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ABSTRACT

The world around us is constantly moving forwardl agetting new dimensions.
Introducing change is necessary, although notyse@ebugh, for ensuring success in
the future. Change is necessary for an organizatidocus on repositioning, renewal,
reorganizing and a systematic development. Thecbtige of the study was to
establish the effects of change management practice performance of Kenya
bureau of standards. The specific objectives werestablish the practices deployed
in management of change by KEBS and to establishealationship between change
management practices and performance in KEBS. Ty autilized a case study
design which allowed the researcher to collectaptt information, more depth than
in cross-sectional studies with the intention ofderstanding situations or
phenomenon. It also helped to reveal the multigliof factors, which have interacted
to produce the unique character of the entity ikasubject of study. The study
utilized primary data, which will be collected ugiran interview guide. The data
collected was qualitative and was analyzed usingeca analysis technique. Content
analysis is the systematic qualitative descriptbthe composition of the objects or
materials of the study. The study found that reasehy the organization needed to
change strategically included competition from otfiens, desire for growth, need
for improvement in its production process and alse to government regulations.
The study further established that intensified aes®e on best practices in managing
strategic change at Kenya Bureau of Standards waducted. The research was
usually conducted by the staff, employee themselwasbsite review, consultants
among others. The study concluded that communitasigparamount when trying to
raise the level of understanding of the strategmange management process.
Communication makes it possible for everybody ia tirganization including the
management staff, the employees among others tw kheir role in the strategic
management process. It also concluded that stcatglgange has influenced the
organization performance in positive ways such thaas made the firm to be more
competitive that before, it has increased the prodty of the firm which has
improved the market share thus increasing the tgrofine study recommended that
senior management to clearly communicate the vjisiuasion and objectives of the
change management effort to help the employeesrsiadel how those changes will
affect them personally. Delegation of certain atpe¢ the change program should
clearly explain limits of the responsibilities.



CHAPTER ONE: INTRODUCTION

1.1 Background of the study

Change is a transition from one state to anoth#r fecus on being different. Thus to
remain relevant, organizations must always responthe continuously changing

environment that is dynamic and competitive by digpi@g and embracing the best
change management practices. These practices emgedper planning,

implementation, monitoring and controlling of theange efforts to fit a particular
environmental context. Companies have been forcgddynamic and intense

competitive pressures to re-evaluate almost evespec of their approach to
conducting business (Stanley al., 2006). According to Kotler (2003), change is
inevitable and yesterday’s determinants of sucaess be today and tomorrow’s
determinants of failure. Therefore, organizationsstrrespond appropriately to the
changes in their environment in order to survivel da achieve their strategic

objectives.

The study is based on resource-based theory akdhstider theory. The resource-
based theory stipulates that in strategic managethenfundamental sources and
drivers to firms’ competitive advantage and supemerformance are mainly
associated with the attributes of their resouraes$ @pabilities, which are valuable
and costly to imitate (Mullins, 1999). According Barney (2002), resource based
view argues that firms possesses enough resoyseesof which enable them to
achieve competitive advantage, while the other peatl to superior long term
performance. Barney (1992) examines the link betwfeen resources and sustained
competitive advantage. Stakeholder theory seekssysiematically address the

guestion of which stakeholders do and do not desemv require management



attention through evaluation of relationships be&merganizations and stakeholders
based on exchange transactions, power dependet@igtsnacy claims, or other

claims (Mitchell et al., 1997).

Many organizations continuously undergo change Kewlya Bureau of Standards is
not an exception. Its environment has become tabulent and the changes
experienced are happening at faster rates tham bef@re. Customers are increasing
and their demands are increasing. To survive aod,gorganizations must adapt to
changes in their environment, if otherwise theyeldtiseir ability to compete. When

the environment changes and the niche originallgdfiby the organization either

becomes unimportant or is superseded, the orgamzatust change or die. Since
change is inevitable and the only constant thinganizations must be ready to
change or become irrelevant because their long-semwival is pegged on adopting

changes as they occur in the environment. Thusy&dureau of Standards has

applied several strategies and practices to hafigating with the changes.

1.1.1 Change Management

Change management is the process, tools and tegwiiq manage the people side of
business change to achieve the required businéssnoe and to realize that business
change effectively within the social infrastructwethe workplace (Nadler 2001).

Change in attitudes and behaviors can build a lbased on open communication,
interpersonal trust, constructive handling of cionflteamwork and collaborative

problem solving. Organizations that have succelgsfuanaged change have been
able to link strategic change with operational dsrand every aspect of the

organization in relation to dynamic external enmirent.



For an organization, change management means mgfiaind implementing
procedures and/or technologies to deal with chailgd®e business environment and

to profit from changing opportunities.

In order to manage change processes successfullgagers need to know what
changes to expect, the types and situations asasgdossible problems likely to be
experienced including causes of resistance andippesolutions. Successful change
management strategies and practices must, theréfichede the people’s component
of change (Hofer and Schendel, 2008). Change mamagerequires tools, processes,
skills and principles to be effective. The respbitisy for managing change is with
the management and executives of the organizatery, must manage the change in
a way that employees can cope with. The managerahasponsibility to facilitate
and enable change by understanding the situatmn fn objective standpoint (to
'step back’, and be non-judgmental), and thenlgepple understand reasons, aims,
and ways of responding positively according to eygés' own situations and

capabilities (Yazici, 2009).

Kenya Bureau of Standards operating environment draatly changed over the
years. These challenges facing the KEBS are depemethe people, the status of
the market and laws governing the standards bodynsi@ering the important
objectives of the organization it is incumbent ujtai® achieve its objectives through
effective implementation of the set objectives. sThtherefore calls for the
development of good strategies and appropriatedligement of the organizational

structure, systems, leadership behavior and hugsource policies.



1.1.2 Public Sector organizations in Kenya

Public sector organizations; also referred to atestorporations; are established by
the governments to meet both commercial and sagials. They exist for the
following reasons: to correct market failure, tglkxt social and political objectives,
provide education, health, redistribute income evaliop marginal areas. In Kenya,
state corporations are established within the proms of state corporation Act,

Chapter 446 of the Laws of Kenya.

The Act makes provision for the establishment afestorporations as well as control
and regulation of the same. In the Act, a statepQ@uaition is defined as a corporate
body established by or under an Act of Parliamenrdtber written law. Although the

Act provides for a Board of Directors to oversee thperations, the corporations
operate within the general supervision of respectiinistries under which they are

created.

Kenya's goals are to make its government instingi@and its Public Sector more
effective in achieving results and delivering sees to its citizens, to take maximum
advantage of new technologies and models of Pu@#itvice organization, and to
make Government and Public Service more open acouatable to an increasingly
informed and engaged citizenry. Various effortgedorm that stretched back more
than a decade did provide a foundation for the rrefagenda the Government
launched in 2005 dubbed “Results for Kenyans” aodceived to embed Results
Based Management in the culture of the Public $3eTtee Key component of Result
Based Management system is the Performance cadangaathich commits each
public sector organization to specific performataeets every financial year. This

has necessitated the need for strategic plannialj public sector organizations.



1.1.3 Organizational Performance

Brealey et al., (2009) define organization’s parfance as a measure of how well a
firm uses its assets from its core operations agme@tes revenues over a given
period of time. Richard (2009) also define orgatizaal performance as a portion of
organizational effectiveness that encompasses tareas of performance which
include financial, market performance and sharedtolblue. They further define
organizational effectiveness as a broader conckpt taptures organizational
performance plus the excess of internal performandeomes normally associated
with more efficient or effective operations andatlexternal measures that relate to
considerations that are broader than those singdgaated with economic valuation

such as reputation.

The common measures of the organizational perfocmanre effectiveness,
efficiency, quality, timelines and productivity (Roins, 2000). Effectiveness and
efficiency might look synonymous but according t@das (2006), each of these
terms have their own distinct meaning. Most orgaimins assess their performance in
terms of effectiveness. Their focus is to achidertmission, goals and vision. At the
same time, there is plethora of organizations, Wwhalue their performance in terms
of their efficiency, which relates to the optimaleuof resources to achieve the desired
output (Chavan, 2009). The question is, whetherethis a difference if the
organization is effective yet inefficient and visasrsa. Effectiveness oriented
companies are concerned with output, sales, quatitgation of value added,
innovation, cost reduction. It measures the degpewhich a business achieves its
goals or the way outputs interact with the econoamd social environment. Usually
effectiveness determines the policy objectiveshef organization or the degree to

which an organization realizes its own goals (Zh&@d.0).



