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AB T 

rganizati n n wada) · are under int n hang· h \\ the 

if the)' ar to en urc th ir un ivai and 

rganizati n g thr ugh the c m tion . r changc u u II) C\' k d. 

M re r. in e re i ·tan e to hang frequent! · cited imp! m~.:ntati n 

pr bl rn en um r d b) management when introducing chang . und r tanding h w to 

rnanag it ful. Thi ph n m n n f r i tan a mple. · I re fa ing 

managem nt in organizati ns today. 

M tivated b) tbi · nc rn. tbi r arch basi call ught t mqwr wh ther th r ar 

trategie . \: hich rganizati ns going through change, can u e t manage re i tanc . 

ati nal Housing Corporation. which i th ubject of thi stud . w1d rto k hange to 

it trat gj direction. rganizationaJ cultur int rnaJ proc and perfi m1ance 

managem nt ystem that Iicited re istanc . A ca 

determine bow the re istanc was managed. The re 

tudy a thu conduct d t 

h r carried out in-depth per onaJ 

interviews vvith lh top and middle management at ationaJ Hou ing rp ration. I o 

interviewed were thr e consultants contract d by National Hou ing 

coordinate arious change initiatives. 

rporation to 

ccording t 1b tud finding ational Housing rporati n -.: ·a abl"" t succe fully 

manage resi tanc by using trategies like adjusting ulture. supp r1 by the top 

management, communication. parti ipation, heduling change and training. The tudy 

al o re eal d three recomm ndation which organization hould take ognizance of 

when faced >vVith r si tance to chang . Th fir tone is that it i cruciaJ for manag rs or 

change agent t b competent in managing 1b chang proce . ec ndly, organizations 

going through chang cl arly reco6rnize and identiJy th underlying causes of resistance 

a and when it m rge . FinaiJy the positi e aspect of resistance sh uJd not be ignored. 

Thi r ear h contribute to th exisling literatme and an rv as a guideline for 

manager on h \ to introduce organizational change in a way that decrease the potentiaJ 

for re i tanc . 

X 



1 I l 

1.1 Ba ·Aoromul 

1. 1.1 ltange Jfrmaoemenl 

In t da ' n m . chang i p r asive in our oc1 ty and a fa t f life in rganization . 

ften in rapid p d. Pear and R in n 

1997 th imp tu f change in m t cas s u uall come from the 

more and more organizati n perat in a random, turbulent n ironment th ne d for 

chang i felt mor trongl . Fa and Luhrmann 20 4) p int ut that rganization are 

on tanrl b ing forced to g through c ntinu u adaptation due fact r like 

progr s i e globalization. increa d competition chang in information t hnolog . and 

deregulation. The world is continuously changing and o organizati n in it need t 

change on order to ur i r nb rg and Bar n, _Q02 . 

The targets of mo t organizational change u uaJI includ trategy. tructure . p opl , 

technology, job design performance tandard , and culture. Ac rding t •rik on 

2004) people's li e dail activitie moti ation , ati faction and 

affect db. change in th ir work and' orkplac s. A hforth and Humphr 

ut that p ople' rea 6on to change include defen iv n , grief, helple 

abandonment. denial. and unc rtainty. Resi tanc fr qu ntl o curs a 

rganizational change that ha the p tential of p r anal impact 

resp n e to 

Fe lings such a re i tanc that chang evoke ar ry human, and to ignore them i a 

mi take. To ucceed. organizati n n ed to und r Land and manag the human dimcn ion 

wh n impl menting change ( ' onn r. 1993 . Many authors (Lawr nc , 1954: Maurer, 

1996; trebel. 1994· Waddell and obal, 1998 tr s that r i tance to chang u ually 

lead to the failure of many chang initiati e . Br adly defined resistanc i a fl arful 

re pon e to any major chang . 



under ( 1 - ) ddined re ·i tan c l ch ng a ha\1 r. \\hi h i · intended t pr t t an 

indi' idual r m the etTe t of r al. or imagined ch, ng •. Re i ·t n ~ ha al b ·en de lin d 

an~ ndu t that en·e t maintain th latus qu in th ~ fa c I pr ur t alter the 

tatu qu (Kirkman _ 

Being un bl t manag r i tan ·e at th rganizati nat I 'el i a mi take that a unt 

ti r failur . m r2er . reorganizati n and ther tratcgic change fli rt 

Reyn ld . 1994). in chang h b orne an ry da part f rganizati nat d)nami 

empl yee wh re i t change can a tually cripple an rganizati n. oghlan 

l 993) it i el) imp rtant that organization ha e pr p r w1d r tanding f th 

that! ad t chang a w lJ as the und rlying caus of r i tanc t chang . 

1.1.2 The Hou iuu ludu try 

Two main pia er control th local hou ing indu tr in K n a, that" U1 rnm nt f 

Kenya and th private ect r c n i ting of b th orp rate and indi idual d lop r . 

Ac rding to the National Hou ing P lie · 20()4 . th d mand Ii r hou ing in the ur an 

center out trip the uppl by ab ut 130,000 unit annual] . The overrun nt intend to 

in1prove b th the quantit and quality of th housing to k in th countr . inc th 

Go ernm nt cannot achi e thi bj cti e by itself it cam up with th 

trateg 2002. v b r it facilitate an nabling en ironm nl forth privates ct r to in 

in th housing industry. 

The hou ing indu try i curr ntl , p riencing growth du t p itive change in th 

econom)' wru h pro ide imm n for pia ers in th indu try 

to in e t in the con truction of h u ccording t the ali nal D , . I pm nt Plan 

2002--008 the Hou ing indu tr in Ken a i projecte to gro' at a rate f ab ut 6. % 

fr m the ear 2003. s abl thi growth rat i anticipated to increase a the 

conomic Recov ry trateg for Wealth and Empl m · nl creation launched b the 

Go errun nt inJun 2003 tart m ling it obj cti e . 

2 



Table 1: The average annual growth rate in the housing industry 

our e: ationaJ D velopment Plan 2002-2 08: ffecti v ana ment for u tainable 
con mic ro\ th and P verty Reducti n. 

1.1.3 1Vatiom1/ Housinu orporation (NHC) 

ational Hou ing Corp ration ' as tabli hed in Jul 1967 und r th Hou ing 

Act Cap 117 of the laws of Kenya. The Go ernment u e H to m t it 

obligation to its citizen through th developm nt of dec nt and afti rdabl b u ing. 

th r rol of NH includ the mobilization of local and intemali naJ capital for 

housing development, forging partner hip with local auth riti . the 

pri ate ect rand other takehold r in th hou ing industry. H has onstru ted er 

50,000 hou ing units at a cost of o er K h . 3 Billion (NH 

In order to facilitate its op ration countrywid H has regional fi ld ffice in akuru, 

Eld ret, Ki umu and omba a with the Head ffice in air bi. Th urT nt taff 

rength con i t o£''70 mplo e 

According to NH financial account for the period ending Jun 2006, th 

c rporation' a set wer aJued at K h . 5.1 Billion. The rp ration product 

p rtfolio con ists of rental prop rties, t nant purchas ch m , rural bou ing loan and 

hou ing development in urban enter offi r d fi r outright al to middl and lo 

inc me earn r . Th Board of Director i compo ed f four public offic r r pre enting 

various relevant Go emment Departm nt and five members fT m th pri ate sector. The 

Go ernment appoint th Board and EO under r n abl thre -year terms. Th da -to­

da running of the orporation is the re ponsibility of the Managem nt team headed by 

tb EO and as isted by fi d partmental manager . 

3 



v rat chang m 'J J · p rating en' ir nm nt J1l: c ·itat ·d m ~ r re-alignment fit 

trat ) dire ti n Fir twas the ntinued d lin in ' II ·. mark t har' . I r m r than 

tw d cadl: th •11c ''as the mark L I d r in th h u ing market. H \\C\ r incrc - d 

mp titi n fi-om prh at ignificantl) rcdu ed II ·• mark t ·hare. Thi 

impa t d negativ I n 'H · Jinancial p rfi rmanc . financial 

account th orp rati n p ted I for fi e ar in a r v. fr m 19 

''as aggra\ ated furth r b) L caJ uthoriti d faulting t pa advanced 

1 H . a ez f additional funding from th E hequ rand p r c rp rat g v mane 

tructure in th orp ration. 

econd ther a the i su of chang in the political n ir nm nt. ln 20 2 th current 

go emm nt came into po' er n a platform on chang . cc rding t ~ con mic 

R o ery trategy R for Wealth and mpl ym nt ' r ation 2 3-2007, the 

Go ernment undertook to r t re gr wth of the country ar of d clin . 

Th ER under cored the imp rtance of bou ing in p ert reduction and mplo ment 

creation. h Go emment und rt k to facilitate ari us actor uch a H . and other 

e tor to m t th housing production target of 150 000 unit annual) . 

Finall th r ere changes in th r gulatory environment of, tal orporation . ln 2003 

the Go ernm nt in tituted mea ure to ensure that aJI tat orporati n were elf-

ustaining and fficientl run. The Board and hief cuti e Offi r of the e 

Corporation were required to neg tiat and ign Annual P rfonnanc ontract ith the 

Go ernm nt. The contracts p cified the targ ts to b achi ed in each financial year in 

return to delegated auto nom in the nmning of Corp rati n . 

It was again t the backdr p f th change highlight d abo that th 

appointed a new Board of Director and CEO at IIC in June 2003 to gu ide th 

C rporation through the paradigm hift. In early 2004 th Management appoint d 

consultants to conduct a ituati nal anal si of and id ntify major ar a ' that 

requir d trategic change in re p n e to the environm ntal change . 

4 



H · trategi dire Li n \\as th fir t rca l tted fi r hange. 1 he dynami natur f th 

emir nm m n nand future dire ti n 

in a 

n ' trategi plan dri \ n b the oard dire lor and 

as i ted b 

The organizati nal tru ture wa th nd ar a that n cd d chang . I 1 

long tim with a top-heavy tru ture, \ hich wa larg l bl tted. in fllci nt and 

bureaucratic. Revision f th strategic plan al itat d r alignm nt f th 

rganizational tru ture. Thi wa done in ord r to fi r tall tructural inertia. 

hird, mo t of the proces es at NH were outdated and manual in nature. Management 

found it nece ary to re ie' the internal bu ines proc s . Management und 110 k t 

automate and realign mo t of th int mal processes in rd r to make th m m r fficient. 

