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ABSTRACT 

Both public and private organi 1ti n t'P t.ltt in :1 lurhul •nt business environment in which 

It i impll.tliw th refore that organisations develop 

strategies that will po~iti 10 th m 1 '" ll d r • ~ardless or the environmental changes. A 

ompany manages its strategic change programmes to 

m,tn, gement needs to take account of both internal and 

1 the implementation of the change programme. It should also make 

tN' t)f .lppll)l Ii 1t hun e m na ement models. In addition, it is important that resistance to 

rhaiH!l' b1..· .wtkir ned md ~uitable methods be designed to control the resistance. 

Kcnya Power and Lighting Company (KPLC) is the only licensed company for electricity 

Iran 1111 ·:ion. di. tribution and upply in Kenya. In the past ten years, the company has 

undergone major trategic change in its business processes and portfolio as well as in its 

organi ation . tru ture. Thi ca e tudy sought to examine the strategic change management 

practice~ in KPL from 199- to 2004 when . orne of the major changes took place. 'I he 

objecti\ e. of the tudy were to identify the change management models used by KPI.C, 

fact 1r that influen ed the change management practices and methods used to contwl 

re i. tance to han=-c. 

it 

th 

tud) r lil:d on qualit, ti l: dat, , ther d thr ugh int rvicw vith Kl'J n1or 

th IU )' th dnt,t \\' l 

th KPI 

th pi nn m 

unt r d m Ill th 
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HAPTER 1 

D TION 

1.1 Background 

Orgnnisations toda op ~ iu .1 d namic and constantly changing and increasingly 

ro mp(; titiv(.; l' tlviwtult 'Ill. II r 'anis;JtJons and society at large arc in a peri od or rapid 

und llllPH't'l'd ·u l ·d ·It 111 '. tr,,ditional certai nties no longer hold true, and new ones are 

yl' l tt) ·tm· • , ·. rh h 111 are a result of environmental factors that include eco nomic 

rtuclualiou-: . de \ 'I pmenl f ne' product and technology, social change or war, globali sa tion 

as well a: m~\\ cu t mer demands. Consequently, organisati ons need to be fl ex ible and 

inmwaliY in the wa~ the~ deal with unfamiliar business situ ations they often encou nt er to 

enat le them meet the challenge of competitors and the changing and sop histica ted needs or 

cu:tomers. 

To cope with the e change . trategic management ha. taken centre stage in organisations 

that intend to ucceed in the turbulent bu ines. environment. urthcrmore, the unstable 

market and product. and con equent frequent change c. in organisations make sll ate 'H.: 

change management critical to their urvival and pro peril (Burnes 2000: Anson and 

tcDowcll. 1990). 

K n an firm b.\ n 1 b en . pared from the han •c that ha\'c c urred in th~ fl: ~ 111 pa!-.t ns 

a f lol, li :uion f mark t . lnlc d the p l\\' r t r han 'l: that tartnl in 

nt a •. f·or m1l , K 11)1 P 1111 II) 

fr m in tituti n ml th 

n 

ntu II pri 

" 



Institutional Strengthening Proje t; iii tr·m~fcr l)f its cl 'Ctricity generating assets to KenGen 

and taking over KcnGcn '. tran mi. ~i n .b::-.~o'ls in 1997; (iv) company reorga ni zation and 

restructuring with rcducti n 

areas to fotll l>usi11es uuit 

fJt)tn ftHIIIl' •n to seven and from six operational 

00 I, and (v) staff' reduction in 2001 -2002. Thus 

nll'·'tti ·s in KPLC' would focus on the period liJ96to 

J()() l wh ·nth· place in this fi1 m. 

PL'J tbJill.lll, • ~ r managers is becoming a norm in organisations and 13 pub I ic 

L'l1t ptH,tti 111 • i!!n d p ~ rmance contracts with the Government of Kenya on 1st October, 

.2004 (l ,tih ·Jtt n. ;:nd Octoher. 2004). Where performance standards used to be national if 

not twn-e i ·tent. the benchmark for performance is now against world leaders. These 

change, herald the need for organi ations to be continual ly ready to manage change 

effectiYel\ . 

1.2 oncept of Change and trategic hange Management 

'hange i.- a proce L t analyzing the pa. t to elicit the pre ent actions required fo1 the luttue 

• nd involn! mO\'ing tram pre. ent tate through a transitional state to a future dcsi11.:d stall' 

(Hill, nd Jone . 2001 . hange i. an ever pre cnt feature of organisational life and th pace 

and m hang app ar to have increa d igni JCnntly in th r ·cent 'l"lls. 1 his wa' 

parti ul rl) vid nt in Kenya tartin fr rn th early 19 0 wh n c r p rat r tru wrin • 

1 Ill mp, ni that d ir d t ntinu 

l I 



Strategic change management 1 th pro 'l'. ~ of managing changes that an organization 

requires to adapt to changed tr t'"' 111 i tl :tims at coping with both environment in which 

the organisation operates and n .... lr llllh, l h.llllll'l'S and 1 hreats it faces, thus ensuring that 

1 he organization and its ·nvi n1 r{ 111.1 itt in hat mony, crca ti ng conditions for growth and 

i t,h.tn c management directs or facilitates change and 

oll~:n b<1lh, drp ·ndin • 111 th ir um lances and it requires identification of available option 

and rh(lil'l'"· tnd th 11 th ~h i e made take account of both short and long term interests of all 

thl'tt ..;t,tl-..l'lwldct l I hn n und cholcs, 2003). Undoubtedly, whereas developing a strategy 

l'tlt an orguniz.tti n i imp rtant. the success of the implementation of such stra1egy i~ 

tkpcmknt t)n effe ti\e trategic change management which is needed to empower 

organizatiOn~ and indi\'idual to implement the strategy. 

hange management ha attracted interest from many organizations in the~e times of tapid 

-hange. in the bu. ine environment. Thi. i attributable to the realisation that organintltons 

do not ha\e the luxury of not undertaking trategic change management since failu~t: to do so 

''ill certainly lead to extinction. 

ucc~.: ful change management proce . depend. large! on the context in whi h chan 'C is 

takin' pia ~.:. Th~ time within which change i. n~ed~d· the cope or de 'r~o:~.: o chan 'l' ; 

or 'ani tiona! r ur ~.: an h, ra tcri tic n ~dcd tot maintained · diver:-.ity ol 

c~nd di\'i i n in organiZ< lion; mana 

d 

th 

pr 

a\ ailabl 

, pahiliti to 

lu ti n 

rn n1 hi h t n 

11 n 

Ill 



predictabl e environment as in the 14:0. md Jl}t,os (/\nsoff and McDowell , I 990; Burnes, 