Meyer and Herscovitch (2001) analyzed organizatiogHectiveness through
organizational commitment. Efficiency on the otlmand measures the relationship
between inputs and outputs or how successfullyripets have been transformed into

outputs (Low, 2000).

Kirkendall (2013) also asserts that there are nm@hgr measures for organizational
performance measurement. One of these measuragdaescithe use of financial
measures such as profitability of the organizatidmder this measure the outcome to
input ratio is determined using ration such as Return on Assets (ROA). An
organization can also use quality in measuringgoerdnce. In this case the actual
quality and its timeliness are measured againsexpected. The level of productivity
and innovation of an organization can also be usedmeasure performance.
Innovation measures the ability of the organizatimn create change whereas

productivity focuses on the ratio of output to infiirkendall, 2013).

1.1.4 Kenya Bureau of Standards

The Kenya Bureau of Standards (KEBS) is a governragency established through
an Act of Parliament in July 1974. The Standards Btapter 496 of laws of Kenya

defines the functions of KEBS and provides for nianagement and control.The
Bureau commenced operations on 12th July 1974, tvdhmandate of promoting the
objectives of the Standards Act comprising develepimof Kenya Standards,

dissemination of Standards-related information, liguassurance, maintenance and
dissemination of measurement standards, calibratfomeasurements and testing
equipment, laboratory testing, product and quaitgtems certification, training and

quality inspection of all imports.



The Standards Act mandated the Minister of indalktation, enterprise and
development to appoint a governing board knowrhasNational Standards Council
(NSC). The NSC is composed of a Chairman appoiledhe President of the
Republic of Kenya and members appointed by the diknifor industrialization. The
Managing Director, appointed by the NSC, is respmasfor the day-to-day

administration of KEBS within the broad policy gaithes formulated by the NSC.

KEBS functions are: to promote standardizatiomitiuistry and commerce; to make
arrangements or provide facilities for the testiagd calibration of precision
instruments; gauges and scientific apparatus,hf®rdetermination of their degree of
accuracy by comparison with standards approved Iy Minister on the
recommendation of the council, and for the useeofificates in regard thereto and to
make arrangements to provide facilities for the neixation and testing of
commodities and any material or substance from ithh which and the manner in
which they may be manufactured, produced, processetteated. In addition it
control the use of standardization marks and digtie marks; prepares, frame,
modify or amend specifications and codes of practencourages or undertakes
educational work in connection with standardizatiassists the government or any
local authority or other public body or any othergon in the preparation and framing

of any specifications or codes of practice.

KEBS functions are divided into four divisions ndyneStandards Development
Division, Quality Assurance and Inspection DivisioMetrology and Testing

Division, and Support Services Division.



In addition to these Divisions, KEBS also has aidfa Quality Institute and
Certification unit as subdivisions responsible faining in quality related aspects
and certification of systems based on internatiosi@indards respectively. The
national coverage of KEBS activities is zoned isito geographical regions namely;
Headquarter (Nairobi), Coast region (Mombasa), Rétley Region (Nakuru), North
Eastern Region (Garissa), Lake Region (Kisumu) Modnt Kenya Region (Nyeri)-

(KEBS, 2007).

Kenya Bureau of Standards is facing several chgélerand how to manage their
effects, including inadequate resources and rapithriological changes. While

organizational change is a constant experienceyletme and awareness about many
of the critical issues involved in the managemdnsuxh change is often lacking in

those responsible for its progress. Clearly if argations are ever to experience a
greater level of success in their development tffananagers and program officers
need to have a better framework for thinking abzhange and an understanding of

the key issues, which accompany change management.

1.2 Research Problem
Strategic management emphasizes formal techniquesefting an organization’s

long-term course, developing plans in the lighinbérnal and external circumstances,
and undertaking appropriate action to reach thos¢ésgdGoldsmith, 1997). Johnson &
Scholes (2003) argues that there is no one righhidta for managing strategic
change. The success of any attempt at managintegittachange will also be
dependent on a wider context in which that charsgeaking place. Burnes (2009)
argues that the biggest single challenge facingagens today is globalization: the

creation of a unified world market place.



Allied to globalization, however, are three othenalkenges: how to achieve
sustainability in a world of dwindling natural resoes and increasing environmental
pollution; how to manage increasingly diverse workg; and, at a time when
business leaders are considered less trust wondny ¢éver before, how to manage
ethically. The challenge for organizations is t@mtpe managerial behavior so that
business ethics become business practices. Tremsiare not new but globalization

has accentuated and brought them to the fore & before.

Public sector organizations in Kenya have goneutinorapid and profound changes,
since the introduction of Result Based Managemgstem by the government of
Kenya in 2005, of which strategic management prastare important. Kenya Bureau
of Standards (KEBS), like any other public sect@amizations, is required to operate
under the Results Based Management System of vitecformance Contracts are a
key component. The KEBS operating environment trastly changed since 1974
when it was established. Some of these changesasuglhowing globalization, trade
liberalization, technological advancement, expagdiole of Micro Small Medium

Enterprises (MSME) in the Kenya economy and thednie standardization of

MSME products have brought into focus KEBS strategianagement practices.
KEBS has also faced stiff competition from privatgerprises in the area of quality

system certification.

There is convincing empirical evidence that chanmgsmagement practices is on the
agenda not only in industrialized Western natiaimshsas USA and Canada, UK and
continental Europe, Australia and New Zealand @®r2004; Pina and Torres, 2003;
Pollitt, 1990; Aronowitz and Giroux, 1985, 1991jtkalso in many industrialized and
even developing countries in Asia and Africa (Haqu®99). It is a “global
phenomenon” (Kirkpatrick et al., 2005).

9



There is evidence to suggest that the universaleinotl change management is
inadequate to describe the diversity of approaeleésally used by banks (Chapman,
2005). However, none of these international studise focused on change

management in the context of banking industry.

A number of studies on change management praciicesrious organizations in
Kenya have been carried out in the past. Bett (L82&nd out that due to economic
reforms in the country, firms in the dairy industnade substantial changes in their
change management in order to survive in the teriiuénvironment. Njau (2000)
who noted that there is needed change when enve@otah conditions change,
supported these findings. A study by Kandie (20€dr)cludes that whereas Telkom
Kenya Limited realized the need to change theiatsgy due to change in the
competitive environment, they lacked finances amdagerial empowerment. Kasima
(2004) studied change management practices andtaesgé to change in
multinational oil companies in Kenya. His finding®re that the practices adopted
were both planned and emergent changes and trstares to change was mainly

behavioural.

Although further studies by Njanja (2002), Mboga0@3), Ogwora (2003) and
Kathuku (2004) noted that more Kenyan organizatibese responded to the
changing environmental conditions; they did notubanuch on how changes in
management have been managed and the impact ontriéuction of reforms and

modernization in public corporations in order te@m sustained success.

10



In order to address the gap, this study focuseshamge management practices at
Kenya Bureau of Standards; by seeking, to answeefdlowing research question;
what are the effects of change management praditesrformance of Kenya bureau
of standards; and what is the relationship betwdmge management practices and

performance in KEBS?

1.3 Research Objectives
i. To establish the practices deployed in managenfarftamge by KEBS.

i. To establish the relationship between change manage practices and

performance in KEBS

1.4 Value of the Study
The findings of the study will be of value to theeotry as it depicts change

management practices in the organization and tredleciyes encountered. The
findings of the study will seek to confirm that argzations try to fit in with the norm

by adopting practices that validates them as galteoorganizational field.

The findings of the study will address the knowledgap as it will highlight the

change management practices in the organizationhenchallenges encountered thus
enabling the management of the organization to kttevbest change management
practices to deploy and the challenges that hitideeorganization in the achievement

of its goals.