NH al o planned to obtain I 0 9001 :2002 certification b ' 2007. 

Th fourth ar a that urg ntl change was the organizational cultur . ccm·ding to a 

cultural web analysis done on th Corporation in 2003 by a ta k force c n isting of 

Management and consultant it wa obser ed that the H had a pred minantl 

defender culture. In order to meet NH ' strategic obj cti es the management und rt ok 

to change th organizational culture to a prospective culture whi hi pr chang . 

The final area target d for chang wa the P rfom1an e Management stem. Due to the 

introduction f perforrnanc contracts in tat orp ration 

necessary to imp! m nt a ne p rforrnance managem nt 

ernplo e were exp cted to ign annual contract ruch 

I · s management found it 

t m. nd r th n w y tern 

ould onJy be rene d bas d 

on meeting c rtain work target . [n addition a reward mechani m a to b put in plac 

so as to moti ate emplo ee · who m t annual ~ ork targets. in an effort to ucce sfully 

implement chang in the areas listed above the managem nt at NH ' as fac d with the 

challenge of addressing resistance to trategic change. 
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1.2 tatement of tit" problem 

e '' rld t da) i a pia f rei ntl and a elerating hange. In rd r t un·i e and 

r main uc ful organitati n are ften r quir d t und rg thr ugh trategt hang . 

Th comm n 

direction. tru tur , p 

th rganizati n trat gic 

rganizati n g through 

the e chang the i ue f r i tan e n rmall} ari e . 

Re i tanc to change i th refore a fa ing managem nt in th d 'Jlamic and 

eYer e ol ing organizati n of toda). It has b n id ntifi d a a riti all imp nant 

contributor to the failur of man well intended and well c nc t initiate 

hange ' ithin organization . Chang agent and manag r thu n ed t c ad pt at 

understanding and managing this phen men n. 

menti ned artier ational Hou ing orporati n ha be n going through eral 

trategic hange . change ar expected to ha e eli it d m r i tance. Thi 

re earch aim at addr ing the following qu tion in r lation to ational H using 

, perienced? nd h w was it handled? 

1.3 Objective ofthe tudJ 

The objecti e of thi tud ere tw fold 

(a) To establi h the t pe of r i tance to trat gic change that e ist d at National 

H u ing rp ration. 

(b) T stabli h ho' ational Hou ing rporation rnanag d r istance to 

trat gi change. 

6 



1.4 cope of the tud · 

he tud: w limited t a 06) in the hi lt ry f ati nal 

Hou ing orporati n. hi \\ ith th app intment r a ne\\ 

hief E. uti e ffic r and B ard f Director wh w rc m lved in teering the 

rganizati n through a trategi chang 

b HC muddling through v.ith ut a delib rat 

1. 5 Significance of the Stud; 

. he p ri d pri r t thi · i 

trat g . 

hara t riz d 

R earching on th topi under in e tigation i f enefit t variou · partie . ir t and 

foremost H will ben fit fr m thi stud me th r p rt i a u eful f 

information to it Management and taff. In future if H i to go thr ugh a imilar 

change proc s , it Manag ment can be guided by the finding of thi ' ould 

basically result in a short learning curve thu aving tim and re urc for th 

organization. 

econd organizations intending to go through a strat gic change pr 

interested to learn from ·H how it addre ed the i ue f managing re istance to 

chang . u h organizati n will not n ed to 're-in nt th h 1" a it were. he can 

u e the finding ofthi tudy t addre s imilar challeng . 

Third, acad micall thi tud expected to contdbute to the fi ld f strat gic 

management in g neral and change management in particular. ch Jar andre earcher in 

change management can leverag on the finding of thi tudy to de elop further r earch 

in understanding and ta kling th i ue of resi tance to strat gic change in the workplace. 

7 



2 VI ' 

2.1 Or auizatioual lumge 

ording t Reg r et al.. 1994) rganjzati n ar n wada) f reed t m 

d namic envir om nt and ar a re uh und r gre t pre ur 

fundamental I change th wa R ut 

that pow rful force in th n ironm nt are pr urizing publi and pri ate rganization 

to alter perman ntly e · i ting trat gy. structur . p licies. t hn l gy and practic . fhi 

implie that the aim f rganizati naJ change i an adaptati n f the n ironment and/or 

an impro ement in p rformance. 

hanae in organization uaJJy diffi r in cop me om ar min r -. hil ther ar 

major. Greenb rg and Baron (2 02). point out that fir ~ t rd r hange r th that are 

continuous in nature and involv minor shift in th perate . 1 he e 

ar basically very d lib rat incremental chang undertaken b organizati o . ccording 

to Good tein and Burk 1991 . th second type of change are u ually trategic. 

tran formational and rev lutional) and ar often r fi rr d to a nd rd r change . 

These are radical tran formation, here the organizati n total) chang ntial 

framework \i hile looking for ne\ competiti ad antage adler and Tu hrnan. 1990). 

In ord r to impl ment chang ucc sfully oraanizali n ne d t be ad pt at managing 

trao ition . Good tein and Burk ( 1991) a n that the pr ce of chang manag m nt 

deal with aligning people. r ource and ultur with a hift in the r0 anizational 

direction. During thi transition man organizati n usual! en ounter ari u probl m 

that cau e dela sand additi nal co t thus affecting ful impl mentati n of change. 

On of the bigge t hallenge faced b organization going through chang i that po d 

b r si lance to change (B ey and Hede, 2001 ). 

8 



2.2 Re i ta11 ·e to 

rganizati n and pe ple arc innatcl* adv r t any radi al 0). 

The g neral argum nt i that \\hen confr nted "ith rapid chang th get rigid. freez up 

and u uall) rebel again t hang . J hn n and h Je (I ) a ·ert that re i Lance in 

organizati curs at tw di tin t le\el . rganizati nal and indi idual. rganitation 

as a who! al o manw t behavi r imilar t indi idual '"h n fa ed with the n cd to 

chang . 

Tb energy of individual m ol d in hang i very powerful ( chalk nd ampbelL 

1998 . According to Gr nb rg and Baron (2 Q_ peopl · rcacti n t rganizational 

change can b summarized in a continuum ranging from acceptanc . thr ugh 

indiffer nee. and passive re i tanc t acti e re i tance. Thi continuum i hown in 

Figure I b low. The right ide of the continuum entail re i ting rea tion to\ ards 

chang while the left ide entails upp ning reactions toward th chang ffi rt. 

Regard) s of how wid pread r t rnic chang i in organizati n . ultimately it i 

p r onal. Re i tance frequent) ccur an int rp r onal r organizational 

change that ha th potential of p r nal impact. P itiv r a tion can be upporti e of 

change and yield its succes whil negati e reaction can undermine r thwart planned 

change ( chalk and Campbell 1998). 

The r lation hip between indi idual and organizational r i tance to chang i important 

(Lorenzi t. al.. 199~). An organizati n i a compl 

p ople, leader , technologie , and " ork proce Fr m thi int raction emerge 

organizati nal b ha ior. culture. and p rformanc he em rgent prop rties and 

b ha\ ior are tight I int r-linked . rganizational re i tan e to hange can asily give ri e 

to individual re istance and i e er a. A lf-r inforcing to p f incr a ing r i tance 

can develop in the organization if indi idual creat an en ironment in ' hich re istance 

t change i the norm. That emir nm nt in turn encourage increa d re i tance to 

hange among indi idual emplo ee . The basic dynamic b hind thi phenomenon is that 

9 



th rganizati n i mad up f a net~\ rk f ir ular au al pro e 

~\ hich th n in flu n e . \\hi h in turn influ nee 1.e .. th it \\n tail. 

rganizati nal d)nami j_ a pr requi it [I r leading 

ffi ti' e hange pr 

Cooperative Apathetic Not leamrng Slowing down 

Enthusiasm Passive 
Resignation 

Indifference 

Doing only 
what is ordered 

ourcc: r enberg and Baron (2002 

2.3 Per. pective of Re i lance 

Passive 
Resistance 

Protesting 

Makrng intentional mrstakes 

Tal<ing time 
off job 

Deliberate 
sabotage 

Br adl d find r i tance i a fearful re ponse to an maj r change ( e Jager, 2001). 

of lit ratur indicate that re i tance to chang ha b n d fmed dif[l rentl b 

anou author . urth r anal f the e definition indicat that thi ph nomenon an 

b diffi rentiat d into four main p r p cti e ( os. 2006 . Th ar th irrati nal, 

political. cia! and, p ychological. Th last three emanat from a rational point f iew 

10 



and offer m r in ight f r the in ·e tigati n f rc ·i tan than d the irrati nat 

appr a h. 

h irrati nat approa h vi w r i tance as una id Jc b ha\ i rat r p n e t hange 

uch that wh n manager and ·ee ar fa with hang th ) a t irrati n ll b) 

trying t maintain the 97 . A c rding to thi per p tiv 

r i tan i 'ie" ed as a natural p t of hange and im he an) fore direct d awa 

from th hang pro hforth and la l 1998 d fin re i tanc a int nti nat a t 

of commi ion or 01nis ion. hi per p cti i rather n v.ed. a it d e n t attempt to 

under tand the underl ing I ment that cau ere i tanc and m ~ t re ign to th fact 

that r i tance i bound to happ n r gardle fth pr ailing ir urn tance . 

ccording t the political per p cti e. organization are mad up f coaliti n v ith 

u ually oppo ite intere t . hang i th n resist d becau e it I ad to alt ration in the 

ex.i ting balance between the e coalitions. Folger and karlicki 1999 define resi tance 

a employe b havior , which ek to chall ng , di rupt, r in rt prevailing 

as urnption , di cour e, and power relation . An e ample i wher re 1 anc riginat 

from the isting po' er structur in an organization. 

The social p rsp tive hold that rganizations are ociall on tructed realiti s made of 

indi idual or group of indi idual orking tog ther ( 2006). Her re i tance 

de elop during the cour e of o ial interaction h n group norm and alu collid . 

For example attempts to chang th organizational cultur oft n leads to r si tance. 

Morgan 1986 tre e that U1 chance f conflict or r i tanc to change increa es when 

ritual and dail routine ar brok n. 

inally according to the p chol gicaJ p r p ctive p pi ha e a tendenc to ard 

homeosta i . meaning that p opl tri e for a balanc b h een change and stability (V . 