2000). The second is the emergent ·1ppr ):t<..'h It) chang~ mana 1ement developed in the I 9H0s 

(Burn e~, 2000), which is b t \fl thl pt<.. llltS<.. that ·hang' is continuous, open-ended and 

unpredictable procc~" tli r( .tli lt\in, a fit m to its changing environment. An 

t ~~ r quires to understand the change contex t in order 

to adopt tlw tppwt h b "' uit d to its ~pccific ci rcumstances and what wo uld enab le 

UasL· d llll thl: planned and emergent approaches to change management, various models ror 

managing "trategic change proces have developed. Under the planned change management 

apr w•1ch. the main m del are the Action Research, Three Step and Kotter's mode l (.Johnson 

and ~chole .. _QQ3: Burne . 2000· Kotter, 1996). Com mon to these models are thll~ c dio.,tinct 

ph;n~ of change management namely:- Exploration and planning phase ( nfrce;ing) where 

a\\'arene , of need ro change i created, understanding the problem, collecting infot mat ion, 

searching for. olution . . etting change goal and designing action plans; ctton phase" hit:h 

invoh e arrangement for managing change and feedback process; and Integration phase 

(Refreezing) which involve con olidation and tabilizing changc as well as rcinforcinl!, tH:w 

b ha,·iour. 

Da\\ ual n Quinn' Logi al In r mental todel Burne . 200 uc the 

tw main hlln man·t ment ari in h 1 l h 111 c.: . 

rn fl r n • 

pr urt 



It has been argued that managing h m ~t -,ul'LL'ssfull , 'VC n on a small sca le, can be complex 

and difficult and many organi;~tti n nt tlltlltt' diffi 'ultics in managing change effectively 

(Ji owarth, 1 tJtJH) . 'J h :r < f 'han)' projects that have gone wrong, some 

d i~a\11 ousl .tl out organ intional change. lienee, the need for 

undl·tstitndin • th · Ill tilt • m nl f hange in order to increase the probability of success of 

tilL· chun • · pn1 of nga Limited in the I 990s is a Kenyan example of the 

ch;tlkn • · Lll imtl ·m ntinl! change and the likely failure that could result. 

13 lanagement of trategic Change in Public Corporations 

K~?nya Power and Lighting Company i a state corporat ion. A 11tate or public corporation is a 

bod~ corporate e tabli. hed under other statutes, but is wholly owned 01 controlled by the 

overnment or by a tate corporation, unless declared by the President by notice in the 

Gazette not to be a tate corporation ( tate Corporation Act , 19S7). The contml ma · be due 

to majorit) hareholding owner hip or by virtue of the government being the singk largest 

hareholder. Generally. a public corporation i u ed by government to provide scrvic~:s and 

"" a mean uf creating employment a. well a. maintaining economic and so ial stahilit '. 

H \\C\'er. a c mm n problem i how to reconcile the ncl!d for close political cont1 1l with thl· 

nc d f r uffi icnt management autonomy in public orpor, tions. f-or c , mpk. wh n KPI (' 

r quir e to meet it , mandai hjcctives the ovcrnm nt may n t 11 p1m'c 

u h move i it i p r iv d b in likely t cr ate and ial ill'Wtl ilit •. 

amp t d 

h 



understood and instituted in the publi . e 'tor as sur i al and success of any institution will 

be determined by how well trate._ 1 'h 111~ t: t-. mana lt'<l. 

1.4 Overview ofTh · K ·u~ .1 l'mu·r .lncl LiJ,!hting Comp~111y Limited 

KPI ('was utlttl I (JI'\ \ ku · 1 1 ,\tric;tn Power and Lighting 'ompany Limited (EAPL) 

was anwu • th • pi1111 1 

iu:lllpuat ·d iu I u . The 

iuF P iulu ,n{Ha)e.l9 

anuar 1 <J22 under the 'ompanies Act (llayes, 1 9t!3). It 

to be listed at the Nairobi Stock xchange when it was 

\'ernmcnt of Kenya (GOK) acquired a control ling shareholding 

13d'L1rt~ the energ~ ~ecto r reform that took place in 1997, KPL ' was responsible for all 

dectric1t~ dt:tribution and upply in Kenya, and also owned most of the transmission sy<>tem 

and orne electricit~ generating facilities (GOK, 1 995). Following the reforms, KPLC now 

O\\ n.· all the electricity tran mi ion and distribution sy<;tem<; and is the sole supplier ol' 

electricit~ to con umer · in Kenya. It i not licensed to generate clectricit • but purchases 

electricity in bulk from KenGen a public corporation that owns O\'er '0% of electricit · 

generating facilitie . three private operator in the country and al o imports electricity from 

ganda. 

% quity in KPL ' the I 'ational • 0 ial <.:urity lund 's hardwllin I i II 0 ~. 

\\hi I th remainin 

n 

mint 

in tituti n and indivi lual dll i ue tra I 

. KPLC i rc ulat d b ' th 1 ~1 tri it ' R • ul.ll r B , r \ hi h 

• nd 1 • B in JU t I K.l'l 

rtat I in r I r 1 lu r it md 

a in Ill it n 1 lh 



Customers served by KPL 1" 
nation 's populatiOn 

industrialitatton b • () 0, KP1 

Junt' 00~ \) l'l'l' ()%,000. With only about 15% of the 

ll' l kl 111t'11 • and the government 's stated vision or 

1 1 d JHO~Jh.'C ts ro1 growth , provided that right strategies 

me dcvclopcd and impl·n• nt lrht ll'h well managed strategic change process. 

1.5 St tt ·m ·nt ul lh • I l'obl •m 

Publ k n)rp )l,tti )Jl 111 Ken) a ha e traditionally been characterised by ineffi cient operations 

and haw lkp ·nded n the Exchequer to bail them out whenever they arc in financial crisis, 

ami at times they h:n e ended in receivership. The most prominent of such cases in the I tJlJOs 

an .. ~ the at10nal Bank of Kenya where KShs 2 billion of taxpayers money was injected to 

keel it at1oat and Kenya As urance Company which went under receivership. Othe1 

corporation uch as Kenya Railways remain perpetual financial loss makers and ha e 

neither noticeable expan ion nor improvement of service. There arc howe er some public 

organization that ha\'e been tran formed and .. tarted operating in business-like manner to the 

benefit of both the organization and the .. ociety. Examples of such organ11ations an.: Ken\'a 

Rc,·cnue uthority and Kenya Airv..ay . 