This study is of benefit to the practitioners anddemicians both in the private and in
public sector by having contributed to the existoagly of knowledge in the area of
change management practices. Academicians mayingiags for further research,

while practitioners may apply lessons in changeagament practices.

11



To the top management of Kenya Bureau of Stand#drdgesearch will provide them
with an understanding of the change managementigea@nd the challenges that are
encountered, hence devise systems and mechaniamsdhld ensure that change is
deployed successfully. To the regulatory sectoe #tudy would provide an
invaluable source of material and information oa tihange management practices
and the challenges encountered in the industry tand come up with ways of
ensuring that strategies are fully implemented tsat they undertake their duties

effectively.

12



CHAPTER TWO: LITERATURE REVIEW

2.1. Introduction
This chapter reviews literature related to changmagement practices. It covers

theories and concepts of change management pmcgdighlighted by different
studies and scholars.

2.2 Theoretical Foundation
This research is based on Stake Holder Theory assbirce Based Theory, as

discussed below.

2.2.1 Stakeholder Theory

Freeman (1984) founded this theory. Stakeholdesrthes an instrument to identify
critical stakeholders in the environment of the IBigement Practices in order to
define developments for strategy. Moreover, in toatexts of business ethic and
corporate social responsibility, stakeholder analysas been used to identify
important areas of concern. Using a range of imitiregy mechanisms, organizations
in public sector may be able to take advantageheir tposition as high-saliency
stakeholders to influence corporate managers amsgiment funds. They can develop

power, urgency, and legitimacy.

Stakeholder theory considers economics and ethatges that make companies take
social responsibilities and present fairness toyares involved in business, with the
result that directors will run corporations for leéiting all stakeholders. Thus, the
theory can be considered as a good combinationeegtveconomy and ethics that

enables the corporations to grow and promote servic

13



Stakeholder theory has been criticized on both réteal and empirical grounds.
Williamson (1993), the father of transaction castreomics, has argued that the direct
principal-agent relationship between owners and agars is distorted with the
addition of other stakeholders to the equation.rriberg (1997) suggests that
stakeholder theory is intrinsically incompatiblettwall legitimate business objectives
and undermines basic property rights and corporesponsiveness. Nonetheless,
stakeholder theory provides important insights thi® ways in which firms and their

managers interact with, governments, and otherscto

2.2.2 Resource Based Theory

The resource-based theory was developed as a cmepieto the industrial

organization (10) view with Bain (1968) and Pori{g985) as some of its main
proponents. With its focus on the structure conghecformance paradigm, the 10
view puts the determinants of an organization’sqarance outside the organization,
in its industry's structure. Being positioned agaithis view, the resource based
theory explicitly looks for the internal sources sistained competitive advantage
(SCA) and aims to explain why firms in the sameustdy might differ in

performance. As such, the RBV does not replacé@haew, rather it complements it

(Barney, 2002; Peteraf 2003).

The resource based theory stipulates that in gicatmanagement the fundamental
sources and drivers to firms’ competitive advantage superior performance are
mainly associated with the attributes of their teses and capabilities which are

valuable and costly to imitate (Mullins, 1999).

14



Building on the assumptions that strategic resausre heterogeneously distributed
across firms and that these differences are staldeime, Barney (1992) examines
the link between firm resources and sustained catiygeadvantage. If the theory is
used it is expected to enhance competitive advarttagugh maximum utilization of

unique resources and capabilities.

The theory has strength of promoting resourcesugmigss in ensuring platform for
sustained competition. The critique of the theaythat the RBV lacks substantial
managerial implications or ‘operational validityPrifem & Butler, 2001). It seems to
tell managers to develop and obtain valuable, rarmitable, and non-substitutable
(VRIN) resources and develop an appropriate orgdioin, but it is silent on how this
should be done (Connor, 2002; Miller, 2003). Gib@006) argues the notion of
resource uniqueness —the melding of heterogenedyiramobility —denies the RBV

any potential for generalization, where one camgeoieralize about uniqueness.

2.3 Change Management
According toNadler, (2001)change management means different things to differ

people. To some it is simply communication andnirj while others see it from an
IT perspective as the process for managing hardamdesoftware version controls. In
the project management world, the phrase has so@etbeen used to describe the
steps for addressing a change in schedule or sdapeaddition, in the change
management community, some people view change rear&ag as managing the
people side of change. Prosci tutorial (2010)reeihange management as the set of
tools, processes, skills and principles for mamgagime people side of change to
achieve the required outcomes of the project otiathte. Once the people’s
component of change management is properly addteisbecomes very easy to

manage the technical side of change.

15



ADKAR Model presents a simple but powerful framekvéor describing successful
change at the individual level. ADKAR states thatdn individual to make a change,
he or she needs awareness of the need for chaagjes tb participate and support the
change, knowledge on how to change, an ability mplement required skills,
behaviors and reinforcement to sustain the chabbanges are successful when each
employee who must do things differently has Awassn®esire, Knowledge, Ability
and Reinforcement. Change management is a ho#siit structured approach for
enabling and supporting individual change. It regmiitools, processes, skills and
principles to be effective. In the end, the dedeewhich the people side of change is
effectively managed determines the value a progcinitiative delivers to the

organization (Sminia and Nistelrooij 2006).

2.4 Organizational Performance

Organizational performance comprises the actugluduir results of an organization
as measured against its intended outputs (or gmadis objectives). According to
Richard et al. (2009) organizational performanceoempasses three specific areas of
firm outcomes such as financial performance profieturn on assets, return on
investment, product market performance, sales, etastare and shareholder return
(total shareholder return, economic value addedvg¢bport and Harris, 2007). An
analysis of a company's performance as comparagbats and objectives. Within
corporate organizations, there are three primarycames analyzed: financial
performance, market performance and shareholdeev@rformance (in some cases,

production capacity performance may be analyzeg{®h2005).
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External environmental conditions and industry e are largely assumed to shape
the firm's performance. In recent years, howevetheo streams of research
emphasizing a “resource-based” bundle of capadsliferspective on organizational
performance have evolved to characterize the firavslution and strategic growth
alternatives (Mahoney and Pandian, 1992). The resebhased view of the firm
suggests that the firm’s internal characteristespecially the cultural patterns of
learning and human capital asset accumulation, bBeyeficant impact on the firm’s
capability to introduce new products and competdhiwi disparate markets
(Donaldson, 2004). Moreover, these same charatitsridefine firm heterogeneity
through strategic intent and their knowledge baSensequently, how a firm
strategically deploys asset allocation in suppbitsounique comparative advantage is
significant in determining its future strategietws, a firm’s competitive advantage is

derived from its unique knowledge (Spender, 1993).

Organizational performance stimulation has alwagsnba priority in private as well
as in public sectors, since it is directly ass@dawith the value creation of the entity.
Organizations are constantly striving for bettesutts, influence and competitive
advantage. However, most organizations are stmgdti enhance their performance.
The main reason why this struggle exists is becenss@agement is not always aware
of the adequate assessment of their organizatipegbrmance. Several models,
frameworks or methods for conducting entities vatuacreate unnecessary stress for
management to select the path that is congruerit wiganizations believes and

cultural philosophy (Richard, 2009)
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Robbins (2000) indicates that efficiency and efiestess are the most common
measures of organizational performance. If a compannefficient but effective it

might survive, but the cost of operational managemerocesses and inputs will be
too high. Cost inefficient organizations do not &aproper resource allocation
management. From the accounting perspective thejptnreak even or have very
little profit. Although, such organizations havecekent long term perceptions of the
degree of the overall success, market share, abifty, growth rate, and

innovativeness of the organization in comparisothwiey competitors (Zokaei,

2006). Inefficient-effective organizations shouldnsider the assessment of their
recourse allocation. Usually, the morale in suclities is high. Delicate changes
brought in the operations and introduced in a sutmthnner should result the increase

in the efficiency, which would lead organizationd®sired competitive advantage.

2.5 Approaches to Strategic Change Management
Johnson et al. (2008) pointed out that organizatiddhange Management should

begin with a systematic diagnosis of the currentasion in order to determine both
the need for change and the capability to chanhe.objectives, content, and process

of change should all be specified as part of a Gadianagement plan.