2006). T much chang 1 ad to unc rtainty and comrn tion. but no change at all lead to 

bor dom. Re istance in thi ca lie in the perception of a con tant threat to the statu 

quo. Thi p r p ctive i r fleet d by John on (1992 . wh d fmed r i tance a half of a 
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p larit~. p n fa c n b l\\C n traditi n ru ding t th ne. t 

fr nti r. nt and ldb r_ (I al added that in i' idual nd 

and pr t tatus qu if th y eel that their urit) r tatu.- i threatened. Re i tan 

ften d b) m f the litcraturc..: n hangc 

rnanag m nt. uch that uppon 

indi idual in rganization. 

2.4 ource of Re istance 

r re i tan • i p rc i\ d \ ilhin th • c ntc t f 

In order t under tand th rn rgence and maniii tati n f r i tance t change, it i 

n e ary to kno~ th ourc f thi phenomenon. r r i tance li ith r in the 

organizati n or individual , 200 . Johnson and chol (1998) outline ix maj r 

ource of organizational re i tan e a tructural in rtia. limit d focus of chang . gr up 

in rtia. threat of experti e. thr at of e ta li hed \ r relati n hip and thr at f 

establi hed r our e alto ation . Individual re i tanc n the ther hand ari es due to 

fa tors lik uncertainty. urpn e, personalit c nfli t urpn and Ia k of 

communicati n Kreitner. 1992 . 

hforth and Humphrey ( 1995) point out that earl) r arch in th fi ld of chang 

manag m nt a knm 1 dged aggr i n and fru trati n in mplo a th emotional 

factor that cau und irabJe b ha ior and re i tan e to change. While Pid rit (2000) 

as rt that r sistance to hange i a d fen e me hani m cau cd by frustration and 

anxiety. Friend and C ok (1996 . on th other hand pm that r istanc frequent! 

occur a a r pon to an int rp r naJ of organizati nal hang that ha the potential f 

p r onal impact. A it can b b rv d literatur on chang management for" ard many 

ubdi i ion for the cau of employ e re istance. 

Zander 1950 offered ix primar rea on for re istan e t urface in organization . Fir t 

i if the natur f the chang i n t made clear to th p ople going to be influenced by the 

change. econd, iftbe change i op n to a wide variety of interpr tation. Third, i if tho 

influ need feel trong force d t rring them from changing_ F urth i if th p ople 

12 



influ n d b.> hang h , . urizcd t a ept thl! hang' in ·t ad f ha ing a a) 

in th nature r dir ti n f th chang . I ifth. if th hang i made on p r · nal gr w1d . 

inall) i i th change ign re the already e tabli h d in tituti n · in th gr up. Alth ugh 

grm n ther 

ldberg. 1999 . hi h helped t pr 

concept f r i tanc . 

that are quit mm n and pre al nt 

Kotter and chl inger (I 979 p int ut that there are ur maj r rcas n "'h pe pie 

r it hange. irst is fear f I ing m thing f alue. e nd i mi under tanding or 

mistru ting the hange and it implication . Third, i th b lief b empl y e that the 

change i of little or no u at aJJ. inall i when a 1 w t ranee fi r change exi ts in the 

organization. In these ca the cau es f resistanc can found in b th th p r onaJity 

and th en ironment. The further argu that if an mplo e ha a I w tolerance for 

change, the increased ambiguity that arise as a re ult of ha ing to perfi rm their j b 

differently would likely cau e re i tance to the ne wa f doing thing . 

ccording to De jager 2001 r i t chang b cau th hav t learn 

omething new. In man cases th re is no disagreem nt ith th benefits of the new 

proces , but rather a fear of the unknown future and about th ability to adapt to it. Kegan 

and Lahe 2001 on th th r hand d cribe a psychological dynamic, hicb th r fer 

to a competing c01mnitm nt as the real reason fi r mplo e r i tance t hange. 

According to them the change i not chaUenged, but rather it or not 

implem nt d at all b caus th empl ee face additi nal i ue r c nc rn relat d to 

the change. 

Hultman 199- point ut that ther i aJ, a the dang r of on identifying a mptom 

of re i tan e v hen one i r all I oking for the cau . In ord r to prop r ly addre s 

emplo e re i tance it is important to prop rl diagno th und rlying rea on cau ing 

it. ymptorns are a con equ nee of causes of resi tance. xample of symptom of 

re i tance include a ris in the number of ernplo ee reporting ill b ing late to meeting 

and a rise in th number of conflicts in the organization (M t laar, 1997). 
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rding nb rg and Bar n (_ 0_) a di tin ti n bctw en pnma~ and 

ndary f r i tance . Primary ur being 

dire tl) linked t th c nt nt r change. Thi 1 . ften th ca. e \\hen chang h 

d trim ntaJ effect on the w rk nditi n . In • ndal") of r ·i tan ear 

d fin d a arri r that dir tly r indirect!~ hinder the impl m ntati n f the chang . 

, ampl f e onda.I) cau of re i tan in Jude Ia k f tim . re ur c , 

c mpet nci . and ab nc fa cl ar plan to impl m nt hang . 

Dent an oldb rg (l u ually a I t f imilarit. in th 

arguments that vari u auth rs in hange manag m nt ( ld g and , team . I I; Durbin 

and Ireland. 199"' · Griffin, 199 · Kreitner. 19 2; berm rh rn. l 89) put fi mard a the 

cau e of r istanc . Ac ording t Kreitner re i tanc ari fr m th c who j b ar 

directl. affect d. Griffin. Alda and team . and cherm rh n ar almost s n n 'mou m 

th cau e of re i tance to chang a Tabl 2 show . mbin and Ir land n th ther hand 

attribute re istanc to thr r p r ut m (i.e. that th 

rna earn le rnon . b p r nail incon nienc d r be r uired to perform mor 

work): people' fears f th unknown; and ' rk r r alizati n f faul v\ ith hang 

o erlooked b managem nt and th ir fear of re ulting pr bl m . 
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T, BLE 2: Cau e of Re i'tan t hangc. 

Autb rs Kreitner Griffin Aldag & Schermerhorn Dubrin & 

(1992) (1993) t arn (1991) (1989) I rcland (1993) 

ICAUSES OF RESISTANCE 

r 

urpri e 

lne11ia 

Mi under tandina X 

Emotional id Effe 

Lack ofTru t X X X 

Fear of Failure X X 

Per onal ity Confl icts X X 

Poor Training u 
Threat to Job tatu I ecurity X X X 

\! ork Group Breakup X 

Fear of Poor Outcome X 

Faul of Chang X 

nc rtainty X X 

Source: Dent E. & Goldberg, S. (1999). Challengin Re i tance to Change Journal of 

Applied Behavioral cience March. 
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2.- Wlty 1l1tmage Re istance? 

of chang i ubiquit u and r i tan h b n id ntified a. a criti ally 

important ntribut r t th failur of man} w II int nd d and well l ncci cd cf(i rt t 

initiate chang 

concerted ffo 

within organizati n 94 . Re i tan e u uall} impair 

to impro p rfi rmance at b th th indi idual nd lh rganizational 

le el . rp rat hang ffi rt ha e b n ioitiat d at trem 

Change ugges letting go of old habit , r le . pr c . pr cedur . and tru ture 

(Pearce & Robin on. 1997). h re i unc rtainty ab ut n w r quir m nt nd 

concern about the futur . All of thi r ult in anxiety. tr 

ccording to riks on (2004 . it important for change manager ha an 

understanding of wh people resi t change, becau e thi all w th m t plan trategie 

aimed at managing resistance from th ther fore an ong ing probl m. 

Folger and karlicki (1999) a ert that rganizational change u ually g nerat 

skeptici m and r istance in employee making it som tim diffi ull f impo ible to 

implement organizational impro em nt . Th resi tance a pect of chang can make or 

break it. nder tanding. addressing and embracing resi tance i fundamental to 

understanding and managing chang . In order to facilitat a m tb tran ition from th 

old to th n w organizations mu t b competent in ffe ti el managing re i lane to 

change. 

Ansoff ( 199 ) p int out that r i tan e t change intr duce o ts and d Ia s into th 

change process that are difficult t anticipat but mu t be tak n into con id ration. Thi 

implies that organization need t tak cognizanc f re i tance when impl menting 

change. ccording to Coets e (1999). an managem nt's ability to achie e maximum 

benefit from change dep nd in part on ho effecti ely th y maintain a climate that 

minimize re istant beha ior and encourages acceptance and support to change. 
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el) 1m rtant that th change manag r anti ipate. and plan trat gie fi r 

dealing \\ith r i tan . hi appl i nly at the f rmulati n f the hangc. ut al at 

th impl m ntati n pba h c ntinu u foil \\-thr ugh. that th chang 

manager m nitor th chang r the long-t rm. cing al rt r difficulti a th 

appear. 

2.6 Studie 0 11 j~fanaoilw Re i ·tance 

L vvin 1947 fir t introduc d the concept of r i tan t change. H i al cr dited 

~ "th bringing up the notion of managing and r mo ing re i tanc t pr p ed change 

occurring in the organization. His early ' ork focu d n lh asp ct of indi idual 

b bavior that mu t b addre ed in order to bring ab ut effecti e rganizational chang . 

He introduced the t rm a a tern concept as a force affi ting manager and empl 'e 

equally. According to him the tatus quo repr nted equilibrium b tw n th barrier to 

change and the force fa oring change. He wa of th opinion that it as more effective 

to weaken the barrier to chang than to strengthen th dri r . 

H argued that work took place in organizations ithin a tern of role . attitud 

beba ior. norms and other factors. He sugge ted that an ' di quilibrium in thi group 

dynamics in organization could result in a change f[t rt being a c pted or resi ted. He 

believed that som differ nee in the forces wer r quired in rd r to faciJ itat chang . 

His solution wa to advocate that succe sful chang r ts in "unfr zing' an e tabli hed 

equilibrium b enhan ing the[! rc s dri ing chang , r b r ducing or removing resi ting 

forces and then refre zing in a new quilibrium tat . 