Put lie rp ration. like pri,·ate organization. cxi t to fulfill pi! ific objectives. Hlicient and 

ffc ti\ publi re c entiat part o a heallhy demo ratic s )cict •. he ovetnmcnt 

• nd th who hould d mand 

orp rati n n 

nd imp! m ntin ppr 

ml rt 

• an r 

I I 



Successful cases could encourage thi pr 'ti c in other public sectors where change 

management has not been adopted hcrl' i!-1 Bl) doubt that if public orga nizations applied the 

principl es of strategic change an ih m.m.lpl nll'nt, th 'Y wou ld be able to belter adapt to the 

environmt.:nt which kc ·p h 11 in c ll Inti . In this way, their services wou ld be more 

t.: l'l't.:ctive aud cfliticut with t n 111 <'H .!lin l a ripple dfect over the entire national eco nomy. 

numb ·r tJI ludi · h "c I en conducted on strategic change management practices of 

KL·nvan 'l}t11panic ( k n e. 1999; Bwibo, 2000; Mbogo, 2003; Rukunga, 2003). These 

-;tuui~s ll.1 ·u, d 111 ke} factor influencing change in Kenyan companies including non

gll\'~rnmental rganization (.'GO). Furthermore, the studies covered various sectors 

including firm- li, ted on the i airobi Stock Exchange and specific firms such as Kenya 

Commercial Bank and rairobi Bottlers. 

tudie, on KPLC trategic responses focu ed on business process rc -enginccr ing (Thiga, 

1 ~99). contribution of information technology in bu. iness process rc-cnginecring (Omhui, 

_()(L'). and u tomer perception of quality of. ervice ( jorogc 2003; yaoga, 2003). 1 higa 

oncluded that at the end of the re-engineering, there wa. no staff rcdu lion contrary to the 

c\pectation that re-engineering, hould impro e \\'Ork method in the organisation. 

1l go ) ob, crvcd that a number of tudie h<t\'e b en carried out on chan r~.: in ""' i 1ll.., 

m r cnl time but cant) in~ rmati 11 . i't to .., hoht II han •c 

man 1 m nt pr lll in Kc ll}ct lc pitc hIll'' 

nt p. l. 

th 

rt mt r I pl ll\ , 

u h m tituti n in th in 



1.6 Study Objectives 

The major objectives of the tud tTl : 

'-') nt mockl used by KPLC; 

b) To dt:1cllllim· I 1 tot th 11 int tH n the practices adopted in managing the change 

pHll'l''' : Ill I 

c) Ttl idtntil'r lh mcth d.; u.;cd in controlling resistance to change. 

l. 7 lmpurtanc f the tud 

fhl' findings of the tud~ are expected to: 

a) Help the management of KPLC in the formulation of future stra tegic change 

programme : 

b) on ullant ',: orking for organization such as KPL in areas related to 

, trategi change in respon e to challenging bu ine s environment; 

c) cholar \\ho need to under tand the application of trategic change theories in public 

ector organization uch as KPLC; and 

d) Re. earcher who could u. e thi . tudy a. a ba i for further rc. carch. 



The focus of this cas~ study i 

lit erature teview will fl\' ·r th 

HAPTER2 

Tl Rl~ .. REVlhW 

i · l h.lll.'l' management in public corporations. The 

:ueas that relate to strategic change management : 

(a) sttat t· •ir th1111 • ·: (h ·han 'C management ; (c) approaches to change 

lll i lll il •r lll l' u t: (d) h11 h n c · (c} resistance to change; (f) organisational culture and 

r han ' l': ( •) P'," ., m liti " in change management; and (h) leadership ro les in change 

Ill il l\ il g l'llll: Ill. 

-.1 , trategic han e 

The ·urrent bu. me· environment in which firms operate is characteri zed by rap id change in 

t ·hnolog). ompetit10n. and customers' demands, all of which have created new cha llenges 

for organization (Hill and Jone 2001; Ansoff and McDowell, 1990). New situation"'\\ htch 

are unpredictable and difficult to under tand are becoming daily occurrences leading to 

change being de cribed a an adventure into the unknown where outcomes arc probabilistic 

and cannot be predetermined. Experiences of the 1990s and early 2000s on firm nnncr's 

(I 9 ) ob ervation that the change. are so rapid that confusion and d ·sf unction in 

organizati::~n ha\'e b come more the rule than the exception and man ' frames of rdcn:m:c 

that off, red me dc.:!!rc.:c.: ot predictability and order are Ia t di":tPI arin '· (on Jllcntl , 

m traditi n I or anization have ~tc ptcd that the) mu t either han c· or lie : ., c n 

mp. ni 

niz that 

m ludin the lntanet fim1 

ntinu d urvi\' I r quir 

ntr pr n uri 1l 

ni 

u h a Bay, Am tz n. m 111 I 

c tiv I; n1.1nn" th 

111rtl 

h 'tll 1 • 



Depending on the nature and. cop ot h·1ng~. four t p~s of change may be encountered, 

namely:- adaptive, evolutionar ·, r · n .... mr ' tton , or r~' ()lutionary. While scope describes the 

ex tent to which change involv ..... f .tr 1 li.'m ~hrlt - transformational or realignment, nature of 

St1alr •ir ·h.tn '· is 1 

in \;f~<lll' ·i · ·h 111~ 

.tn ll· .tllllcwd incrementally or requires urgent , 

' h ( ohn'IOJI and Scholes, 2002). 

JU n of strategy which establi shes the contex t for all other steps 

nd helps set the tone and direction for firms in the long term 

(hlhll'l1ll .md S~.:h lc . " nfortunately, many organizations develop strategies, but fail 

to implement th change needed to facilitate the <;uccessful realization or the plans, perhaps 

bccau ·t' the manager do not appreciate that business strategies, plans and goals arc only a 

starting p int and not the end. 

companie: , eek ucce and efficiency, a number of them fall victims of the success. 

Thev fail to reali e that a truly great company will not be satisfied with its cuJrent 

performance becau e if it doe , it may be extending the very factors that contributed to 

:uc e .. to the point \\here they cau e decline (llandy.l994; 1illcr. 1990). Indeed. IBt\l' s 

chief e. ecutive of 1cer from 2002. am Palmi ano. ackno,vlcdgcd how IBM almo t collap d 

in the t 

2 

th 

· ul that it topped li"itcnin • 1 it rnarkl' l 

c1 1 1 h i I lamp an I Stcwnr 1. 

hiftcd, IB 1 n arty " nt ut l lu in 

m re than 0, n n 
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discourage organizational chang , but rath~r it should b' a wake-up ca ll to those involved in 

change management to prepare for ·h tPl: in l)tdlt to inn·asc the probability of success. 