There are numerous models and theories about chaagagement (Bita, 2012).
Popular approaches include the linear, step by stefhods exemplified by Kurt
Lewin’s classic three-phase model of change; ur&emove or change, and refreeze,
and John Kotter's popular eight step change mobhelrease urgency, Build the
guiding team, Get the vision right, Communicate day-in, Empower action, Create
short-term wins, Don't let up, Make change stickwidver, no one framework is

"best" in all situations. Approach that is takenwdd be relevant to the circumstances.
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In fact, the best change approaches appear tondsadapt aspects of various models
to suit the culture of the organization and theteghof the change. Approaches to

managing change therefore need to differ accordirggpntext (Newton et al., 2003).

There are several tools of analyzing; planning,traiing and implementation of

strategic change (Bita, 2011).Change analysis thi¢haid of these tools should be
guided by the organizational objectives. Major $ooiclude stake holder analysis,
action research and the various steps of plannedigeh steps advanced by Kurt
Lewin and others. Additionally, the cultural webdaforce field analysis (coined by
Lewin in 1943), are also useful means of identdyiblockages to change and

potential levers of change (Balogun and Hailey,7200

2.6 Change Management Practices and Performance Ofganizations
The ability of an organization to anticipate andp@nd to opportunities or pressures

for change both internal and external is one ofrtiwesst important ways in which its
productivity are ensured. The nature and effecégsnof organizational responses
vary in part with how top management triggers amtdrprets strategic issues (Dutton
& Duncan, 1987: Kiesler & Sproull, 1982). Managemenle in defining the
developments and events, which have the poterdiahftuence the organization’s
current or future strategy (Dutton & Duncan, 198xpvides a major link between a
firm and its external environment. Porter, (198a}exd that performance management
can only be effective where the organization hadear corporate strategy and has
identified elements of its overall performance whit believes are necessary to
achieve competitive advantage. Competitive advantagn be achieved if an
organization is able to change and align itsethsenvironment and also manage the

changes effectively.
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Planning, implementing and managing change impléaten in a fast changing
environment is increasingly the situation in whiobst organizations work. Dynamic
environments such as these require dynamic progepseple, systems and culture
especially for managing strategic change succégsiifansforming an organization
or department into a more creative and innovatime volves strategic change.
Organizational strategic change efforts should éered to improve the performance

of organizations ant the people in those orgarurati

Strategic change is fundamental to modern busioeganizations as a means of
keeping up with evolving market demands and to stagpetitive (Day 1994).

However, implementing strategic change is a doubdiged sword because it
simultaneously generates expected performance aaihunexpected performance
loss (Goolsby, and Arnould 2003). To realize thefgrenance benefits of strategic
change, an organization must detect and diagnoderp@nce in strategic change
implementation. The impact of strategic decisiorkimg activities by management
has been found to influence firm performance. Mietg, (1994) in analyzing two
organizations for over two and a half years, fouhdt there was an increase in
revenue turnover and profits especially when topnagament increased their

involvement in successful strategic change manageme

In a study involving 139 companies from Fortune 3Bths, Pearce Il and Zahra
(1991) found that there is a positive relationsiptween participative top
management and earnings per share of firms, inergafirm customer base, asset
quality, quality of service, increase in productemd increase in market share. They
argued that in taking appropriate measure at tjigftl time where strategies seems
to failing achieving set goal, energies channeled abilities to explicitly enhance
strategies that propel firm's performance posiivel
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High levels of performance in firms may result iragegic change, as strategic change
in organization strategies allows for change ofrigka different course of action to
ensure achievement of organization goal (WelchP@20Mintzberg (2004) puts it
“only rich organizations can afford planning, olledst planners. While Rhyne (2005)
in his study found that firms which adopted stradezhange were found to exhibit
superior long-term performance, both relative tirtindustry and in absolute terms,
he concluded that “whether strategic change reasuite superior performance,
increase profit, increasing market share, custobese and increase asset based
(Rhyne, 2005)

2.7 Challenges of Managing Strategic Change

In implementing change the main problem is likedybe carrying the body of the
organization with the change (Burnes, 2009).It's tinng to change the commitment
of a few senior executives at the top of the orgation, and another to convert the
body of the organization to an acceptance of Sianit change. Consequently the

following is imminent:

Uncertainty;Strategic changes mostly occur over significantgoksrof time and give
rise to considerable differences in the way an magdion operates. Consequently,
the process of implementing strategic change gee®emgreat deal of uncertainty in
the organization which, in turn triggers off palal and social activity as groups and
individuals seek to cope with the organization aesults in triggering off greater

uncertainty (Johnson and Scholes, 2002).

21



Cultural Issues; the culture of an organizationaisset of “unwritten rules”.

Management may have a set of protocols for emp®i@adhere to perform business
processes. Beliefs and practices that become erabldddan organization’s culture
can originate anywhere: from one influential indival, work group, department, or
division from the bottom of the organizational laiexhy or the top (Kotter and

Heskett, 1992). Thompson and Strickland (2003) eutipat an organizations culture
is either an important contributor or an obstaclesticcessful strategy execution. A
strong culture is a valuable asset when it matatesegy and a dreaded liability

when it does not.

Strategic drift; The ever increasing environmemtabulence appears to be currently
showing signs of discontinuity. Strategies devdlopementally based on historical
and cultural influences but fail to keep pace wiite changing environment. This is
strategic drift (Johnson, 1988). In these circums#a, the strategy of the organization
will become less and less in line with the envireminin which the organization

operates. This may be a process that takes a ilmegand may not be discerned by
management until the drift becomes so marked treafopnance deteriorates.

Consequently change will not lead to careful, lagiand adaptive strategy making

which keeps in line with environmental changes.

Lack of or Bad Leadershiggotter (2001) states that management of stratdtange

is often linked to the role of a strategic leadeadership is the process of influencing
an organization in its effort towards archivingam or goal (Stodgill, 1950)Good
managers may also be bad leaders. This may brelealancte in priority between
strategic and operating work. Strong leadershipuired to direct the change

management process in any organization is not attom
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Bad leaders who merely provide are not doing endogimspire the employees to
march ahead. People want to be shown the way r@udgh (Peters and Waterman,

1982).

Resistance to changeAnsoff &McDonnell (1990) defined resistance as a
multifaceted phenomenon, which introduces unarditeigp delays, costs, and
instabilities into the process of strategic chaRgeon and McCalman (2008) stated
that resistance manifests itself throughout théohisof a change. Additionaly,Hill
and Jones (2001) noted that resistance is the esaaifon of the irrationality of an
organization, a refusal to recognize new dimensaingality, to reason logically and

to carry out the consequences of logical deductions
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction
This chapter presents the research methodologyutieat to carry out the study. The

chapter describes the proposed research designcdigction instruments and how

data was analyzed.

3.2 Research Design
The research design was a case study, as it foausedange management practices

at Kenya Bureau of Standards. A case study is atefth investigation of an

individual, institution or phenomenon. Case studibswed the researcher to collect
in-depth information, more depth than in crossiseel studies with the intention of
understanding situations or phenomenon. It alspdueto reveal the multiplicity of

factors, which have interacted to produce the umigbaracter of the entity that is
subject of study. Case studies place more empbasgs full contextual analysis of
fewer events or condition, and their inter relasiofCooper & Schindler 2006).

According to Mugenda and Mugenda (1999), human \aehas best explained by

using qualitative research. Case studies providedised and valuable insights to
phenomena that may otherwise be vaguely known denstood.

3.3 Data Collection
The study used primary data, which was collectedguan interview guide. Primary

data was collected via personal interview with @tenview guide (appendix 1). The
interviewees in this study included the ManagingeBior who is the chief strategist
charged with the responsibility of facilitating timaplementation of various policies

approved by the Board.

Other interviewees were; Head of Quality Procesgmdement which is charged with
the responsibility of monitoring and evaluating KEBprocess, performance and
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reporting on the same to the top management; Hefafilsance and human resource
to try and establish how the budgeting process lamtian resource aspects are
anchored in the strategic management processes.