Lewin (194 7 ugge ted that the practical ta k of ial management, as weJ I as the 

cientific task of understanding the d namics of gr up lift . r quire insight into the d sir 

for and resistanc to. p ific change. Re i tance to change ' a a t m phenomenon, 

not a p ch logical on for the p ychology of th human in th tem is an lement of 

the total system. 
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Th fi t kn "" publi ·hcd refer n' t r ar ·h m 
'' a tudy ndu ted b:;. h ami f rcn h (I -t '). I hi 

''h) pe pie re i t chang tr nul; and \\hat an c done t 1 n\cn.:um 

and ren h · ( 194 hyp the i '"a that rc i ·tan • t h nee i , m 

trati n \\ith tr ng gr up an<.luc•d Jurcc . lhr u individual r a tion to fr 

on lud d that gr up 

d ign and dev I pm nt f change ha\ mu h I \\Cr r~ ·i tancc than th 

The ad i managers t hold gr up m ting c mmuni ate the nee 

oli it employee' in ol ement in the planning the h nge. 

n 

· that d n . 

Zander 1950 wrot an arti 1 that made an earl l1 n betv.ccn . 'lllpt >Ill .md 

cause of resistance. Rath r than providing a t ms m del he equated resistance in 

organizations to a ps ch therapi t and a patient. Hi primat) d icc f r pra u an, 

manager wa to kno' what the re i tance meant o that th 

on the cau e rather than th ym pt m . 

uld redu c it h} \.\ rking 

Lawrence (1954) propo d th xi tence of b th t hni al and cial <.limen ·i ns 

change. He argued that r sistance occur wben thes cial asp arc n t drcs ·cd. lie 

li ted five prescription for v hat management can d ab ut re i tan c l ch<tngc as 

broadening staff intere . u mg und r tandabl t rm during hange. having a new 

perspecti e towards r i tanc . d eloping ne"' j b d finiti n and re i ·ing the r lc of 

the change agent to b that of a fa il i tator. 

Flm er (1962 on the oth r hand bserv d that the !uti n for th e managing hange 

in ol finding out v. hat chang m ans to th mpl p r pe ti . I k al. nutcd 

that additional resi tanc is oft n triggered b th way th manager rea ·t · t th • initt·•l 

change. orne of the basic pre cription of o ere ming r i tan e that he pr scnt~:d l 

manager included pro iding emplo. ees ith the o p rtuni [i r parti ipatinn. 

facilitating two-way communication. av iding t imp e change. making han 'C 

on i tent with the employee· elf image and d aling ' ith empl individuall and 

not a a gr up when managing re i tance. 



Oman ltlb rg (l 9) 

forward b auth r ( ldag an 

n that thcr i gr at imilant) in th 

t am . 1991. Our in and Ireland. I 

argument , put 

: 1riffin. 1 

Kreitn r. I 9-~ chermerh rn. 19 tr t gi 

abl ., th author · r mmend ming re i tanc with participati n. 

education. facilitati n. n g tiati n. manipulati n and 1m li it r . ·pli it oerc1 n. 

lth ugh th ir trategi f dealing with re i tanc ar lm t id nti al th 

ugg ted in Table 3. K tt rand chle inger 1979) g a tep further t link ch trateg 

with ituation in \.vhi h they can b used appr priat I . I h al li t oth the 

ad antage and di advantage f u ing ach trat gy hown in abl 4. 

it can be b rved fr m th literatur abo e th r ar man trat gic [I r managing 

r si tance as there are cau e . H \.\ev r ' hat i ital for manag m nt i 

appropriat appr ach or t hniqu giv n th underl ing circum tan n mi match 

between the two usuall resu lt in the probl m of re i tanc n t prop rl ing d alt 

with. Management al o has to tak cognjzance of the fact that it i u uall ' unlike! for 

organizations to complete! elirninat r sistanc to change. Rather what i important i to 

introdu e organizational hanges in a wa that de r a th potential for r i tance 
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B : trat gi f r Qy rcomin R i tao t hang 

i 
uthor Kreitn r Griffrn Jdag chermerhorn Dubrin & 

(1992) (1993) tearn · (1989) Ireland 

(J 991) (1993) 

TRATEGIES 

I 
I 

l Education X X X 
I 

I 
Participation X X X X 

facilitation X X X 

I 
1 Negotiation X X X X 

Manipulation X X X X X 

Coercion X X X X 

Di cussion X 

1 Financial Ben fits X 

Political up port X 

ource: Dent, E . & Goldberg . 1999). Challenging Re i taoce to Change Journal of 

Applied Behavioral cience March. 
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l)le 

Edu ation + 
Communi ation 

Participation + 
Involvement 

Facilitation + upport 

egoriation + 
greem nt 

Manipulation + o­
optation 

Explicit + Implicit 
Coercion 

L • -': • trat f r addr in 

or ina curm 
infl rmati n and 
anal i 

have all information to 
d ign chang and 
\ her other ha e 

' on ·t' ork or are too 
co tl 

initial r 
con iderabl 

Advantage 

Participant are 
committ d to 
implementing chang 
including their rele ant 
contribution 

Best approach for 
adjustment i ue 

f 

han 

l)i ·ad,·antage 

are in 

an be time on uming. 
p n i e and till fail 

if it 

an lead to future problems 
if people feel the ha e been 
manipulat d 

ource: John P. Kotter and Leonard chle inger' boo ing trategie for bange' 

Hanrard Bu in Review Mar.- pr. 1979 pp. 106 -114 
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. 7 Po itive Re i tance 

Traditi nally. resi tance ha b n p rcei ed a an unfa rabl and d tabiliLing pro I m 

that mu t b r a to achi e uce ful rgani.atti nal hange. nt 

and oldberg 199 ) p int out that manag r often e n id r r i tan n gari\'cl .. and 

mployee who re i t chang ar u ually view d a b tacl the 

organization must ov r om . e raJ eh Jar and th ri t ha e f 1ward t1 lternativ 

1 w r garding re i tanc . Th gi t of thi ch I of th 

band] d more objecti el 

important and n tructi v 

ted a being a useful [I ed ack t 

in th whole chang pr c 

that pia 

Various authors aurer 1996; Wadd 11 1998; Pid rit 2000 ha pin d that r i tane 

is not always negative or an obstruction to change. The point out that in certain 

instances. resistance rna play a positi and useful r le in organizati nal chang . Th 

further argue that re i tanc rna for manag ment to rethink and r - aluat a propo ed 

change initiati e. Weisbord ( 1987 identifie re istance a aluable pa ion, hich can b 

chann led more eonstru tiveJy. 

Folger and karlicki ( 1999) coot nd that at tim th rganizati n rna b changing th 

wrong thing or doing it wr ng. Re i tance can ther for act a a gate-. a f filter. which 

can help organizati n el t fr m all po ible chang th on that i mo t appr priat t 

the current situation. Ace rding to Pid rit (2000), re istanc to hange act a a u eful 

ouree of information, which can as i t change managers in d eJ ping mor uccessful 

change processes. Re i tance oft n e purpo and i frequent! an 

appropriate respons to a situation p cially wh n it i a symptom t d p r pr blem 

Gitlin and Margoni , 1995). 

De Jager 2001) a ert that r i tance i a ry ffective very po erfuJ and ery u eful 

sur ivai mechanism. He argu that the idea that anyone who qu tion the need for 

change ha an atthud problem i impl wr ng. not only b au it di ount past 

achi ement but al o b cause it make u vulnerable to incti criminat and ill-ad i ed 
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change. Waddell 1998) p tulat th t ther are man ' id ali ·t manager · ""h b ltt:\e that 

hanee pr e that c ur with nl minimal re i tan mu t h · b n g d chang 

that \\"as well managed b th rganizati n. h p int ut that thi under tanding i an 

immarur p r pecti e, which lea e r i tance in th negati ide th hang pr c, 

2.8 Common i take ~ hen Managinu R i trmce 

It is important to note that th re ar no clear-cut oluti ns. whi h manag r n ernplo to 

manage empl e re i lane . Thi i ba icaiJ due t th fa t that the nte. t f each 

change process and cau of r i tanc are unique to acb organizati n. her are rtain 

common mistakes mad b change agents and managers wh n attempting t le en or 

remo resi ranee to chang in th ir organizations (D nt and oldb rg. 1 999). 

First manag rs often mak the mistake of assuming that it is th ir role to fi ster change 

and that of emplo ee to alwa r i t it. Tb refor mor ften than n t th trategi 

adopted to manage r i tance ar for managers to implem nt hange and not for the 

upposed resistor "emplo ee ') to change. This assumpti n i fla ed m reover ma 

trigger additi nal r i tan e. cc rding to preitz r and uinn ( 1996 mplo e in the 

lo>v er le els in organizati ns are oft n eager to make change but enc unter resi tance 

from their enior manger due t the k wed assumpti n abo . 

econd is the t nd n y of manag r to react to the ymptoms f r i taoc rather than the 

under! ing cau e Hultman. 1995 . hi usually re ult in the chang ag nt prescribing 

the wrong pr enti a tion to manage the as urn d re i tance. ormall wh n th 

planned change in an organization i not going on a plann d du t r si tance. mang rs 

often look to make change in ernplo ees hile th reaJ ne d rna b to chang the 

system. At time th re istance rna actual! be as a r suit of th a th change effort is 

being implern nted. It · not urpri ing ther fore to find om managers implementing 

strategies that deal with mplo ee resistance while the under! ing cau f resistance 

rna b that th int rnal tru tur , pr c e andre our f th organizati n ar not in 

tandem with the change effort being und 1taken. 
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Third i th practi f manag r attempting t r plicat trategi that '" r 

used to manage r i tance el e h re hil not taking gnizanc 

change. it was m nti ned earlier th circwn tanc f a h chang 

f empl ye ar uniqu a h organi7ati n. om 

f 

mana0 ing r i tan c that wa ucce ful in on org nizalion fai I in an th r ue to the 

different holding ariabl . For ample organizati n hav uruqu rganizati nal 

culture . " hich on i t of differ nt emplo alu routine . and 

power system (Pearce & Robinson. 1997). 

FinalJ mo t chang agents and manager u uall c n id r r i tance a omething 

negati e and inappropriat . which hould b o ercom at all cost (Dent and oldb rg. 

1999 . Due to thi man managers do not tak tim to und r tand and appreciate the 

nature of resi tance and as a result fail to benefit fr rn its po itive a p ts like the 

feedback loop it ofti r which is ita! in monitoring the chang . it was mention d 

earlier genuin mploye r i tanc can at time pre nt management from undertaking 

change effort which may end up unsuccessful. 