One of th <.: hindr<ut<:t'" to u 

in I tJtJ~ in 111 til>t lJHtl ll Km 

~1111 'h:tll'l ptotcss is the ignorance of many senior 

in their organizations as observed in studies carried out 

mpanics (Conner, I 0YH). The studies showed that the 

pl'tn·pti(>ll t>l hP\\ m Ihl) ant change has occurred differs radically from la ye r to 

Ia 'L' t in lhL· tlt '111i Hi n ami often, there lacks a rigorous and reali sti c method of assessing 

anwunt tlf ch.uw. th tree po ed to in the next six months, let alone in two to three years 

timt: . 

2.2 Theoretical Foundation of Change Management 

\\hate\ er form change take and objectives it seeks to achieve, organizations cannot expect 

to achie\'e . ucce~ unle tho e re pon iblc for managing it understand the different 

approa he· on offer and that can match their circumstances and preferences. lie nee the 

manager · under tanding of the theory and pra tic of hangc management is not an option. 

hut an c senrial rcqui ite for organizational urvival. Thts \ ould fore tall what happ~:ns in 

many 'trate!!ic hange programme 10 variou organiwtions particularly in Ken 1. "hich 

f, j) t (ILhit:\ lht:ir Ohjt: tiVt: m na 'cr inv lvcd in the pr t: s olt~:n hav h. zy i I a ol 

lh lh ory nd practi~e of th fun lamental principl of han m tna m nt. 

man~ m nt , ppro 
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changing insights, outlooks, expe tati n. or tlwught 1 at terns (Smith ct al, 1982). The 

implications of this later VIew m mm·t~'tnwn t l)f chang' is that one would seck to help 

individual members of an or ,miz. ti 11 ll) dl.tll'l th ·ir und •rstanding of themselves and the 

situation in question, \\hi ·h in turn "o11ld had to changes in behaviour. Both views have 

m nr ( f han • wrth use of both strong individual ince ntives 

(t·xtt•rtt:tl stimllli tnd in olvcrnent and debate (internal reflection) in order to 

The Gwup vnanu ch ol empha~1zes bringing about organizational change through teams 

t)r \\'L1rk c.roup..,. rather than indi iduals since people in organization'i work in groups and 

indi\ tdual · mu ·t be ·een. modified or changed in the light of groups' prevailing practice and 

norm.· (Burne . 1996 . ccordingly. concentrating on changing individuals' beha iour is 

\'a lude ·s .. ince the individual in i olation is constrained by group pressure to confot m. ·1 his 

..,chool ha influenced change management through promoting groups and teams in which 

norm·. role. and \ alue are examined, challenged and, where ncces~ary, changed ( 'ummins 

and Hu e. 19 9: \fullin . 1999). Group dynamic. perspective is similar to the t\<.:tion 

Research de\'eloped b) Kurt Le\ in who advocated that the chan 1C process must become a 

learning ·ituation -one m whi h participant learn not only from the actual tcs ;uch, th us· 

1 lheory t im e tigate a pr blcm and identify a olution, but al o rom th pr cc.: ol 

llab m ol in Bennett 19 1 . 'J am I uillin cii<Ht . prc\" ll nt in 

m, ny d riv fr m (,roup Dynruni lu I. 

h 

n whi hi 

hni tl, p 

the nd rr Ul )) 



co llectively pursued in order to a h1 'e.' nergy rath~r than on optimizing the performance or 

any one individual part (Mullins, 1 9 , 

The three schools compl m Ill 1 h thll in th •ir appma<.:h to change management , differing 

in hi( h a ·h applies. The concl usio n therc!'ore is that 

m ·md to change unything requires cooperat ion and consent of 

'ltlups ;utd individu II m,tkc up an organisation, for it is on ly through behaviour that 

. ) tern and procedures of an organisation move from being abstract 

L'OIH.:L'pt · to l'C nctete realities (Burnes, 2000). 

2.3 pproache to hange lanagement 

l\\ o main approa he to trategic change management have been developed and \\ idely 

written about. The. e are the planned change approach which is based on pionee1 ing work or 

Kurt Le\\ in and h~ been the dominant theory and practice for over fifty years, and the 

emergent approach to change management developed in the 19 Os (Burnes, 2000). 

\\l!fd a hi h r I " I f up p rforman 1 nds to t 
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the new level and results from th 'ln'll)sis l)f the pr 'S' nt situation, identification of 

alternatives and selection of the m "' .tpptopt ta ll' ;ll' t ion need 'd to move to more des irab le 

future state. ft may he gradu.tl r .t .... ti .tnd tujltilt'S d •velopin ) new behav iours, values, and 

attitud e'-. as Wl:ll as chan •in ni,,tfional stn1cturcs and processes. Refreezing the new 

kwl is thl' final ;.;tt•p whi ·h 

01 d L' I Ill L'll"llll' lit tl 

ar lt inrd 

l.thilis the organi sation at a new state of equilibrium in 

f working a1e relatively safe from regressio n. This is 

rting mechanisms that positi vely reinforce new ways or 

\Vl) t kine. r )ltlpt i 111 f r ni ational culture, norms, policies and practi ces ( 'um mins and 

llu-;L'. J ll 'l>) . 

Bullod. and Banern (19 -) building on Lewin's model iden ti fied lour broad pha-.es an 

l1rgani. ation m \ e through in planned change based on synthesis of more than thirty models 

of planned change. Fir tlj. the exploration phase involves awareness of need for change and 

earching for elution - u ually achieved in brain~torming sessions. 'econdly, in the 

planning pha e. tho e involved in the change move on to understand the problem colkl:t 

information .. et change ooaL. de. ign action plans and get appropriate support. 'I hi1dly, the 

action pha e in\'Oive arranging for managing the change and lccdhack pro~.:c""t's lot 

evaluating the implementation activitie . The final phase is integration - consolidation and 

