singh (1998) findings that organizational
restructuring involves significant changes in thigamizational structure of the firm, including
redrawing of divisional boundaries, flattening aédarchic levels, spreading of the span of
control, reducing product diversification, revisingompensation, reforming corporate

governance and downsizing employment.

The study found out that restructuring in KCB waslertaken in order to respond to market
changes and be competition. This findings are sbt&isi with Amburgey et al., (1990) findings
that a firm needs to reorganize its activities rdes to remain competitive as well as retain
existing customers and attract new ones. PerrowRad/, (2008) in their study noted that
organizational restructuring provides potential b@tter integration and improved performance
of firms. Organizations with designs that facianformation processing and accurate decision
making should exhibit higher performance when fas#tl crises as well as in other situations.

This was consistent with the findings of the stualgich established that restructuring has
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facilitated information processing which reducetberates and re-works impacting positively
on customer service while empowerment at variousagement levels has promoted accuracy

in decision making.

Organizational restructuring enhances the prospémtsimproved performance for firms.
Bowmanet al., (1999) found out that the intermediate effectgesitructuring are emphasis on
cash flows and changes in managerial incentiveshéncase of organizational restructuring,
these effects could be in form of greater emplogatsfaction, reduced turnover, increased
efficiencies and better communication. These figdiwere in tandem with the findings of the
study which established that restructuring the qvetince of the bank has improved
considerably year by year, reduction of operatingt€ non-performing loans and growth in
shareholder value (Profit & Return on Capital).

In order to perform effectively, restructuring iseo of the strategies implemented by
organizations. However, restructuring has its @mgles that have to be dealt with in order to
ensure successful implementation of the stratebg. sSkudy found out that restructuring in KCB
encountered challenge emanating from employeestaesie out of fear that they were going to
lose their jobs and also on the planned sell obtreks headquarters. This is consistent with the
findings of Stuart (1996) that, organizational apamcan be traumatic for many individuals since
most employees believe that restructuring can eraatressful working environment and it can
affect their motivation level. In order to deal wihe challenges the bank ensured that there was
effective communication and this was in tandem vigtton and James (2000) findings that
effective communication that is designed to infomonsult and promote action will help in

overcoming both resistance and ignorance amongsiogees.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction
This chapter summarizes the findings and analykishapter four. It sets out to discuss the

summary of the findings, draw conclusions, limaas of the study and make recommendations.

5.2 Summary

The study found out that the bank has undertakganizational restructuring that involves
disposal of non-core assets, outsourcing of keyises, closed of non-profitable operations;
staff rationalization; change in executive managamaefining, a set of core values, a mission
statement and vision as well as by re-branding mesdructuring of non-performing loans
portfolio. The employees of the bank were involugthe process in order to ensure that all they
are aware of the changes in the bank. Communicatitim the employees is essential for
effective implementation of restructuring and thiss achieved by the bank through the
restructuring idea being cascaded to the employd®se they gave their ideas and each step
being communicated to them. The message of regtmgtwas communicated to the employees

through staff newsletters, memos, internal ciraibard workshops.

The study further found out that restructuring baseffect on performance of the bank as it has
increased year by year through reduction of opggatosts, non-performing loans and growth in
shareholder value (profit & return on capital). T¢tenges in the banking sector were found to

have driven the bank to be innovative and they hatveduced several products such as mobile
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banking, internet banking and agency banking. Theysestablished that the market share of the
company had increased as a result of restructuvingh was attributed to aggressive marketing,
opening of more branches across the region, usecbhology in order to increase its market,

improved brand image, more visibility, optimal $itad and improved customer service.

Communication is essential in order for restructgrio achieve its intended objectives and it is
as a result of these that the management of th& leasured that there was effective
communication with all the employees in order tepend adequately to employees concerns.
Restructuring in the bank was found to have fat#itl processing and decision making but also
reduced error rates and re-works impacting posytive customer service while empowerment
at various management levels has promoted accumagdgcision making. The study found out
that the bank has used information technology tprawe their performance through quick
processing of data to information while reportstsas MIS are easily accessible hence hastening
decision making process. The study found out that bhank encountered resistance from
employees for fear of losing their jobs. At the sattme employees and pensioners resisted
management attempts to sale the bank headqudrtecunter the challenges the bank ensured
that there was effective communication and alsg treened employees in order to change their

culture.

5.3 Conclusion
Corporates worldwide have been aggressively trignguild new competencies and capabilities,
to remain competitive and grow profits. For an aigation to become profitable it must put in

place strategies that position itself in market gd@nce and improve the firm’s overall
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performance. However, to be able to achieve this, gervice delivery process need to be
carefully defined, negotiated, and agreed upon idensg involved parties' needs, wants and
preferences. Organizational restructuring has beengnized as a vital tool to confront the
competitive pressure in the market and also asohdbimproving the performance of these

firms.

It can be concluded that restructuring has an eféec organizational performance through
reduced operating costs, non-performing loans aadty in shareholder value (profit & return
on capital). Restructuring increases the markatesbithe company through marketing, opening
of more branches across the region, use of tecgpotoorder to increase its market, improved
brand image, more visibility, optimal staffing amdproved customer service. Communication
was essential for effective implementation of neéstnring process. The restructuring process has

challenges emanating from employees resistance.

5.4 Limitations of the Study

This exploratory empirical investigation into restturing strategy provides tentative avenues for
increasing the probability of success of restruotufunctions and raises many issues for further
study of the restructuring phenomenon. This studg Wimited by its small sample within the

same bank.