From the literatur abo e it can be ob erved that the t rm resi tan e t chang went 

through a tran formation in meaning from a s tern concept as propos d b Lewin 

(1947) to a psychological one in the lat 1960" . Recent author ar hov e r restoring the 

concept to it root ba ed on a system frame ork. nge (1 990) note that resi tance in 

neither capricious nor rn tedou . H point ut that resi tance to change ccur wh n 

the change agents fail to identify a baJan ing proc , which need to b alt red in ord r 

for change to be effe ti e. 

According t K tt r (1995) managing re i lance in organization h uld be perc i d in 

the arne ontext a rem ving ob tacles in the totaJ y tern. Mean bile B er. Ei n tat. 

and pector 1 990) advocate putting p ople into n w organizational cont xt which 

impose new ideas, responsibiliti s. and relationships rather than focu ing n individual 

beha ior. 
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In ummaf) Yercoming re i tanc important and mplc w rk.. h nge ag.~.:nt and 

manag rs n d t pia)' piv tal r in rec gnizing. und r t nding and minimmng 
re i tan e b fon: it voh·c int a arri r to pr gre in rg nizati n . While managing 

change it i prudent [i r manager to al o take cogni1an r the fe dba k r I f 
re i tan e and thu turn it into a p iti\'e for . hi implie b ing pr acti\c and helping 
empJo ee identify key i ue and p tentiaJ roadbl that the hangc pro e s 

r mam n track. 
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R .\R II M •T il D L Y 

3.1 R earclt D ion 

tud} n ati nal II u ing orporati n and h \1\ it manag d change. Th 

in-d pth infi rmati n n h \ trat gi hangc wa d all ' ith. 

Th archer to follO\ up in gr at detail i uc nd infi rmati n 

r lating t th hang · i e pectcd t 

ha e elicited me r i tance. Managem nt was thu r quir d t nd und r tand 

th cau e of r istanc in rder t re p nd appropriat l. . h tud provid d th 

resear her" ith pportuniti to · nduct an in-depth probe n h v thi wa don . 

3.2 Data Collection 

This tudy u ed primary data obtained through in d pth p r anal int r i v with fi e 

m mber of H · top M nag m nt t am. Three con ultant 

implem nt ari us chang ffort "'er a1 o interview d. u tionnaire per onall 

admini ter d b the r earch r wa u d a an interview guid during data c II eli n. The 

que tionnaire ppendi a \) as tructured to addr s lik th typ f r i tanc 

manifi t d. ourc f re i tanc . managing r i tance. 

challenge n ount r d and h ~ th -. r over om and final) th b nefit realized 

from managing re i tan 

publi ation . 

3.3 Data naly i 

F dback obtain d fr m Lh 

ondary data as o tain d amining th mpan 

formed th basi for th c nt nt anal si done. 

ont nt anal i was u d t id nti and extract the k y theme . cone pl and argument 

in the qualitati e data. u h analy i as i ted in th d lopm nt of c ntent around 

identified them . It nab! d th tm turing of the data. which was. th n u d toe ·pound 
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on the re arch pr blem. ntent analy i has be n applied an ~imilar 

empiri al tudi by Thiga ( 1999) and . jau (2000). 
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D 

4.1 Type ofre i ta11ce 

cording t the e · uti e int rvi \ ed r i tanc at I 1 wa pr d minanLI) 

b ha\. ioral a er 90% f th r it d cmpl · th 

mam au hang at 11 . lt wa 

individual r i tance as dominant " as basicall b cau 

\ er de tined t dir ctl impact th mployee and h w 

challenge to the tatu quo " as larg I manife ted a mpl 

th t th n ' h 

f the pJann d hang 

b d n . fhi 

re i tanc . 

ystemic resi tanc wa not a major i ue sine H · s manag ment had und rtaken 

n ur that th rganizati n had capacit • t undertake the plano d 

strategic chang . Fir t. ad quate r ourc and plruming tim had b n allocat d t 

facilitate the trategic change . econd. thr c n ultant with c mp t n ie in the fi e 

areas tru·geted for change were br ught on board to a i t manag ment dri e th pr c 

Finally in an ffort to r du tructuraJ in rt1a management plano d t r align If 

organizational tructur ith then w trat gic dir cti n. 

4.2 Cau e of re i tance 

nwnber of diffi rent rea ons re id ntifi d a b i ng b hind employ r i ·tanc to 

strategic chang at H . Fir L th organizati n p rated for a ng under a 

pr dominant! dormant organizational cultur that found any change 

threat ning and that thri ed to maintain the tatu qu . A trat gic anal i f H ' 

cultural web carri d ut b consultant indicat d that th rporation had rigid ritual , 

routine • mb I . and tru tur , 

alu . Furth rmor and b li f: w r not 1 arl d fin d and thu mo t 

emplo e generally dem n rat d apath in thi r gard. For xampl man mpl at 

NH till did n t under tand ~ h the hang ary. 
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Th e ond ur ofr i tan \\a th thr at fj b tatus r j b urit) r\! uh f 

hang . cc rding t the n '' m f th mid lc I '\' I and lin 

manag r in the organizational tructure du to 

p wer and influence in th c rporati n. ubordinate n th 

pas h and imp! m ntati n of the p rf rman c 

mana0 em nt t m b cau were of th that it a a 

managem nt t f th mpl ee ' at H 

their reluctanc to leave th ir c mfort zone and thing , whi h the on id r d familiar 

like job po ition and title . 

Third, according t manag m nt mo t ubordinat v r un a with r iew of the 

p rformance management yst m. hi a ba icall b cau it in 

change in how' ork wa to don . For the fir t tim ere r quir d to ign 

annual perfonnanc contract indicating work targets that th xpected t meet. 

The performanc manag m nt sy tern that ' a pr viou 1 m place did not make 

emplo e accountable and thu ubj ct to abu e. hi hift in ho ork " as to be 

done- i.e. from ld to th n wa - v a causing re i tanc among mpl 

Th fourth ource of re i tanc wa a are ult of un ertainty and fi ar of th unk.J1 wn b 

emplo ees. Prior t the ne manag m nt, NH op rat d for a long tim with ut a clear 

i ion mis ion and trat gic dire ti n. Information wa g n rail tight! c ntr II d uch 

that onl th management had a clear picture of what wa happening in th rganization. 

Mo t mployees had ne r gon through any trat gic chang proc in the organization 

and wer ther fore appr h n i e ab ut ' hat the futur h ld. Thi resulted in r i tance 

toward orne of the change effort proposed b the n v manag m nt. Th ituation wa 

complicated gi en that ubordinat con titut d ab ut i. ty perc nt f H total 

workforc 
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Fifth. impl m ntation of ualit anag m nt lJ r quiPd c mput rizati n 

of th pro ost f th int mal w rk pr in th rganiLati n wer in ffi ient. 

tim n uming and manu I in natur . Then w trat gi r alignment required empl _·e 

to b knO\\l dg able in th u e fc mput r. Thi b w ver 'as n t th inc man 

empl ee w r not comput r lit rat . The pro p ct of automating c rtain fun ti n was 

ther for meet with mplo keptici m. c,cording to manag m nt m t empl 

had not b en ad quatel trained in th u e of 1 T at th ir v rk tati n . number of 

mplo ee ere thus re i ting chang du to lack of job r Ia ted ki 11 . 

Finally it was id ntifi d that om of the employe wer r isting inc th found the 

amoW1t of chang going on in the organization to b erwh lming. c rding to the 

line manager man emplo es were complaining that tb n w manag m nt " a 

implementing ery many change m the organizati n concurr ntl . hi requir d 

employee to b in tand m ith th change omething that the ere truggling ith 

h nee th r sistan . 

When the differ nt ource of r si tance li t d abo e ere rank d according to 

importance it was ob erved that motional factor a ociated with the employee 

themsel es - i.e. uncertainty. fi ar of the unkn wn, Ia k f tru t, per onality conflicts, 

threat of intere t - ranked high! in cau ing resi tance compar d to a tual fault in the 

chang pro it elf i.e. th fa t pace at hich the change were b ing implemented. 

4.3 Impact of Re i lance 011 HC 

According to managem nt, r i tance was impacting n gati ely on th change proc s. 

organization and th peopl in ol ed. xecuti e intervi d id nti.fi d the following 

effect to emplo ee r i tance. Fir t resi tance wa cau ing unn ce ary deJa at th 

trategy formulation and implementation pha of the ario change efforts. For 

example formulation of th n w P rfi rmanc Management tern wa d la ed for three 

month in ord r to addr i u p rtaining to mpl yee reaction to chan0 ucb a 

anxiety, uncertainty. d fen i enes , grief denial tc. 
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ond. mplo re i tanc ' a thr at ning t derail 11 · hange miti ti v • and thu 

prevent it fr m m ting it orp rate trategi c rding t the re\'i d 

orp rate plan th new managem nt had recommend d r tru turing f I I t mak it 

lean, efficient and in tandem "'~th the int nd d trat gic dire ti n. The r tru turing 

pro e was hO\ er exp riencing tiff re i tance fr m infi nnaJ p w r gr up in the 

organization that er bl eking it imp! mentati n du t per ei ~;.:d threat to their j b 

ecurity and work gr up . 

Third, addres ing r i tance toward hang was pro ing t be c tly. · r xampl in an 

effort to addr s mployee resistance cau d b rigid cullural artifact lik ritual . 

routine . ymbol and tructur , the manag ment v a forced to xpend a t am unt of 

financial re ources. Various con ultant were hired to ad i e the ne managem nl team 

ho\! to improv the organizational culture and train empl e . In addition hug amount 

of fund were u ed to impro e organizational yrnbol uch a office pace. furnitur and 

equipment corporate logo tc to refl ct a n w cultur at H . 

FinalJ it a ob erved that a gr up f employ a tiv re i ting variou 

change ffort were in turn pr urizing th ir colleague h wer either c op rati e of 

change or showed indifference to ard change to join their camp. Tius \)a causing 

tension. reduced job ati faction, low moti ation and general! ad er el impacting th 

working atmospher . H management identified th.re cat gorie f emplo ee during 

the change pro e . 