3.4 Data Analysis

The nature of data collected was qualitative and amalyzed using content analysis
technique. Content analysis is the systematic @k description of the
composition of the objects or materials of the gtiidsieh and Shannon, 2005). It
involves observation and detailed description gécts, items or things that comprise
the object of study. Content analysis is a tool foeasuring the content of
communication. Its objective is to obtain a quéifa description that manifests
content of communication. In content analysis, ttesponses from different
interviewees were compared and summarized accotditige objectives of the study.
Content analysis is the best method of analyzirey dpen-ended questions. It is
suitable because of its flexibility and allows fisjective, systematic and quantitative

description of the content of communication (Coogteal, 2006).
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CHAPTER FOUR: DATA ANALYSIS, AND INTERPRETATION

4.1 Introduction
This chapter reports the data analysis and irg&pon of the results. The focus was

on analyzing the data collected from all the inimmees in the organization and
giving a clear interpretation of the results. Theus of the study was to establish the
relationship between change management practicépeniormance in KEBS. Data
was collected by use of an interview guide whichtamed open ended questions that

aided in gathering of as much data.

The interviewees hold senior management positionKEBS with the role of
enhancing the organizations operations and manstpakfforts to deliver the
organization promise to the customers of ensurugjamers get the best good which
were genuine. They were therefore of essenceetsttidy since the strategic change

and management practices within the organizatienrdluenced by their decisions.

In addition, most of the interviewees indicatedythe@ve worked in the organization
for more than four years. Some gained their proomstito their current ranks in
recent years having worked in different positionsthe organization. This makes
them essential to the study since they have vaswleuge of the changes KEBS has
faced, the change management practices that hare used and their effect on the

organization’s performance

4.2. Strategic Change Management Practices at KEBS
The study asked the interviewees various questiefeting to strategic change

management practices adopted by KEBS and obtaiagdus responses. This was

meant to indicate how implementation of stratedgiange management practices,
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amid major varied challenges has enabled KEBS tav&iand lead in the turbulent

business environment KEBS is experiencing.

4.2.1. Reasons for strategic changes in KEBS

The interviewees were asked to indicate what néeéss$ the changes in the
organisation and how the change process beganiniéreiewees indicated that there
were various reasons why the organization neededhémge strategically which
included competition from other firms, desire foogth, need for improvement in its
production process and also due to government aggok. The interviewees also
indicated that the strategic change process stditedhe top leadership of the
organization identifying the problem that requioksnge, assessing the problem and

finding strategic solutions to the change.

4.2.2. Change effort initiator

Interviewees were asked to identify the person wiittated the change effort in
KEBS and whether all employees were informed anlired in the change. The
interviewees indicated that the persons who wespamsible for the initiation of
strategic change at KEBS were the top managemenseconded by the employees.
Results also indicated that majority of the intevwses received strategic change
effort communication from top management; othedsciated that they received from
board members. The interviewees also indicatedttiet were also involved in the
change through offering of ideas and informationassning what the change really

meant to them.
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4.2.3. External consultants of strategic change

The interviewees were requested to indicate whether organization involves
external consultants in the change program andaexgheir involvement in the
change process. The interviewees indicated thes¢ #re various consultants involved
in the change process who included Director, CH®@, chief operating officer from
other organizations in Kenya. The interviewees aisticated that the role of these
consultants was to give ideas on how the stratggange process is conducted. They

also provided expertise in areas that deemed teahini the strategic change process.

4.2.4. Change Management practices used KEBS

The interviewees were asked whether there werechagige management practices
used in KEBS. They indicated that indeed there @l@ge management practices
used and stated enhancement of Collaboration ¢p@ation between departments
through group meetings, project matrix structurestructuring and also intentional
employment of managers from outside as examplesaf practice. Additionally, the
interviewees also pointed at organizing of frequefifisite strategy meetings for all
concerned departmental heads and senior middld leeeagers. Team building
between different sections, departments or divisgwmetimes conducted by external
trainers was also indicated as a common practied especially before or during

change.
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4.2.5. Intensified research on best practices

The interviewees were requested to indicate whehbeee was intensified research on
best practices in managing strategic change at &&uweau of Standards. Majority
of the interviewees agreed there is intensifie@aesh on best practices in managing
strategic change at Kenya Bureau of Standards.r@$earch was usually conducted
by the staff, employee themselves, website revieansultants among others.
Interviewees further stated that the research kas lbonducted for a period of time
so that the organization can come up with the pemttices to manage the change

process.

4.2.6. Nature of strategic change communication iKEBS

The interviewees were requested to explain the reatof strategic change
communication in Kenya Bureau of Standards. Majdriticated that meetings were
the main channel of communication as well as enadfiiers said they used informal
meetings while others said they used posters foannmanication. Similarly the
interviewees affirmed that t-shirts, shirts andscape mostly printed and distributed
to communicate change as well as promotions andrasements and team building.
The findings indicate that meetings and emails fothe main channel of
communication. The interviewees also stated thratesjic change communication is
done by senior management team especially org@&mz&trector, CEO, and chief

operating officer.
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4.2.7. Communication and Strategic change ManagemeRrocess at KEBS

The study sought to establish how communicatioduanices strategic change
management process at KEBs. The study establishatl ¢communication is
paramount when trying to raise the level of undemding of the strategic change
management process. Communication makes it pessdl everybody in the
organization including the management staff, thgleyees among others to know
their role in the strategic management process. sty also established that poor
communication will mean a poor strategic change thog the organization will not

have a good performance.

4.2.8. Role of leadership in relation to strategichange management in KEBs

The interviewees were requested to indicate the wmld how effective is the
leadership in relation to strategic change managemeKenya Bureau of Standards.
They indicated that effective leadership is onghef most important contributors to
the overall strategic change management. The ieteees further stated that
intelligent leaders are those who have a storekitls and knowledge gained from
experience that allows them to manage effectively efficiently the tasks of daily
life. Effective leadership is always required tangr effective changes in various
strategies in the organization. Further the ineamdes stated that initiating and
coordinating strategic change always requires deleloped leadership skills. This is
also true that any change process mostly face cdhiain level of resistances, the
effective leader is one who can manage the resistamd implement successful

strategic changes.
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4.3. Organization Performance
Organizational performance has always been a tyioriprivate as well as in public

sectors, since it is directly associated with thelug creation of the entity.
Organizations are constantly striving for bettesutts, influence and competitive
advantage. However, most organizations are stmugdti enhance their performance.
Interviewees were asked various questions regaraiggnization performance and

obtained various responses.

4.3.1. Rewarding of staff for achieving strategicltange target

The interviewees were asked to indicate how membiessaff were rewarded when
they met the targets set by the change practicks. ifiterviewees indicated that
members of staff were rewarded when they met tigets set by the change practices
through good recommendations, cash rewards in fufrispot awards and bonuses,
parties, promotions, secondments to advance sarperiernce with international
organizations. However some departments were ofoghi@ion that only senior
managers take the credit and therefore the rewaius.interviewees further stated
that individual and group recognition is a necessapmponent of change

management in order to cement and reinforce thegehan the organization.

4.3.2. Role of management towards target and change

The study sought to establish how management enisatehe members of staff are
working towards the targets and the changes madte. sfudy established that.
management subjects staff to internal trainingshsas e-learning, workshops,
resource centre, external trainings through cediions for various disciplines to

enhance the achievement of their targets.
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The management also conducts consistent local @rdens trainings for specialized
fields to enable proficiency at entry level andoaktsefore or during introduction of
new technology. Additionally the study establishbdt management training and

development programs were common in KEBS, bothrmaleand external.

4.3.3. Resources used to implement change process

The interviewees were requested to state the res®used to implement the changes
process and performance in KEBS. They indicatetlfthancial resources were key
especially to many strategic changes that KEBS ndgeto undertake. The
interviewees further indicated that human resources the employees of the
organization will impact on the change processat their actions would initiate the

change and improve the overall performance of tgarazation.