1 l iii ing th han_ • \\Cll a. rcinfor ing nc\ l haviour. Pha~.;es I and II nrc . imilar to 

un rcczin in th three tep m I. 
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McCallman and Paton (1992) po. it th·11 in this approa ' h to change, managers need an 

ex tensive and systematic und r t ndm~· t)f tlwir ()r 1ani sation 's environment in order to 

identify the pressure of .h m mobilisin 1 the necessary internal and 

ex ternal resources, th •ir ot • tni ui n ll 1 onds in a tilllel y and appropriate manner lead ing to 

sustainahlt rhau •t , 

'l'htl'l' \llll'll ·n 'tl\tnt 1 I han management models in this approach are processua l model 

b\ (),m (lll, 1uinn· L gi lin rcmcntal Model and the Adaptive 'hange Model. Dawson's 

modd ' ' it:w temp 11Ul peel of change as useful means of breaking down complex process 

tlf tHgam..,,Ilton chun.:::e into manageable portions which are constantl y refined and developed 

to maintain relt~' an e Burne . 1996). In Quinn's model, managers consciou'>l) and 

proactin~ly mO\ e the change proce s forward incrementally as the environmental changes 

occur ( linrzberg and Quinn. 1991). The Adaptive Change or Organic Adaptatton model 

"hich n ·otT and ~lcDowell (1990) refer to as "Rome wa · not built in a day" approach 

adYocate. a tep b) tep incremental change which over time add up to transformation of 

culture. power tructure and competence. In thi. model. change is unmana 'ed from the top 

and occur in re pon. e to . ucce . i\e environmental timuli, or to unsatislat:tor perfotmant:c 

of the tlfm re ultmo in . trateg1 change oc urring through series ot incremental tt:ps ~ prcad 

\t:T time. 
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Proponents of the emergent chang approa ~11 -Cl' it as more suit ed to a turbul ent environment 

in which firms find themselve rod I)' -.tn ' t 11 tl't't)) ll iZl'S the need for firms to align thei r 

int ernal practices and behaviour "ith till lh.tn,1in 1 l'X t ·rnal co nditions. But criti cs of the 

emergent appwadtt·s to h 111 •• n th~ <llhll hand, <ll guc that organisations face different 

kinds ol envitoutn ur : h on H.:a ting a climate docs not give specifics on what it 

l' ll lai ls, itlld lh II Pill n~ perceive need for change, but arc un able to learn. 

Fut lhL'tllllltL'. ,, •t " '' I tl cmpha is is given to creating appropriate organisational cu lture 

which is m:ilhl't l' '') n r ncce aril possible. 

Sine~ non~ of the two approache to change is applicable to every otganization tn all 

circumstances. an approach that has lately developed is a synthesis of the planned and 

~mergent approache to change. It views the two approaches as applicable to difletent 

organi ational cir urn tance , with the planned and emergent approaches being located at 

either end of a bu. ine environment continuum running from stability and predictable to 

turbulent and uncertaint; (Burne., 2000). The planned approach is on the rormet end of' the 

continuum. while the emergent approach would be at the latter end. 'I his leads to model ol 

change incorporating a range of approache. each of which is related to a particular l) pe of 

environment. Burne. (:WOO) explam that thi . con cpt of a multiplicity of approach s leads 

to a model of hangt: that i!> t: ~t:ntially a .. ituational" ur 'contin 'l:ll y modd" - 11 that 

indilate h w to vary trat gic to chi v optimum II with the environment. 
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organization. These forces of hange in~Judl' grm th of 'apital intensive manufacturing, 

accelerated tempo of new te hn )I _~,. 'l) lltl'ntr:llcd patt ·rns of co nsumption globally, 

shifting needs of cu tom r~. ~hiuin. 111 ,1ll l'l llll1l' llt regu lations, improving skills of 

.lohrhllll and Scholes, 2002; Conner, 199H; and 

Burnes, 000) ntt. and improvements cause replacement of prod uct 

hik lob(Jiisation oJ markets and operations has led to 

mand and life~tylc pattern<;. Many organisations have grown in si7e, 

l'llmpll' itv .111d iali li n leading to requirement of new structures and sk ill s for 

L'Otlp~t.ttwn Jnct L 1 rdinalion. World trade has become fairly liberalised and competition is 

nw<kls within \'l't ' 

nwre !!.ll1bal than I cali d rec ulting in erosion of abilities of corporations. Thc'ic force<; arc 

pre..,sing on organization to track. revamp, adjust, transform and adapt if they arc to survive 

and prosper. 

Internal force. of change al. o exi t and range from changes in leadership, policy or 

owner hip. organi. arion culture. workforce, performance, development of new prnduct"i 01 

technology due to O\ n innovation. In addition. organ11ations have recent!, s~.:en a l.!leater 

trategi awarenes and kill ot manager and employees \\'ho call for chan •cs in the scope 

of their job and reqmre trategi development and growth of their fitms. 'I hi" is dearly 

vi ibl in Ken\'a todav wher continuing education amon.! the middle l'ln~s ha m nH 1 ~ 
~ " 

of a n rm than an e. Ctpti n < nd univ r iti can h r lly p with th • numl r 1 we rkin, 
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forces may be internal or external, whik re~training forces could be existing strategies, 

policies, regulations, or culturt:. \\' ·ihn ·h .md k.()()l1fl ( 190J) emphasise that organizations 

may be in a state of c4uilihrium, "i1h hllll:O. pu~hin) f()r •flan ge on the one hand and forces 

resisting change b · attempdn • t m tint.tin flw ~tat us quo on the other. These writers argue 

that in initiatiu • l'h.111 't.', mun . nisations huve the tend0ncy to incwase driving fore<.!, 

whil'h tt·nds t(l in ' '" 1 -.trength<.!ning tlw r0straining fore<.!. They propose a 

1hat hich ~ecks to reduce or eliminate the restraining forces, 

thus alltl\\'ing th, dt h in' rce to push the organization to a n0w kvel of 04uilibrium. Thi<; 

i.'> bas~:d tln the l ~lief that change is less resisted when those affected by it participate in the 

change. Critic' of the model argue that while the model assumes existence of a specific point 

of equilibrium where an organi. ation need not change, no such point exists since change., are 

continuous. However. the model has been applied widely in change management a<., it 

enable. manager to get a pecific picture of the current situation and provides a It amework 

for lookino at the total ituation a well as bring understanding ol factors that can h~: 

:;, 

intluenced and tho. e that cannot (Johnson and choles, 2002). 