The fir t ateg ry c n isted of pe pie who ,, ere n t ad er to chang but could be 

influen ed to either commit t chang or fight it dep nding n how they perc i ed it 

effe ts. Thi group con tituted ab ut 60% of the mpl ye . Th r maining 40% was 

plit into two. ho h elcomed chang or n nc w-aged it on tituted 

the econd group. Tb third group c n i ted of employees who acti el resi ted change 

regardle of whether it was good or bad. individual who feel in thi categ ry saw 

change a a tbr at aod resi t d it in ry capacity. 
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4.4 .lfa11aoing the Re i l ance 

it an b b erved th r ulting impact of mpl ~ 

n ed d t b addre ed if th anou bang 

ucce full). H · t p manag m nt dr the pr 

m valuable advic from thr con ultant 

Kenya Bureau of tandard and trat gic Inno ation -

ccording to the 

r i tan e ere 

w~re t b und rtaken 

f managing r i ·tance with 

wer app int d l facilitate 

-pr ng d appr a h to addre s th fi ur change initiati 

emplo e resi tan e. Th fir t tep wa to und r tand th r n r au o the 

econd p in olved coming up with appr priat trategi 

addre the resi tanc . B I w i a ummar of the contingency m thad that w r u ed to 

manag emplo ee resistanc to strat gic change at H . 

4.4.1 Adju ting Culture 

Th culmre at N1~IC r fl ted d p-ro ted value , b li f: and a sumptions that thri ed to 

maintain th status quo. To r due re i tance management -.: a forced to consid r how 

much th organizational cuJture fitt d with change bjectives and what could b done to 

1mpro e u h fit b for the chang pr ce b gun. This cultural on id ration wa al o 

meant to bring mpl y es and manag m nt int r t in tand m o a to avoid 

'organizational ilene ''. 

In an ffort t obtain th fit mention d abo e and addre s th 1ssue f re istan 

manag ment mbarked on changing c rtain w1d dying HC ultural web. 

TI1e e realignrn nt ere meant t ignal to p ople ithin and out id th rganization of 

imp nding strat gi chang at H . hange w r mad t most f the corporation' 

ritual and routine , which w r a r Il tion f ho lh member of H b ha ed 

toward each other and towards p ople out id th rganiLation. egative ritual and 

routin er dis arded hil tho that added alue to mpl ye and custom rs were 

introduced and encouraged. Thi rn thod . Example includ d. 

training taff on g od u tom r car practic . introdu ing induction program for n 
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taff. en ouraging ritual f nban m nt i .. annual award r ·m me 

nhan ine b th internal and ·t mal mmunication and a ju ting \\ rk pr cdurc . 

The th r ar 

horthand r pr 

targ t d for hange wer rganizati nal 

ntation f NI I ' ulture. In rd r t 

nvir nment managem nt pur ha d n w furniture and 

m l . whi h act d , a 

r n l a n \\- w rking 

an·ang mcnt of an 

op n offic plan was al a . In 2004 a con ultant wa a 

rp rate I g . With th taking pia 

employ ere lowly tuning them el e for furth r chang in th rganizati n. It was 

also n ti d that that tb I I of optimi m and e pectation among mplo e ignificantl) 

roe. 

During th trat gic planning proc ss management cam up with H ' d ir d or 

\'alue fi r th fir t time. · h alue wer regular! communicat d t mplo ee using 

difli rent method i.e. peeches. training programs, isual di plays tc. Ace rding to the 

management H required to de elop a degree of coheren in it ulture for it to 

function ffectiv 1 and upporl organizational strategie . 

4.4.2 Top Manaoement Support 

upport by the top manag m nt a ranked highl a being crucial m managmg 

resistance at .I . Lt wa al o ob erved that the u c of all th th r trategie for 

managing resi tanc h a i ly depended on support b th top manag ment. Thi wa 

manifested in e eral dif11 rent wa . Fir t, the ar right from the beginning 

that hi leader hip rol as required if NH wa to uc e full impl ment hange. He 

d mon trat d hi ommitm m b b ing the pon or for hang . Man mplo e resi ted 

chang b cau e the lack d a corporate en e of being or a n of nduring pUTpo e to 

enable them mbrac th changes. The r c gni:z. d that u sful chang was 

impinged on a picture of a d sirable future and was th refore in trum ntal in crafting 

HC vi ion and mj ion, hich cry talJized t all th mploy wb change wa 



D ai). hi nabl d man_ mpl . to upp rt th hang initiative 

:tiC. 

cond. in rd r to minimiz mpl y r i lane during th tran. iti n the 

con tantl cr at d a of urgenc ft r change at I I . H did thi b being the 

pok man fi r chang . During man g mem m eting andidly n 

wh 1 H o d d to chang and th unde irabl ut m that might re uh fr m 

maintaining the tatu qu . H oft n poinL d out that if p ple th ught that th 

organization wa doing fin , ther would b littl mot i ati n for hang h n th d 1re 

for employ e to continue maintaining the tatu quo. 

Third manag ment upp rt d mplo e to mbrac chang b adju ting p rfi rrnanc 

exp ctation accordingly. Th trat gic change that w r b ing undertak n at H I ad 

to hang in th perating environment. Thi cau ed adju tm nt pr bl m am ng om 

employee ho r ponded b re i ting chang . Ln an ffort t addr thi probl m th 

manag m nt found it n ces ar to modify or s t new p rformanc tandard that w uld 

facilitate employe to mbrac change 

Finally top manag m nt pia ed an instrwnental rol in pro iding upporting r urces. 

According to th a detai l d budg t of th prop ed change wa don and 

forwarded to tb board fi r appro al. Funds or both th pl.anning 

and implementation pha f th propo ed chang efii rt including tho fi r financing 

trategi to d al "· th r i tanc . 

4.4.3 Communicating llanoe 

Emplo e v re r i ting hange du t mi informati n c nc ming wh lh change 

v ere b ing carried out. Management thu took it up n it elf to clear! xplain to 

emplo e the intention and pr p s d m thod of achi ing the intend d ch nge ef[i rts. 

Differ nt metb were mployed to ard lhi end. ir t it was ob r d that orne 

emplo ees w re u ing mi information to try and influence th ir coli agu into r i ting 
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ertain hange initiati e b ing impl ment d. In an ffort t addrc thi pr bl m. N1 J · 

elop d a mmunicati n plan. ' hi h utlin '"'hen. \\her and h "' 

empl _ would b r c i ing infi rmation oncerning th trat gi chang . 

cond. managem nt de ided t u internal communication t l lik I l ' web it . 

annual report . bull lin b ard . and p eche to i u m nthl bri fing all empl yee 

on the tatu fall th ariou hang initiati b ing und rtak n. hi wa done 

enabl tho e re i ting chang and upport r of change t align their moti 

with managem nt' vi ion and trat gi . It a ob r d that thi gr atl 

lowering emplo ee r i tance cau d mi information. 

Third, th EO a the spon or of tb change fforts con tantl articulated and di cu ed 

with emplo ee in managem nt the motive for change and h v ere to b 

impl mented. Thi wa don through monthly manag m nt m aim of thi 

' a to empo er manag m nt taff to ha e ad quate kno' ledge t hand} hang and 

also c mmunicat the am information t their ubordinat . 

NH manag ment ob r ed that by ex cuting the c mmunicati n plan ffectively the 

ere able to create a m·pri free environment and at th arne time minirniz mploye 

resistance asso iated with the rumor mill. Tbi sn·at gy impinged on using good 

communication patterns l deal \ "th the uncertainty and an iet xp rienc d by 

employee dwing organizational chang . It inv lved of£ ring information fr quentl and 

encouraging those affi ted b chang proc s to b at ea e as ell a di p lling rumor 

and uncertainty in th rganizati n. 

4.4.4 Training 

Management ob 1 ed that om mployee wer r isting hang du t inadequate 

education on th chang proce and al o lack of prop r training in ar a targ t d for 

change. raining as thu e ential if th vanou hange initiati \! r to b 

succe sfull undertaken. d isioo ' as th refor made to u e lhe con ultant 
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-pe rheading th variou hang ff rt - i .. ln titutt! P~r · nn I Managem~nt lP\1 . 

Ken a Bureau of tandard (KB and trategi Inn \ali n to train empl ) c . 

Th fir t tep in olved en itizing mpl v. h the hange were ne ar 

.' staff d tailed training pr gram . trategic inn vati n limit d train d main! the t p 

manag m nt n the trategi planning pr c . IPM trained taff n th re tructuring 

pr and impl m mati n f the nev. p rforman manag m m t m ' hil KB 

train d mploy e on uality Managem nt ' t m . ln-h u training pr gram wer 

organiz d and attended b all mpl y . The pr gram -.: r d igned in an interacti e 

way su h that emplo e · r all ' ed to acti\ I parti ipatc in di u · i n . hi gave 

empl ee a sense of invol emenl and incr as d th pr bability ftheir commitment to 

chang 

1HC' management realized that th jobs b ing perform d by empl ee w re going to 

be alter d significantly a a re ult of the tral gic change . For example the nev. 

performance manag ment y tern wa going to radicall alter th orking environment. 

In ord r to successfully mak the tran ition from th ld t the n w wa of working 

empl ee were xpe t d to d kill . arly all the executi e int rviewed 

ranked taff training highly am ng the trat gi th u ed t manage employe 

re i tance t change 

4.4.5 Participation 

H · management took gmzanc [ the fact that n m aningful chang uld tak 

pia in the organization if mplo ere not mp ' r d t participate in th change 

proce . It i for thi reason that manag m nt en ur that empl ees wer , in e ted 

participant throughout the chang pro era! m thod were u ed to a hi v tllis. 

First, prior to the strat gy impl mentation phas manag mcnt frequ ntly organized 

occasion where the would it down tog th r with empl yee and p ak ith them. 

!lanag ment used th e me ting l li t n to employ ' queric and c n 

ob erved that gi ing emplo an pportunity of being heard ' as integral in tablishing 
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und tanding and on n u thu a\ iding r i tan . hi appr a h w main!} u d t 

und r :tanding b twe n mpl e and m nagc.:m nt. 

ond. group dial gu rganiz d b c n ultant pr id d an ther fi rum where 

mp w r d to participate in tb . B di u ing the 

chang v re abl to r du e th ir anxi ty and f ar thu 

lo~ ering in tan of re i tan . ming th mpl 

through the plarmed chang from its i ion through t impl m ntati n. It 

that a a re ult of the fe dback obtain d from con ultant , rnanag rn nt as abl to gather 

u eful information r garding po ible re i tant and h r and h w thi re i tanc rna 

ari e. B sta li hing thi I [ · managem nt as in a tr ng p iti n t a id 

emplo e r i tance. 