4.4. Change Management and Organizational Performare in KEBS

Strategic change has always influence the perfocari various organizations in
positive manner especially if well implemented. fBenance management can only
be effective where the organization has a clegparate strategy and has identified
elements of its overall performance which it bedigvare necessary to achieve
competitive advantage. Competitive advantage caacheved if an organization is
able to change and align itself to the environmamd also manage the changes
effectively. The interviewees were asked varioussfjons relating to Relationship
between Change Management and Organizational Rexfme of KEBS and

obtained various responses
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4.4.1. Change management and organizational perforamce in KEBS

The interviewees were asked to state whether chamgsgement has influenced
organizational performance in Kenya Bureau of Statsl and how. The interviewees
stated the strategic change has influenced thenizafgon performance in positive

ways such that it has made the firm to be more ebitiye that before, it has

increased the productivity of the firm which haspmoved the market share thus
increasing the profits. The interviewees furthedi¢ated that the organization has
expanded in terms of growth that is more branclae® lbeen established, employee

base has also increasing leading to overall inereaperformance of KEBS.

4.4.2. Link between change management and organizatal performance

The study sought to establish the link between gbammanagement and
organizational performance. The study establishatl a link exists between change
management and organization performance in thatamge is always initiated to
improve the performance of an organization. Thealystfurther established that a
change happens when the organization performarselétariorated to an extent of
incurring losses in its operations. Organizaticstehtegic change efforts are always
geared to improve the performance of organizatiant the people in those
organizations. Strategic change is fundamental tmwlem business organizations
performance as a means of keeping up with evolwragket demands and to stay

competitive.
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4.4.3. Impact of change management on employee’s|faee

The interviewees were requested to indicate whettfeange management has
impacted positively on employees’ welfare and stakder’s satisfaction and how.
The interviewees indicated that the change managepmactices in KEBS led to the
introduction of performance contracts to employaad also the development of a
service charter. According to the interviewees ¢hange management process has
mostly affected the company’s products and empldyetevior. The employees felt
that the impact of the change process could bednpositively on profitability and
stakeholder's interest. They also noted that engdoyelfare and customer
satisfaction were not taken keenly in the changecgss. The interviewees also
indicated that the employees felt that the seni@nagers and C.E.O actively

participated in the change effort hence they oalgied for their own welfare

4.4 4. Benefits of strategic change to KEBS

The study sought to establish the benefits Kenyee&u of Standards has derived
from the changes. The study established that KE&S rmoved from being a good
Organization with average performance to a gre@amrzation with excellent

performance which has been the aim of the stratange program. The study also
established that that the KEBS has recorded a gresase in performance since the

implementation of the strategic change.

4.5. Change Management Challenges Encountered
In implementing change the main problem is likedybe carrying the body of the

organization with the change. The study askediriterviewees various questions
relating to strategic management challenges fagedEBS and obtained various
responses. This was meant to indicate the chakeageountered during its strategic

change which will help the organization’s futureange managers.
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4.5.1. Management training and development programs

Interviewees were requested to indicate whethey&d&ureau of Standards carry out
management training and development programs befoementing strategic
change management program. They indicated thatirigpiis offered in various
aspects to familiarize the employee with what cleangeds to be implemented. The
interviewees further indicated that effective ediora training is essential for
employees to understand and adapt to a change iwahkforce. Training will help
the employees to gain skills which they initialig chot have. This will enable them to
conduct the strategic change in the organizatiorss lhetter way hence improving the

general performance of the organization.

4.5.2. How integration is enhanced during change ivarious departments

The interviewees were requested to indicate howgnation is enhanced by the
concerned departments/division during change irr yiegpartment. The interviewees
indicated that integration is enhanced through targaharmonious relationship
between the various levels of management in thearmzgtion. One of the
interviewees explained that integration is the pcacrefers to the end result of a
process that aims to stitch together differeneroflisparate, subsystems so that the
data contained in each becomes part of a largere memprehensive system that,
ideally, quickly and easily shares data when needédw interviewees also stated that
enhancement of integration support the beliefs eultire of KEBS and therefore
bring out a positive impression of the organizatmpecially in regards to employee

relations in all ranks.
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4.5.3. Cultural issues that affect change managemten

The study required the interviewees to state antumal issues that affect change
management in their department. It was revealetidynterviewees that the nature of
the business necessitated participation of divexsd force whose management and
optimization called for global experience. This ately affected change for
example need for frequent travels back home folagigies, observance of certain
holidays not practiced in Kenya. However otherumalt issues came out as positively
impacting change for example there was firm beireftechnical and marketing,
regulatory and risk which advocated for “ gettihgight the first time”, customer is
king, and general fast deliveries on most changieaours. Generally culture of
perfection was upheld in all divisions althoughsthias cited to cause pressure to

other stakeholders’ for example suppliers and eators.

4.5.4. How change meets the targeted need in KEBS

The study also sought to determine how often trengbs met the targeted need in
KEBS. The interviewees stated that generally mdsinge efforts met targeted
objectives mostly of outdoing competition by supemuality, early delivery. Some
departments felt that some changes were hurriedhpduced without considering

need for proper planning and failed to meet desjls.

4.5.5. Challenges faced during strategic change

The interviewees were also asked to point out tielenges faced during strategic
change. Lack of employee involvement, ineffectiv@ordination especially poor
communication of change, dependence on donor fgndiow or lack of budgetary
allocations, time allocated for the change, lackao$tructured way of managing

change, lack of needed resources for exampleajzed labour which is either non-
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existent or expensive were amongst the challengestiomed. In addition the

interviewees said that some changes heavily relgxtarnal contractors who fail to
understand the intended change, others get it tgiitdeliver late, others leave
change midway. Mostly changes are anchored on catgatrategy and which when
not communicated properly sometimes becomes a rohgilenge, others are lack of
support and needed capabilities to carry changmugfir, lack of commitment due to
existence of commitment gap, change agents lackimgpmpelling figure of what

change is desired. In some cases there was a defgiesssr and anxiety during change

due to mistrust and this delayed buy in of the psa&gl change.

4.6. Discussions of Findings

The study found that reasons why the organizatieedad to change strategically
included competition from other firms, desire foogth, need for improvement in its
production process and also due to governmentagguok. Strategic change process
started by the top leadership of the organizatitamiifying the problem that requires
change, assessing the problem and finding straseditions to the change. This is in
agreement with a study by Johnson et al. (2008) pdioted out that organizational
Change Management should begin with a systematgndsis of the current situation
in order to determine both the need for change thedcapability to change. The
objectives, content, and process of change shdiube apecified as part of a Change
Management plan. Persons who were responsiblédainitiation of strategic change

at KEBS were the top management and seconded Bntpoyees.

The study established that consultants involvedth@ change process included
Director, CEO, and chief operating officer from @thorganizations in Kenya. The
role of these consultants was to give ideas on timwvstrategic change process is

conducted. They also provided expertise in areas tleemed technical in the
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strategic change process. The study also estailishat change management
practices used in KEBS were enhancement of Colédlmor /participation between

departments through group meetings, project matrixctures, restructuring and also
intentional employment of managers from outsidexemples of such practice. This
is in line with Newton et al (2003) who stated th@proaches to managing change
need to differ according to context. Additionalljpe interviewees also pointed at
organizing of frequent offsite strategy meetingsdth concerned departmental heads
and senior middle level managers. Team buildingween different sections,

departments or divisions sometimes conducted kgreat trainers was also indicated

as a common practice used especially before onglehange.

The study also established that intensified refearc best practices in managing
strategic change at Kenya Bureau of Standards waducted. The research was
usually conducted by the staff, employee themselwesbsite review, consultants
among others. Interviewees further stated thatreéksearch has been conducted for a
period of time so that the organization can comevitp the best practices to manage
the change process. On the nature of strategicgehapmmunication the study
established that meetings were the main channebmimunication as well as email;
others said they used informal meetings while athsaid they used posters for
communication. It was affirmed that t-shirts, shiagnd caps are mostly printed and
distributed to communicate change as well as prmomstand advertisements and
team building. Additionally the study found that etiegs and emails form the main
channel of communication. It was established ttrategic change communication is
done by senior management team especially org@&mz&trector, CEO, and chief

operating officer.
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The study findings are in conformity with a study Gole (2002), who have linked
communication to strategy including, and recommendeat communication of
strategic objectives need to come from very authtive sources in leadership

positions.