.., -
-·~ i lanaging Re i lance to Change 

Re ·i tance to hange 2.5.1 

Stl01C pcoplt.: view change a a threat. while orhcrs e.;e chan e.; a an opp rtuniry. ·1 he de,, e 

ro whkh p pic r i r h n!! i influenced b ' which of lh c vi w th y h ld . sru li · 011 

b havi ur how that pc pit: tend 10 hold n to ·i. rin 111 
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Machiavelli observed that the introdu ti n C, n~\ ord 'r of' things meets re istance a " the 

innovation has for enemie , all th 't: ' ht'l ha l' donl' wel l under the old condi tions and 

lukewarm defenders in tho · "h "'·') dl) \Vlll under the new" (Johnson and cho les, 2002, 

p5o3 ). Strategic chan •e a'> 1 n 

pall of thost· iuvolv •d 

and MrD(l~cll (1 1J J l 

·i 1ll • i th~. :nc not the architects of the new strategies. Ansoff 

th. t resistance to change is not an aberration, but a 

l'umh11m·utal p1 1bl m 'hi 1 d crvcs attention comparable to that given to the strategy 

ar ue that resistance to change is not confined to introduction of 

sttdl • 'tl' pl,mning. but ccur ' henever organizational change introduces a di scontinuous 

Lkparturt: from the h1 lOrical behaviour, culture, and power structure. Hence, resistance to 

change i. .1 multifaceted phenomenon which introduces unanticipated delay<;, costs and 

in. tabilitie. imo the proce of trategic change and is therefore undesirable. 

Organi. ation may face re i tance to change that is overt and easy to address 01 co en -

hidden behind the cene and going unnoticed until it de~troys a change project 'onne1 

199 ~) explain that covert type of re i tance re. ult. from 10\ trust and inadequate 

participation when employee are not allowed to openly discu<; their trul! fcding. or if they 

are not involved in implementation dcci ion.; hence the ' feel discnfranchisc.:tl !rom the 

chan .... t: effort. overt rc i I n may he revealed through what 1 1c ult ' 200_, p . rdl: ts to 

• ··gj, in tht: Jc da thc nod on the surfa e. all thl! while buildin, dal rate Hf"lllll nt lo1 

g "I~ th n the k d r knew thc.:) n ~.:d t l '0"'. 
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Ansoff and McDowell (19(}0) hav • pt1tmdnlt\: t) it'WS nn resistance to change. On the one 

C.:OI1'il'(jlll'IICl:S ol lo 'j 'd 

'.1. .I Jll, lllfl'~lalit) n of irratiOnality Of' the Orga ni zation, a 

11 ' I h alit , to reason logica ll y, and to carry out the 

other hand, the behavioural political scientist 

vkws tL'SI'>I lut c 1 1 11 lur I m nif 'tation of diffeH.:n t rationalities, according to which 

't\liiP" 111HI individu II t •ith one another. Consequl.!n tl y, individuals and groups resi<;t 

L:han 'l' in pwp 11ti 'll t e ree of threat and discomfort introduced by the current increment 

111' rhalll!l'. The g 1p l\\een perception and reality can substantia ll y and unnccessar ily 

inn~:,t ~: the le\ el t re Ltance. As Conner (1998) argues, human beings seck control and 

tend to fear and a' oid the ambiguity of disruption whether it is positive or negative. hence, 

what r ·ople re u. 111 reality. i not the change, but the implications of the change. nless 

manager: mYoh ed in change management appreciate these views. they ' ill be "stuck in the 

middle" in their etTort- to implement organizational change. 

., - ., -.!:1.- Ianaging Re i tance to hange 

Str,ttegic change procc . e often fail. not becau c the strategies were wron • or unattainable, 

but b cau . han~e introdu ed without regard for con cqucnt rcsi.,tanu.' . ' I hr.:rdore 

111. naging rc i ' lc nc to han_e occupies a key role Ill th han'· nt pr ce s 

maj r roa lbl k lOth . llcnlc 

fll 1he fth . il i imp r tiv lh. t th m·ma r lf han i I nti 
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Overcoming resistance to change reqmr(;. fir.·tl , chang' in behaviour by individuals in order 

to overcome the natural resist·tn ·h.lll!'l that nwr 1 'S <l nd seco ndly, gelling individuals 

to behave in ways om.i"' u '' ith I oth th sho1t run goals of change and long run 

or •ani1ationnl twtc ~ uuf f on Whit<.! , J 9<J3). 'onner ( J 998) proposes some five 

to change as:- (a) understanding basic mechanisms of 

hlllllllll l l'"i l Ill : ( 1 rc i tancc as a natural and inevitable reaction to disruptions or 

L' ·p 'L'latit111 ·: ·) in1e1pr tin re istance as a deficiency of either abi lity or wil li ngness; (d) 

cncou••u!iiU! .md participating in overt expression of resistance; and (c) understanding that 

resistam:c to p :ttl\ e change i ju t as common as resistance to negatively perceived change 

and that t th f II w their m: n re pective sequence of events which ca n be anticipated and 

managed. ln thi. regard. open communication on the change proce<.;s i"i there!'01e paramount 

a.· in ab. ence of information, people invent far more <>cenarios for thermel cs and resi<>t 

change ( Iarke. 199-1). 

critical a. pect of o ercoming resi tance to change i addressing the way cmployet:s 

experien e the change proce ... then helping them cope wrth chan ,c through mana •ing 

awarene of need for change. desire to participate, knO\ ledge of how to chan 'C •thility to 

adopt hang on ongoino ba 1 • and reinforcement to keep change in place . Bu ildin • 

rganizati n I pabilit) for hangc help over orne original rc'i I' IIH:c thwu 1h m·•kin' 
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change requires understanding the ulture f orgnnisalion lhal needs change (Johnson and 

Scholes, 2002). From their <>tudy f Iht: t dl pt'rforming American compa nies, Peters and 

Waterman (1982) concluded th 11 'tlllllfl pia s a pivola l role in the performance of an 

organization. As Conne1 ( 1 l l { 1\h nds, SIH.:cl.!ssful change management requires an 

inlcntion<tl c.;,catwu ol ,1 ·uJiur th:tt t ·~t scJvl.!s the organizational needs alignment of 

cullull' 1111d dhltl ~r •p 1!-- It i rh rcforc incumbent upon change managers to identify I he 

aspl'l'!S of rullu1 · that tre incompatible with the required change in order that a culture 

chan 'L' can b • introduced t make culture consistent with the change. 

However. \\ il on (199-) take a different view that 

... to etTecL change in an organisation simply by attempti ng to change its culture 

a.sume an unwarranted linear connection between <>omething called organic.;ational 

culture and performance. 1 ot only is this concept of organisational culture multifaceted, 

it i al 0 not ah ays clear preci ely how culture and change are related, if at all, and, if 

o, to\ hich direction. (Burne , 1996, pl91). 