4.4.6 Sclteduling Chmzue 

According t manag m nt man r truggJing to k ep abr a t with th pa e 

of th ne change ffort b ing undertaken within th rganization thu exhibiting 

re istance. Thi was basicall du to th fact that H op rated D r a long tim ith ut 

going through an major trategic change but was in th pro e of und rtaking eral. 

The gen raJ fi ling among ernplo e v as tbat too man change ' r b ing intr due d 

without gi ing pe ple time to adju t. 

In an ffort to addr thi r i tanc managem nt d id d to impJem nt changes in a 

gradual manner. pJan t guid implem ntation f th diffi rent hang inHiati e v a 

de eloped p cifying whi h chang r to b und rtak n and th ir r p ti timing . 

In tead of implementing aJl the change at the am tim manag m nt d cided to pread 

th m. ir t in lin was r i i n f the orporat trat gic plan in 2003. folio ed y 

impl mentation of th P rforman e Management t m in 2004. R tructuring of th 

organization b gun in 2005 hi! re iew of int rna! bu in proce to attaining I 

9001:2002 certification was to b compl ted by June 2007. taggering th hange 

ignificantly reduced time and res urce con train in the organizati n. enabl d 
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H · manag m nt t all at uffici nt r ur 

all w d th m n ugh tim the hangc el rt mg 

und rtak n t r 

ording L th h mad lh hang plan f, r. . ier f r 

emplo to a i r imp! m nt than undertaking 

bang F r . amp! it a b rved that mpl r m re r t 

in rem ntal hange In it ga e them uffi i nt time and 

op rati nal adj u trn nt . hi ' oul not ha b n p ibl if v ral change 

implemented at th arne tim . 

4.4. 7 Coercion 

Thi m thod as nly u d t d al ith a [I mpl ' r acti 

total! fail d t r p nd to th ther trat gie li t d ab 

mplo e continu d re i ting implementation f th new p rformance 

manag ment tern b cau th y as umed that it' a a plo by managem nt t r tr nch 

them. The fa t that the int nded change were going to ignificantl chang ho ork 

' as to b p r£ rm d did n t go d wn with me empl p ciall th ld guard 

who w r keptical ab ut manag m nt s intention . 

Thi group form d a n tv ork that a cau ing t n ion r du d j b ati fa lion, I 

moti ation and g n rail ad er I impacting th working atmo ph r . nd r th n w 

s tern empl 

imm diat 

r quir d to negotiate U1 ir annual v ork target with th ir 

t b drawn from th c rp rat p rforman c ntract 

igned betwe n H and th to acti e r si tance fr m om 

emplo e implem ntation ofthi pr c d b thr rn nth . 

Management' re pon e t thi problem temati and wift. In e tigati n wer 

fir l done toe tablish the indi idual in olved and th ir p w r ba in th organization. It 

' a ob erved that th main r a on r r i tance wa work ori nted, omething that th 
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ultant had ad quat I addr e durino training. It v al nfirm d th t m t 

the p rp trator el tafT. Ha mg tabli h lhe fa t th Human 

Re our e Manag r inform d lhe nc m d that lh ri k ha ing their 

employment c ntra t ontinu e hibiting th n gati\' beha' i r. 

HC plicitl th r upp rting 

chang inc th v 1 ld d m re pow r than the emplo e The 

onfirm d that manag m nt opt d t u e thi re rt v. hen a ti 

4.5 ddre ill tr the ltallenqe 

Th n " manag m nt perienc d e rat halleng in the pr ce f addr ing 

re istance to the ariou trategic chang s being undertaken. d tail d anal i of th 

information obtained h e er indicat that thes bottleneck were ffecti I dealt ' ilh. 

Below are orne of th challeng that aro e and ho th er addr d. 

One of th bigg t challeng fac d b th managem nt dealt ith aligning NH · 

organizational culture ith it n w trategi dir cti n. ln ord r to a hi e thi 

management a expected to n ur that mplo ee and 

expectation wer in tand m ith th change objecti e . ttaining thi fit pro ed to b 

very difficult ince the culture at H wa predominantly on rvati and thri ed to 

maintain th statu qu . 

Management re ponded t thi chall nge by adju ting und rl ing I m nt of 1 H 

cultural paradigm lik ritual , routin mb 1 tructur and c ntrol t m . Th e 

realignment were meant t ignal to peopl within and outside th rganization of 

impending trat gi chang at T l . Variou con uJtant had to be hir d l as i t ith 

the cultur change. 
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on . d aJing vvitb varied mpl cone m and m tion during th chang pr 

an th r challenge. For amp! it was ob r d that om mpl pa i el. 

m embra d it. whil oth r a ti el und rmin d it. imilarl U1e 

hange \ er r ulting into diffi r nt emotional utc m am ng mpl . e . 

1 1H • manag m nt \ as th r fore r · quir d to b adept at und r tanding a pleth ra f 

emplo_ ucces full ' impl ment th trat gic hange . Managem nt 

re pond d t thi chaU nge b showing ard empl and v loping 

strategi for dealing with their emotion . ' o appr ache that r u d to addre 

emplo ee concern during th change proces include fa ilitati nand cheduling chang . 

The third challenge in olved getting employe s t acti el participate " ithout d laying 

th change program or increa ing implementation co t . Management recognized that 

letting emplo ees participat wa the best way to get their bu -in and thu give them 

more of a tak in th chang ffort . t the arne time if employee were giv n to much 

leeway during the planning and implementation phase of the change pr ce a lot of 

delay would ari e. D termioing th optima~ le el of mplo ee participation p ed a 

chaUeng . 

In response management undertook to e tablish the pow r bas of the employ es who 

were resisting change . According to the executive interviewed it wa observed that 

management gen raJI ielded mor power than the ubordinate . ub equ ntly in the 

intere t of tim and r ource emplo ee contribution wer mainJ limit d to group 

dialogu se ion just b for the implementation pba e. 

The final chall age in ol ed determining the best approach to b u ed in managing 

resistance. In r pon e apr ject team headed by the 0 wa 

It compri ed of NH top manag m nt. key mplo ee 

consultant ta ked with p arb ading different chang 

t up to dri the proce s. 

upporting chang and d1e 

initiati The 1 am was 

re ponsible for formulating and impl menting anou t:rategi for managing re istance 

atNHC. 
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4.6 Beflejits Realized 

The nefits of managing resistanc to trat gi chang at J I cut aero th b ard it 

had implication on th organization, employe and cu t mer . ir t and fi rem t b. 

managing re i tance H ' to succ full imp! m nt tbn: of th . 

planned trat gic initiati . For xample b 2005 I I had ucc full und rtaken 

revi ion of its corp rate trategic plan organizational tru tur and implement d a ne\ 

performance management tern while the proce of r -aligning int mal bu ine 

proce s to attain I 0 9000:20 1 was 30% w1derwa . 

econd. b effectively addr ing p opt c nc rn during th chang proc s 

management avoided the prospect of lo ing xp ri need, hard- rking and 

knO\ I dgeable employee who would otherwise have been co tly to replace in th long­

term. In the process of fore talling re istance management contributed toward 

enhancing employee retention at NH 

employee is qual to 1 .5 to thr e tim 

tati tic indicat that th co t flo ing a trained 

hi or h r pay. 

Third. according to manag ment that tb le el of empl ee productivity increased 

significantly once tlle underlying cau es of the resistanc were addr ed. or xample 

strat gie u ed by managem nt to addre r i tance uch a training. participati n and 

communication po iti ely impro ed th working environm nt at H . Thi in turn 

resulted in increased job atisfacti n team p 1formanc and a high le el of emplo ee 

morale. 

Finally addressing r si tanc to strategic al o b nefited HC cu tomer . orne of the 

strategie , which w reused to manage re i tance like adju ting the organization I culture 

and training taff on the ne wa of p rforming work had a pillover ffect re ulting in 

positive b n fit to H s cu tomer . According to management the customer 

sati faction ind x impro ed after successful! implem nting om f the planned 

trategic change . 
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4. i Di CtlS io11 of jindi11 o 

The dominant typ f Ji i tanc at H was beha i ral a r 

or_anizational re i tanc . m ng th fa tor hich trigger d r i tanc during th 

strategi change pro includ d a d fl nsi e organizati nal cultur . threat t j tatu 

and job ecurity. change in th m d of working unc rtaint . lack f job r lat d kill 

and the percei d high pac at ' hi h the changes er b ing implem ntc . it an be 

ob rved the cau e of indi iduaJ r istanc to chang at H w r fundam ntally 

imilar to tho identifi d arli r b lit ratur Jik Kr itn r 

1992) Aldag and t am I 91 ). h rmerhon 1989), Durbin and Lr land 1993) and 

Griffin 1993). 

Emotional factor as ociated with th employ e wer id ntifi d a ranking highly m 

causin0 resi tanc compared to a tual fault in the hang pr c it If. hi 

consi tent with the lit rature re iew. ccorcting to Gr en rg and Baron 2002 th e 

emotional factors are the primar our e of resistance and ar dir tl linked ith th 

content of change. In contrast an faults in the chang proces ar econdary cau e of 

resistance or barrier that dir ctl r indirect! hinder th implem ntation f th change. 

econdary cau e of resi tanc include Jack of time. re ourc . omp t nci and the high 

pace at which the trategic chang wer being irnplem nt d. Kegan and Lahey (2001) 

postulated that in rganizations going through strat gi chang th chang i not 

challenged but rather it i r i t d b cau e the mpl yees fac additional i u r Jated to 

th change i.e. uncertainty, thr at f intere t etc. 

It '\: as ob erved that r i tanc g n rail had a negati e impact on the change pr e s 

employees and organization a a whole. orne of th ffl ct auribut d t r i tance 

included unnec ary delay to th change proce s. threat to d rail the trat gic changes 

increased implementation c t. t nsion, and a stres fuJ orking n ironm nt. Th e 

effect f resi tance ar not only Wlique to H but al o u uall occur in other 

organization el her going through trategic change a wa pointed out b various 

authors in the literature r i 
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'MMARY OJ L DRE 0 D TJ 

-.1 mnmary 

5.1.1 Types of resistance 

Re i anc to strategic change at ational Hot ing 

attributed to mplo e ho ere r acting to hang 

rporation w 

in th tatu qu 

pred minantl) 

hi typ of 

beha ioral re i tance i con i t nt with what' as alluded to earlier in the lit rature revi w 

concerning people s reaction t chang . NHC's management allocated uffici nt time and 

re ource to facilitate th variou trategic bange proce s . In order to align tructur 

'~th NHC' new trat gic dir ction manag ment al o und nook t r tru ture th 

organization. These t p li ted abo ignificantl a sisted in r clueing 

re i tanc , which John on and chol s (I 998) linked to fa tor ucb a tru tural in rtia, 

limited focus of change threat of e p rtise. and threat of established r ourc all cation . 