The study also established that communication iarpaunt when trying to raise the
level of understanding of the strategic change mament process. Communication
makes it possible for everybody in the organizatimiuding the management staff,
the employees among others to know their role éndinategic management process.
The study also established that poor communicatiinmean a poor strategic change
and thus the organization will not have a good grertnce. Goodman and Truss
(2004) stress the importance of considering baghctimtent and process of corporate
communication in times of change and indeed attialles. Further, the study
established that effective leadership is one ofniest important contributors to the
overall strategic change management. Intelligeaddes are those who have a store of
skills and knowledge gained from experience thiawa them to manage effectively
and efficiently the tasks of daily life. Effectiveadership is always required to bring
effective changes in various strategies in the mimgdion. Further the study
established that initiating and coordinating stjatechange always requires well
developed leadership skills. This is also true #mgt change process mostly face the
certain level of resistances, the effective leas@ne who can manage the resistance

and implement successful strategic changes.

The study established that that members of staféwewarded when they met the

targets set by the change practices through goomhmmendations, cash rewards in

form of spot awards and bonuses, parties, promgtisecondments to advance same
experience with international organizations.
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This agrees with a study by Thompson and Stricklg@@®3) who points out those

managers typically try to enlist organization widemmitment to carrying out

strategic change by motivating people and rewardirggn for good performance.

However some departments were of the opinion thit senior managers take the
credit and therefore the rewards. The study altgbéshed that individual and group
recognition is a necessary component of change geament in order to cement and
reinforce the change in the organization. The stadtablished that management
subjects staff to internal trainings such as ediea;, workshops, resource centre,
external trainings through certifications for varso disciplines to enhance the
achievement of their targets. The management atswlucts consistent local and
overseas trainings for specialized fields to enahtdiciency at entry level and also
before or during introduction of new technology.d#@nally the study established

that management training and development prograere wommon in KEBS, both

internal and external. Also financial resourceseMegy especially to many strategic
changes that KEBS intends to undertake. The studhdr established that human
resources i.e. the employees of the organizatidinmpact on the change process in
that their actions would initiate the change angriwe the overall performance of

the organization.

The study found that strategic change has influgitice organization performance in
positive ways such that it has made the firm tonoee competitive that before, it has
increased the productivity of the firm which haspmoved the market share thus
increasing the profits. The organization has expdrnd terms of growth that is more
branches have been established, employee baséshas@easing leading to overall

increase in performance of KEBS.
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Further it was established that a link exists betwehange management and
organization performance in that a change is alweytated to improve the
performance of an organization. The study furtlstalgished that a change happens
when the organization performance has deterionateth extent of incurring losses in
its operations. Organizational strategic changeresffare always geared to improve
the performance of organizations ant the peoplthase organizations. This agrees
with a study by Goolsby, and Arnould (2003) whoauas that implementing
strategic change is a double edged sword becausgmitltaneously generates

expected performance gain and unexpected perfoeriass.

To realize the performance benefits of strateg@nge, an organization must detect
and diagnose performance in strategic change ingi@tion. Strategic change is
fundamental to modern business organizations paence as a means of keeping up
with evolving market demands and to stay competitiln addition the study
established that the change management practideSB% led to the introduction of
performance contracts to employees and also thelafawent of a service charter.
According to the interviewees the change managemertess has mostly affected
the company’s products and employee behavior. Ty@ayees felt that the impact of
the change process could be noted positively ofitabdity and stakeholder’s
interest. The benefits of strategic change is KEBS had moved from being a good
Organization with average performance to a gre@amrzation with excellent
performance which has been the aim of the stratange program. The study also
established that that the KEBS has recorded a gresase in performance since the

implementation of the strategic change.
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The study established that training is offered amiaus aspects to familiarize the
employee with what change needs to be implemerifibd. study also found that
effective education training is essential for egples to understand and adapt to a
change in the workforce. Training will help the dayees to gain skills which they
initially did not have. This will enable them toratuct the strategic change in the
organizations in a better way hence improving tlemegal performance of the
organization. Enhancement of integration suppdrésteliefs and culture of KEBS
and therefore brings out a positive impressiorefdrganization especially in regards
to employee relations in all ranks. The study dtaand that that the nature of the
business necessitated participation of diverse worke whose management and
optimization called for global experience. This ately affected change for
example need for frequent travels back home folagigies, observance of certain

holidays not practiced in Kenya.

However other cultural issues came out as posytirapacting change for example
there was firm belief in technical and marketiregulatory and risk which advocated
for “ getting it right the first time”, customer king, and general fast deliveries on
most change endeavours. Generally culture of p@rfeevas upheld in all divisions
although this was cited to cause pressure to stlaeholders’ for example suppliers
and contractors. This agrees with a study done Hmympson and Strickland (2003)
argues that an organizations culture is eithengortant contributor or an obstacle to
successful strategy execution. A strong cultura igluable asset when it matches

strategy and a dreaded liability when it does not.
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The study finally established that that generallgsinchange efforts met targeted
objectives mostly of outdoing competition by supemuality, early delivery. Some
departments felt that some changes were hurriedhpduced without considering
need for proper planning and failed to meet desgeals. Challenges faced during
strategic change included Lack of employee involeetn ineffective coordination
especially poor communication of change, dependenadonor funding, Low or lack
of budgetary allocations, time allocated for tharde, lack of a structured way of
managing change, lack of needed resources for @raspecialized labour which is
either non-existent or expensive were amongst lialenges mentioned. In addition,
the interviewees said that some changes heaviyorelexternal contractors who fail
to understand the intended change, others geght but deliver late, others leave

change midway.

Mostly changes are anchored on corporate strategg which when not

communicated properly sometimes becomes a majdtenga, others are lack of
support and needed capabilities to carry changmugfir, lack of commitment due to
existence of commitment gap, change agents lackimgpmpelling figure of what

change is desired. This conforms with a study byté¢o(2001) who states that
management of strategic change is often linkedhto role of a strategic leader.
Leadership is the process of influencing an orgeion in its effort towards archiving
an aim or goal. In some cases there was a degrisamoand anxiety during change

due to mistrust and this delayed buy in of the psgg change.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction
This chapter presents a summary, conclusions acmhm@endations of the study.

This study was focused on change management padtiluencing performance at

Kenya bureau of standards.

5.2 Summary of findings
The study found that reasons why the organizatieedad to change strategically

included competition from other firms, desire foogth, need for improvement in its

production process and due to government regukation

The study established that consultants involvedth@ change process included
Director, CEO, and chief operating officer from @tlorganizations in Kenya. The

role of these consultants was to give ideas on timvstrategic change process is
conducted. They also provided expertise in areas tleemed technical in the
strategic change process. The study also estatilishat change management
practices used in KEBS were enhancement of Colédloor /participation between

departments through group meetings, project matrixctures, restructuring and also

intentional employment of managers from outsidexasnples of such practice.

The study also established that intensified refearc best practices in managing
strategic change at Kenya Bureau of Standards waducted. The research was
usually conducted by the staff, employee themselwesbsite review, consultants
among others. Interviewees further stated thatreksearch has been conducted for a
period of time so that the organization can comevitp the best practices to manage

the change process.
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The study also established that communication iarpaunt when trying to raise the
level of understanding of the strategic change meament process. Communication
makes it possible for everybody in the organizatmriuding the management staff,
the employees among others to know their role éendfinategic management process.
The study established that that members of staféwewarded when they met the
targets set by the change practices through goomhmmendations, cash rewards in
form of spot awards and bonuses, parties, promatisecondments to advance same
experience with international organizations. Howes@me departments were of the

opinion that only senior managers take the credittherefore the rewards.