\\'iL on (1992) and other who upport hi view contend that restructuring of cxistin, 

organizational hierarchic place people in new role., relation hrps and rcsponsihilitics, thus 

forcing ne\\ auitude. and behaviour. upon people Burne . . 1996). But this argument appl'ar 

to downplay the fa t that ullure de\' lop. over tim in rc pon c to unique chalk n '<.: s I au: d 

by different group "ithin the oroani7ation and inherent! ' mullifac t d nd mpk . 

hcrcfore thi approa h i lik I • to encounter mor n.:si tan • than one wh r r .111izati nal 
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Conner (1998) recommend an ar hitctur:1l cultural d 'Vclopmcnt approach that requires 

that: - (a) senior managers defin p~ tit' ·h.n.lt'lt'rislics of desired cu lture; (b) management 

conducts a "culture audit" to d 1 mtin, tht !':IPS h ·tw •en ex ist ing culture and the desired 

d •ih 1 ·'' tion plans to close the gap; and (d) management 

111 ti 11 of th~..: plan. I lowcver, effective change management 

''Hlltld addll'"" lll , 1111 ti 11 I ultull in a w'Jy that changes affecting the cu lture arc gradual. 

, 7 hange Management 

Or!!.tni · 1til111 .u • l 1li i I _ tern , and people's degree of cooperation and commitment "ill 

\'aJ ,. with the degree t \'hich they perceive the goals they arc pur<.,uing are hwatll 

L'l)ll't'tent with their own intere. ts (Mullins, 1999). Politics affect mganintions since 

individu.li · and group often pur ue courses of action which pmmotc their intete<.,ts, 

regardle · of the organi ·ation· formal goals and objectives, which sometimes n:sults in 

battle \\ ith each other to , hape decisions in their favour (Mintzbcrg, IWn, Mor!!,an. JlJX(l; 

Handy. 19 6). imilarly. people tend to . eek power as it provides the ability to exert 

intluenc over deci ion. made and action taken. 

P \\Cr i. the.: abilit • of individual or group to per. uade induce or coerc~.: othct into 

\\hic.:h auld b· u 
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the development of the change programme L rCilling awar ' ness as well as clarity of role. 

would reduce the friction from p w r llll~1gks Power bases must be well managed in order 

that the indi vidual':-. goab (If li 11l II ll' :1111/:llional l<)<JIS, thus increasing the rrobability 

of ~;uccess of the cha11• pr nmm . 

2.~ I t·ucl ·allhlp Kuh ~ 1n ''·'' gi ·Change Process 

IJkrtiv · h 111 • 111tn 1 • m nt II for clear definition oJ roles to clarify what the va1 ious 

pat til"' in\'llh"d "ill mri ute to the change process. Working relationships arc complex 

with pl:tlpl· llflcn II ) ing more than one role and frequently shifting roles during the process . 

l\1111\l'l ( Jllt> • identifie the four distinct roles critical to a change pmcess as spon..,ois. 

al!cnl . ta1get and ad\' cate . 

:pon ·or· of change have the pO\ er to anction or legitimize change after deciding on desired 

change in the organization followed by communicating the new primitics. Chan ,e agents 

a ume the re pon. ibility of making the change happen . Their success depends on theii 

abilit) to d1agno. e potential problem., develop a plan to deal \\'ith the issues and execute the 

han..re ffe ti\'ely. The) mu t pt• .. e . the right kills for ucccss. 'I ar 'Cis ol chan 1l: arc those 

who ar the f 1 ·u ,11 the hange ffort and they play a critical role in the sholl and I Hl , tc Jill 

of the ch, ng project. he target mu t b educated in rdcr to under tan I the t.:hcin •~::-. 

they nc d to l inv tv d at appro1 rial the 

impl nt to a hi ve han . but h k th 
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Leadership unites people toward. a · mmon goa l and is a natural part of change. An 

effective change leader is on t tl ft:unin~) thl' thinking of those whom they guide, 

h.1n11tS at tH)t only imperative, but achievable 
enabling them to see th 

(Conner, I 9lJX). Stwt 

lowmds achit•\'iu, th · 

nw:-.t inlluen ·e the organization in its efforts 

• . claptin' the organization to change. Ilowever, leaders 

the m;nk as this cou ld create res istance and impede rather 

r mu t be open minded, removing threats and insecurit y in order 

t~l bring J11..'\lpl . IIIW th Page. 1998). 'I he leader must race the truth , identi ry peopk. s 

tl'<ll intl..'tC'-l ,111d make promi e that can be kept, creating both passion and commi tment in 

pcl)ple to pur. ue a c al and remain focused - aspects that are glaringly Jacking in mo'>l 

llrganization m kenya. Page (1998) contends that an effective leader is one who '>en'>es and 

tran form· the need of hi followers by mobilizing new "higher" needs in his lollo\\l!rs 

ar using in them hope. and a pirations. In addition, he must shun the oppre-,si c threats and 

elaborate manipulation at the heart of many corporate change programmes. 

Tht: leader may be the chari. matic who build a vision for the organization and l!llt:t •il't:s 

people to achie\e it. or in trumental /tran actional type focusing on dl!si 'nin' systems and 

controlling the organi ' ation a tivitit: kadl!r ~ hould bl! capabk of' dcnling \\ith 

ambiguit '. and demon. trate flexibility in i ht • nd nsiti\"ity to th contc. t ot han 'l' 

John n and . ..:h lc , 2002) ucc ....., ul han 

from the 1 p. "111 n tratin th dir ti no mmitm nt of the lop r UJ • 
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followers to make strategic deci ion., l ut ka\'lS the impl 'mentation or strategy to the line 

managers. It requires lettmg g :md t mmunknling that the leader trusts all those 

rarticipating in the chang pr 'I m.tkl WISl <kcisions. This is supported by Peters and 

Waterman ( 1982) who oun thi 1~ ll :ts a I •y success f~tctor in the !\ merica 's be 1. run 

t:o rnpuni cs 111 whi ·h ctuplo 1r11 1 cl, valu •d and tn.:atcd as responsibl e. The third style 

is llll' tl'l'nt tlll'l I) I hi in which the leader defiles the convention and stubbornl y 

tril's ttl makl' th · w 1tld 1 Her place. This style involves high risks and is more demanding 

us one ll'ad · olh 'I l, ' hat i not supported by experience. 1\'i Schaeffer (2002) observes, 

nwst p~:ople when under pre . ure fall back on the )lyle or approach that worked in previous 

cris~'>. l1111~ t dtsco,·er that old approaches rarely work in new and demanding situations. 