The study was undertaken at Kenya Commercial Baorleaand therefore there was no room for
comparison of findings with other commercial bankkhe interviewees were the top

management employees at KCB and therefore therenwasom to compare divergent views.
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Some respondents were suspicious of the studyuglthavere assured on confidentiality of the
information. Limited accessibility to informatiom ithe bank due to confidentiality being

maintained which strained accessibility of data¢heas also a lack of cooperation from some
staff during interviews as they had to go out d@ithvork schedule to respond. The limitations

however did not affect the data collected to uradertthe study.

5.5 Recommendations

The competition in the banking industry has seenmercial banks undertake drastic decisions |
the course of their business and it is recommenbdatthe government and the central bank
should come up with policies that will ensure thfla@ commercial banks undertake business
operations that are above board and also they dtemsiure that there is strict monitoring of their

operations.

The study found out that the bank is the largeshécountry in terms of assets and they have
utilized the assets to expand its operations ierota increase its market share and this study has
implication therefore for the resource based videoty which emphasizes that resources

internal to the firm are the principal driver ofian's profitability and strategic advantage

Restructuring is aimed at increasing efficiencyhating competitive advantage, achieving
synergy and improving firm value. It was also readi that restructuring played a significant role
on the profitability, liquidity and solvency positi of these firms, thereby suggesting that there
has been increase in management efficiency, improgapital adequacy, strengthened

operational capacity and assurance of the contiexesdience of these firms. For restructuring to
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be a success, management needs to take employe® aree concerns into consideration. The
inclusion of employees in planning and implementabf strategies, enable the organization to
use its inherent knowledge in moving theory intagtice. There is need for organizations to;
involve the staff and explain how they will be afied, improving communication, looking for

ways to motivate staff and involve all the stakeleo in the restructuring process.

5.6 Suggestions for Further Study

The study was done on the Kenya Commercial BanWg. dévery organization has its
uniqueness on culture, staff, structure, resouacesthe environment it operates in is different
from others.A similar study should therefore be done on othemmercial banks operating in
Kenya. This will shed more light on the effect ektructuring on performance of the commercial

banks.

The study needs to be carried out on the othegatitig actions to be taken so as to complement
and sustain restructuring in order to ensure timatrmpact of restructuring does not decline with
time as shown in the study. In addition, a studgdseto be undertaken to determine the exact
time frame of the impact of restructuring so asiébermine the most appropriate time for the
next restructuring exercise for optimum implemantat This would enable firms to have time
table for subsequent restructurings in advancedaldime crushes and poor implementations as
this gives the firms ample time to prepare in adeafor the restructuring. Moreover, a similar
study needs to be conducted in a different indusirysee the practical applications of the

findings in the particular industry.
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5.7 Implication of the Study on Policy, Theory and Practice

The findings of the Study have several implicationspolicy, theory and practice for the CEOs
and strategic planning teams. Firstly, it is appatlkat organizations operating in Kenya depend
on their operating environment for their survivatlawith changes in the operating environment,
the business unit need to adapt to the same. Thpeediotable environment brings about
opportunities and threats to the firms operatingrirenment. Consequently, successful
restructuring process to adapt the firm to the detsaf the market and faster decision making
process will lead the business unit to align itselthe demands of the market. The leadership of
the firm would be in the forefront in realizing tte®t objectives of restructuring strategy.
Competent and sufficient CEOs would give organaretia distinctive advantage necessary for

effective and efficient restructuring strategy.

The success of restructuring strategy will be deiteed by the support that the organizations
staff will provide in the whole process. If theopess is going to affect their operating conditions
and their job positions, then the process is bdorglicit some resistance to its implementation.
Consequently, the leadership of the firm should ipuplace elaborate training programs to
enlighten the staff on the benefits that the restming strategy is going to have to the firm’s
performance and consequently their general weldhdf the restructuring strategy is doing to
lead to some staff losing their jobs, then a conmsueate send off package should be available to

the staff.

Finally, the financial institutions should focus dhe identified gaps on implementing
restructuring strategy, especially in the applitgbiof restructuring theories and be more

synthetical rather than analytical.
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APPENDIX I: INTERVIEW GUIDE

The interview guide will seek to achieve the follog/objectives;

1. To establish the effect of organizational restrtiog on performance of Kenya Commercial
Bank.

2. To establish the challenges encountered by Kenyan@cial Bank in organizational

restructuring.

Section A: Demogr aphic Data

What is your designation in the bank?
For how long have you been holding the currenttpres?

For how long have you worked in the bank?

w0 NP

What is the highest level of education you haveeved?

Section B: Organizational Restructuring

How did the bank undertake organizational restmiag?

Which restructuring strategy did the bank adopt?

How was restructuring to employees? Were all thpleypees involved in the process?

Was the implementation of restructuring effectivebynmunicated to all employees?

© © N o O

Were all the employees aware of the impacirgénizational restructuring on their current job?

Section C: Organizational Restructuring and performance

10.How is the performance of the company after restirnny?

11.How can you describe the change in market shayewf firm after each restructuring effort
was executed?

12.How is the competitiveness of the bank after edfdrteof restructuring?

13.Has organizational restructuring brought bettezgration in the bank?

14.1s there better communication after restructuring?

15. Has the restructuring facilitated information presieg and accurate decision making?

16.How is the bank expansion after restructuring?
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Section D: Challenges encountered in restructuring

17.Was there resistance from the employees on theicasting process?

18.How was communication on organization restructutongmployees?

19.Was the organizational culture an hindrance toramgdional restructuring?

20.Was the top management equipped with conflict hagdlechniques to enable them to
effectively manage organizational restructuring?

21.Was there justice during the organizational restmieg process?
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