Additionally the study established that managem#atning and development
programs were common in KEBS, both internal anémeel. Also financial resources
were key especially to many strategic changesKERS intends to undertake. The
study further established that human resourceshieeemployees of the organization
will impact on the change process in that theifoast would initiate the change and

improve the overall performance of the organization

In addition the study established that the changeagement practices in KEBS led
to the introduction of performance contracts to Eyges and also the development
of a service charter. According to the interviewdes change management process
has mostly affected the company’s products and @yepl behavior. The employees
felt that the impact of the change process coulahdted positively on profitability
and stakeholder’s interest. The benefits of stratelgange is that KEBS had moved
from being a good Organization with average pertoroe to a great organization
with excellent performance which has been the dith@ strategic change program.
The study also established that that the KEBS leasrded a great increase in
performance since the implementation of the stratelgange.
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The study finally established that that generallgsinchange efforts met targeted
objectives mostly of outdoing competition by supemuality, early delivery. Some
departments felt that some changes were hurriedhpduced without considering
need for proper planning and failed to meet desgeals. Challenges faced during
strategic change included Lack of employee involeetn ineffective coordination
especially poor communication of change, dependenadonor funding, Low or lack
of budgetary allocations, time allocated for tharde, lack of a structured way of
managing change, lack of needed resources for @raspecialized labour which is

either non-existent or expensive were amongsthi#enges mentioned.

5.3 Conclusion
The study concluded that that consultants involwvethe change process included

Director, CEO, and chief operating officer from @tlorganizations in Kenya. The
role of these consultants was to give ideas on timwvstrategic change process is
conducted. They also provided expertise in areas tleemed technical in the
strategic change process. The study also conclidédhange management practices
used in KEBS were enhancement of Collaboratiortifppation between departments
through group meetings, project matrix structurestructuring and also intentional
employment of managers from outside as examplssdaf practice. Additionally, the
interviewees also pointed at organizing of frequeffgite strategy meetings for all
concerned departmental heads and senior middld hee@agers. Team building
between different sections, departments or divisemmetimes conducted by external
trainers was also indicated as a common practiee especially before or during

change.
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The study further concluded that communication@asamount when trying to raise
the level of understanding of the strategic chang@nagement process.
Communication makes it possible for everybody ia tirganization including the
management staff, the employees among others tw kheir role in the strategic
management process. Also the study concluded dwatgommunication will mean a
poor strategic change and thus the organizatiohnneitl have a good performance.
Further, the study established that effective lestdp is one of the most important
contributors to the overall strategic change mamege. Intelligent leaders are those
who have a store of skills and knowledge gainethfexperience that allows them to
manage effectively and efficiently the tasks oflydife. Effective leadership is
always required to bring effective changes in vasigtrategies in the organization.
Further the study concluded that initiating andrdomating strategic change always
requires well developed leadership skills. Thislso true that any change process
mostly face the certain level of resistances, affective leader is one who can

manage the resistance and implement successfidgirahanges.

The study concluded that strategic change has einfled the organization
performance in positive ways such that it has nthdefirm to be more competitive
that before, it has increased the productivity led firm which has improved the
market share thus increasing the profits. The drgéion has expanded in terms of
growth that is more branches have been establiseethloyee base has also
increasing leading to overall increase in perforoearof KEBS. Further it was
concluded that a link exists between change managenand organization
performance in that a change is always initiatedhtprove the performance of an
organization. The study also concluded that a ohdragppens when the organization

performance has deteriorated to an extent of immriosses in its operations.
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Organizational strategic change efforts are alvg@ered to improve the performance
of organizations ant the people in those orgaromati Strategic change is
fundamental to modern business organizations paence as a means of keeping up

with evolving market demands and to stay competitiv

Finally the study concluded that the change managépractices in KEBS led to the
introduction of performance contracts to employard also the development of a
service charter. According to the interviewees ¢hange management process has
mostly affected the company’s products and empldyatevior. The employees felt
that the impact of the change process could bednpdsitively on profitability and
stakeholder’s interest. The benefits of strateg@nge is that KEBS had moved from
being a good Organization with average performaica great organization with
excellent performance which has been the aim ofsttaegic change program. The
study also established that that the KEBS has decbra great increase in

performance since the implementation of the stratelgange.

5.4 Recommendations

From the findings of the study, the following reaqoendations are made:

This study recommends senior management to clealymunicate the vision,
mission and objectives of the change managementtetd help the employees
understand how those changes will affect them patso The managers should
communicate the reasons for the change in suchyahea all employees understand
the context, purpose and need for change. Comntionicahould be consistent,

frequent and through multiple channels.
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The study further recommends that delegation ofaseraspects of the change
program should clearly explain limits of the resgibilities. Poor delegation might
cause frustration and confusion to all parties ive since delegation means transfer
of certain responsibilities and not surrender otharty. Further, this study
recommends that successful assumption of autholity to effective delegation

should be rewarded.

It is also recommended that leaders should chestkpbople affected by the change
agree with, or at least understands, the needhfmnge, and have a chance to decide
how the change will be managed, and to be involwedthe planning and
implementation of the change. Coercion does natwalemployees to share in
decision making and this may make them resentftlus] when employees are
involved in the change effort, they are more likiel\ouy into the change than resist it.
Quick change prevents proper consultation and werokent, which leads to

difficulties that take time to resolve.

It is also recommended that the managers shouldehatp. They are expected to
foster and encourage determination and persistenagming changes encourage on-
going progress reporting - highlight achieved amoture milestones. Finally the

leaders are expected to make change stick. Thishigvable by reinforcing the value
of successful change via recruitment, promotiod, @&w change leaders. This simply

means fostering a change culture.
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5.5 Limitations of the Study
The study’s limitations included limited time seide for the research and the limited

scope of study. It would have been interesting ésearch on strategic change
management practices adopted by other organizatipast from KEBS and their

impact on performance. Securing face to face vigers was a challenge due to the
respondent’s busy schedules and the limited stipdilame to carry out the research.
To counter this, appointments had to be soughtsahdduled, sometimes outside the

official working hours

5.6 Suggestions for further Research
The study found out that the strategic change n&magt practices have impacted

positively to the performance of KEBS and the empés perceive them to be
successful, however, the study suggests furthezrarel on the strategic change
management practices and performance of other izagaons in Kenya. The study
will supplement the findings of this study by prdwig information on the strength
and weaknesses experienced in the implementatistrategic change. This research
therefore should be replicated in other organipstion order to establish whether

there is consistency among them on the best chaagagement practices.
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APPENDIX |

INTERVIEW GUIDE
PART A: BACKGROUND INFORMATION

1. In which department do you work?

2. What is your position in the department?

3. For how long have you worked with Kenya Bureau @in8ards?

PART B: STRATEGIC CHANGE MANAGEMENT PRACTICES AT KE BS

1. Please explain what necessitated the changes imoyganisation and how the
change process began ?

2. Who initiated the change effort in your organisatioBoard members, top
management, employees or any other).Were all erapkynformed and
involved in the change?

3. Did you involve external consultants in the chapgegram? If yes, please
explain their involvement in the change process

4. What are some of the practices change managemactiges used in Kenya
Bureau of Standards?

5. Is there intensified research on best practicemnanaging strategic change at
Kenya Bureau of Standards? Explain

6. Explain the nature of strategic change communinaiio Kenya Bureau of
Standards

7. How does communication influence strategic chang@agement process at

KEBs?
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8. What is the role and how effective is the leadgrshirelation to strategic
change management in Kenya Bureau of Standards?
SECTION C: ORGANIZATION PERFORMANCE
9. How are members of staff rewarded when they meettdhgets set by the

change practices?

10.How does management ensure that the members bastafvorking towards

the targets and the changes made?

11.What resources are being used to implement the gelsaprocess and

performance in KEBS?

SECTION D: RELATIONSHIP BETWEEN CHANGE MANAGEMENT &

ORGANIZATIONAL PERFORMANCE IN KEBS

12.Has change management influenced organizationdbrpgance in Kenya

Bureau of Standards? How?

13.In your opinion, what is the link between change nagement and

organizational performance? Briefly explain.

14.Has change management impacted positively on eraptdywelfare and

stakeholder’s satisfaction? How?

15.Kindly summarise the benefits Kenya Bureau of Stadsl has derived from

the changes discussed during this interview and wateyour future change

management plans if there are any?
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PART B: Change Management Challenges Encountered

16.Does Kenya Bureau of Standards carry out managernraming and
development programs before implementing strateh@nge management
program?

17.How is integration enhanced by the concerned dejeauts/division during
change in your department?

18. Are there cultural issues that affect change mamagéin your department?
If so, which are they?

19. Explain how change meets the targeted need in KBoyeau of Standards?

20.What are some of the challenges faced during gicatdhange?
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