5.1.2 How resistance wa manaoed 

orne of the strategies. which wer u ed to manage resi tance to strategic chang at NH . 

included adjusting the organizational culture change in trategic direction, upport by top 

management communicating change , training. participation, ch duling hange and 

coercion. As it can be ob erved om imilaritie exi t between tb e strat gi and tho 

identified earlier in the literature r iew b Dent and ldb rg 1 99 and K tter and 

eWe inger ( 1979). lntere tingl th 

re i tanc ere not vident at II 

under! ing cau e of r i tancc a opp 

5.2 Conclusion 

common mistak a ociat d ith managing 

in e management focu ed on addr ing the 

d to th mpt m . 

The tudy has re eal d that by managing re istance NH wa able l fully 

undertake various trat gic hange initiati e . Thr out of the four plann d trat gic 
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han~e \\er implem nt d. th r b nefits r aliz d from mitigating again t r i tan 

in luded enhanced emplo ee r tenti n increas d le el of mpl . e pr du ti' it and 

po itJ\'e pillo r effe ts t I I · cu tom r. 

Cenain u efuJ b ervation can b d due d from th tud r garding th mann r in , hich 

. :HC' addre ed the is ue of r i tance to the trategic hange. Fir t upp rt b) th t p 

management \ as critical during the ntire period of managing r sistance. 

played a central role during th hange proces b of{i ring l ader hip during th 

tran ition, being the p k man [! r chang , adju ting p rformancc e. p tati n and 

providing upporting re ource to th mploye s affi cted b the chang . Manag ment 

commitment was therefor guaranteed throughout the proce . Managing r i tance wa 

top driven with the CEO as the strategic leader. 

econd. a team compo ed of Nil s t p manag ment. thr consultant and rtain k 

mplo ee who were pro chang , \a t up to a i t management in c ordinating th 

different chang effort . In addition to this the team \i as al o r p n ibl for {i rmulating 

and implementing strat gi u ed to manager i tance. it can be ob r ed th pr ce s 

of managing r i tance to trat gi change at H was ell c ordinate and deliberat . 

Third. NHC's manag ment realiz d that in order t come up ith th correct 

prescription for managing re i tance it was nece ary to establi h the cau e of 

re i tance. The strat gie u d to manage re istance were ba ed on addre mg the 

underlying causes in each case. xample are wh re communicati n wa u ed t addre 

resi tance caused b tnisinformation, group dialogue u ed to address resistanc cau ed b 

lack of emplo e participation and training u ed t tackle re i tance cau ed b lack of jo 

related skilJs in the ar as targeted fi r hang . 

Fourth all the strategi u ed to manage re i tanc to k cognizanc of th prevailing 

ituation. The pro and th n of ach trat gy w r con id r db for applicati n. hi 

was basically done t en ure that the b t approach \1 a being empl yed to manag 

resi tance given the existing circum tance . 
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For . ampl xpli it a u d b · manag mcnl a. a Ia t r~ ort h d al ''ith 

fr m a fe\\ ub rdinat wh v ere cau tng unnl! c ary <.1 lay to the 

ban' nd r th cir um lane thi tr leg} w m t appr priat sin c 

mana m nt poss;es~;ed m r po' r than the few re i ting emplo. ee nd timin wa 

e n e. 

Fifth. NH rnanagem nt to k ad antag of p iti r 1 Lane t adju 1 th hange 

ccording to the tudy finding n of th aus f r i tanc wa due t th fact 

rbat different hang s were being intr duced concurr ntl ' ilhout gi ing empl ec 

ufficiem time to adju t. Management took into ac unt thi fe dback ri ing fr m 

resistance and adju ted th chang impl m ntation pr gram c rdingl . 

Finally mo t of the challeng xp ri need during the proce f managing re i tanc at 

;.me dealt with aligning th organizational cultur and mpl e with the n w trategic 

direction. Management wa thus expected to con tantl addr diffl r nl mplo 

expectation and emotion during the entire change pr ce s. 0 ere ming the e 

hallenges impinged upon NH ' manag ment being ad pt at fli ring lead r hip during 

the transition. 

5.3 Recommendation 

Three imp01tant recomm ndation ar worth considering if rganization going through 

trategic change are to u c fully addre the phenom non f r si tance. ir t, it i 

crucial that managers in such organizations ha e adequate kill in chang management. 

In the e ent that thes comp tencie are not a ailable in-hou , organization can 

out our the arne to xternal change consultant . ho w uld then work 1 el with 

management and advic them according! during th entire change period. hi v orked 

forNHC. 
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nd. ttt arly r ognize and identify th und rl}ing au 

of hange as th clear di tincti n ught t mad b t\ e n th 

~n1 tom. and cau e of r i tan e. lt i nJy then. that manag an pr crib lh m t 

appr priate rrecti action fi r managing re i tanc . 

Fin lly manag r n d t tak ognizanc of the po iti i tanc . Th 

argument here i that not all r istan i negati or trim ntal t the rganizati n. 

Th re are in tance v hen r i tance can offer a fe dback I op. ' hich i ital m 

monitoring th change effi rt wa abl t Je rag n thi 

asp ct to adjust it chang program ace rdingly wh n lh n d aro . 

·.4 Limitation of tudy 

The first limitation of thi tudy aro out of th fact that it ,, as a big ta k fi r all th 

executi intervi ed to re llect in xact d tail ' hat actuall tran pir d during th 

process of managing change. du to th fact that th tud 

extended back four ar tarting from 2003. orne crucial information p rtin nt to the 

study rna thu ha e b n mi ed ut. 

The econd limjtation d al ith th e t nt to hich th tud finding can b u d for 

generalization in an att mpt to und r tand the phenom non of re i tan e m other 

organization . Being a case tud thi re earch ba ically d alt with how r spond d 

to the issue of re i tanc during the p riod when it a imp! m nting certain trat gic 

changes. Th tud · a therefi r c nducted within the c nt t f H ·s working cultw· 

and en ironment. th r organizati n rna ha e difii r nt cultur . c mp tenci 

re ources capabilitie and tructur hang. 
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uaoe lion for furth er re earch 

Future re arch in managing r i tanc could be c ndu t d in dif[l r nt rganiani n at 

th same time '.Vhile taking c ultur . h w uld a1 b 

mt re ting to tabli h th xtent to which the organizati n u p iti rc i tan e 

dwing the change proce Traditi nail resi tanc to hang n iewcd in a 

n gative ont . t. It i recomm nded that further r arch 

organization can le erag on thi ph nomenon 

ompetiti e ad antage h n implem nting change. 

d n l find h ' 

a to reate orne 
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PP DI I 

LE ER OF I TROD TIO 

Dear Re pondent 

1B RE AR H PRO.JE T 

Thi que ionnaire i de igned to gath r information n managing re i tanc t trategic 

hange at ational Hou ing orp ration. hi tudy i b ing carried out for a 

management project pap r a a requirement in partial fulfillrn nt of a Mast r in Bu ine 

Administration d gre . 

All the information you disclos will b treat d in strict confid nc and in no instance 

will your name be m ntioned in the r port. 

Your co-operation .ill b highly appr ciated 

Thank you. 

Your faithfully, 

Kennedy Odhiambo 

MBA tudent 

Prof. E. a 

up r 1 or 
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\ PP . 01. . II 

To be an 1·ered b) the top and middl ' lel•el manager. ur ational I lousmg 'mporation. 

. ection I . Per onal Delllil\ 

1. P iti ninth ompan 

Year of exp rience in th ompany 

, ecfion- · Re. i lance to w·utegic: change 

I. What type of re i tanc was ing exp ri nc d t H ? ................ . 

2. 0 crib ome of the fa t r . which wer cau ing re i tan to trat gic change. 

(ii) 

(iii 

(iv 

( ) 
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II \ were the t: fa tor id\!nti fi d? .. .......... .... .... . . 

4. flO\\ ·ignifi ant \\cr the fa t r li ed lo'" in triggering rc i tan e t ward th 

change dli n that w cmg carried ut? (Rank the fa t r in order f 

ignifican e from I - I , I b ing least significant and I 0 ing m ignificant). 

(i i) 

(iii 

urpri 

In rtia 

·auh in the 

(i ) hreat to job tatus/ urit 

( ) Lack ofTru t 

ackofre urce 

u Lack of cxperti 

(vi ii) Uo ertainty 

ix) Work group br akup 

(x Poor training 

5. What were orne ofthe ffects ofemplo ee r si tanc to chang ? 

(ii) 

(iii) 

(i ) 

(v) 
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• ' CIW17 3 .Ad(h·c · ing re ·i lance 

I. Wa th re [! r managing r i ·tanc to tratc change at 

a Ye [] b [] 

? ············ ............... . 

2. De crib om f the trat gie that were u d to r p nd to r i tan and ho 

,. er the) impl m nt d? 

ii) 

(iii) 

(iv) 

(v) 

i) 

( ii) 

( iii) 

3. W re there any con id ration in det nnining the strategi s us in managing 

re istance? 

a Yes O b 0 [] 

If y hat wer th ? ....................................... . 
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4. 11 "' ·ignih ant wer th trat gie Li ted w in managing r i tan e? (Rank 

them in order of ·ignifi an e fr m I - . I b ing I a t ignifi ant and b ing mo t 

1gnifi ant). 

(i) 

(ii) 

Ill 

du ati n 

Participation 

a ilitati n 

egotiarion 

( ) anipulation 

(vi) oercion 

11 Financial B nefit 

(viii Political upport 

ection ./: hallenge · and holl' they were tackled. 

I. Wer there any challenge experienced in the proc s of managing re istance? 

a Ye [] b o [] 

(i) 

(ii 

(iii) 

(i ) 

( ) 

lfye -.: hat wer th challenges and how v ere th y addre d? 
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ctton - B nefits A chi '''ed 

I. Were there an benefit rcaliz d fr m managing re i tanc ? 

a Ye [] b o rl 

Ifye . de n e them. 

i) 

II 

(iii 

(iv 

) 

i) 
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