Therefore an effe ti\'e leader must be the master of two ends of a spectrum: ideas at the 

highe t le\'el of ab traction and actions at the next mundane level of detail (Peters and 

Waterman. 1990). Such a leader then is able to be the successful captain of the ship ca1rying 

the change proce which may often sail through . tormy seas. A true change leader must 

enable the change i ion to be owned by all through clear communication, gl! tting people 

e'\cited about the de. tination which the organization i. aiming for in the chan 'l! p1n<.:ess 

( ' Iarke. 1994 ). 

Th appropriatene of the t)IC and the extent of it appli ation to mana 'C chan•c is 

dependent on the organizational conte. t and on the: indi\'idual mawt •crs o h, ll"c a " 11 u 

n th r ad in of the omp. ny to mhra 'l: tum . 

:!.IJ R Jared tudie in Ken a 

tudi h ' 11 ~.: rn ut 11 trat han Ill K n. 111 



(2000) concluded that, in GO , han 

by the donors and initiated by th 

t 't'k tlw tnp-hnttnm approach and were influenced 

'H)~ and s~· nior managers and that effective and 

dlll ndl d on how change initiators and age nts 

l <Hlllllttni 'il l ion , employee empowerment and 
st1ccess ful strategic h·m 

managed var iai>Jc, su ·h 

h.m . n<1 olhlJ chalkngcs. Mbogo (2003) from a stud y on 

nd public private 01ganization, Kenya Commercial Bank 

1 change in KCB has borrowed and applied heav il y the 

t t turn tratcgy into reality. I le however ob'iervcd that among 

impacting on the re1orm eff ort were resistance to change and 

cultut~ ,md that liti al nd OK interference was the least of the factors affecting success 

uf th~ chang~ ff n. Rukunga (2003) observed that the Nairobi Bottlers used one of the 

modd ·. but ~mp werment wa ignored. He concluded that company performance impro ed 

quantitati\'el~. though none qualitatively. 



H. PT ~ R3 

~.tTilODOLOGY 

3.1 Research Design 

Th is res<.:an.:h is a "' tu I · :dn~ how I PL ' has managed its strategic change 

p1 (Kl'SS iu thl' iu1pl 111 II If, t pits developed to respond to rapid changes in its 

busi 11 ·s-. r tlVit(Hun ·ut. I' 11 1 ul r ~ us was on the models adopted in the change process, 

f.tL'ttll' that intlu ·n d h 1 n c process, and how resis tance to change was dea lt with . 

The case ·tudy meth d ' cho en as it was best sui ted to help gain insight in to the stra tegic 

chanb management practice that have occurred in KPLC in between 1995 to 2004. 

3.- Data Collection Iethod 

Thi: rudy made u e of both primary and secondary data. econdary data wao; collected from 

h.PL · · re ord including the company annual report and management report<; on business 

reorgani. ation pro e . Primary data wa qualitative information gathered using an interview 

guide (Appendix 1) \\hich \a ent to .even chief manager and three other senior manal!,cJs 

ahead of the intervie\ . Thi i. the team re. pon. ible for developing compan polk ·. 

prm i ion of the trat m dire tion for the ompan · and ontrolling the company 1 c ouiccs. 

'l hi t , m al th implcmcntati ln o tratcg1 han 'I.' pro •tamnh: in KPI ( . 

Intel\ ic.:\\ in.! th • ntirc.: m·ma ... c.:mcnt team wa ul1 I ~ 

en r two ni r man th int 1m til n 11 h.tn'l: 
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H PTER4 

AR HRES LTS 

4.1 Introduction 

This ('haplc t (..;OlltHHts tIll lin I llH 1\lcl . 11 was intl!nded to interview ten managers, but 

0 1li y si ·. ttpt ·;;clldu ~ nt of the tar 'Cl, were interviewed. These managers have 

hL'L' tt i ll V(1IV ·d in ''' 1 m r of the change management programmes. Interviewees have 

bL·~ u 111 n ' ithin the company for between 8 to J 5 years were invo lved in 

dth~t Ul'' ~~~)!lllenl 1 implementation of the change programmes and they gave deta iled 

insidtL" intL) "lrJtegic change practices within KPLC. The findings are presented in th ree 

~~clit)n,. 

The fir.-t , e tion pre. ent trategic change management models used in KPL ' bel\ een llJ% 

and _o )4. ection two indicate the factors influencing the change management practices and 

the la t e rion detail how re istance to change was controlled during the change 

management proce .. 

During the intervic-.: , . three . trategic change programme · were identified a" havinl!, taken 

1 Ia e in the p riod under tud '. The first va the In titution.tl tr~n[)thenin' P1oj~ l (lSI') 

'' hi h va a u tne 

Jn\ 

that ' imtl m nt 

r 1r n hm nl. 

m 

rccnoincerin programm • th ·u t 1 )k pl.tc~ 

m nt 
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4.2.1 Institutional trengthening Proj ct (1. .. P) from 1995 fol998 

In 1995, KPLC's businc '' "~ul rin • lll)m l.1l.'k. ()r f'fi ·icnt customer billing system. I\ 

new billing system pm ured a tr l.trlilt \ .1 11l)l pl'l l'otmin) to expectations and customers 

were not billed ou tim 

IO I"C'iOfVc Cll lOIII 'I ' ' 

IIHltktll bll j II 

llllj1W\ llH! l) 'I Hi 11 

teduwlogy IT) ·~ tern~. 

"lll mac ·mall' , r •suiting in loss of revenue and time 

lh I f tO SS S that af'f'ccted the business included quoting 

uppl failure, and all support services including finance , 

h were m~tnually carried out and therefore unsuitable for 

as therefore initiated with the primary objective or 

through implementation of new and flexible hu-.ine"s 

va introduction of new processes facilitated by new i nf<H mat ion 

tanager mterviewed vie\ ·ed I P as a planned change process that was developed by 

con ultant working very clo ely with KPLC staff. The programme was expected to take rive 

war.. but ''a. completed in four year . The tages of change identified arc shO\\'n in 'l able 

tdow. 

Table: ' tep. in th I P hange 'lanagement J>rocc 



Prior to 19<J7, the tl:cttt·tt 

h:y pJaye1 Ill> OWIIt:l ' I 

disttibutit>ll Hnd '-IIppi 

(ta11Stld -.j(111 tlld Jj lllbUII 

Ptn L'l ( \1111p Ul\ ( Ull nll. 

1 r in Kln a was v0rti call y integrated with KPL being a 

~ole manageJ or electri city generation, transmiss ion, 

owned some electricity generating plant and most or 

\'-tcm. while some govcmment parastatals including Kenya 

n as KenGen) owned most of the generating plant and some 

lran~mts ' tlll as et . But KPLC managed the entire electrici ty system on behalf or all the 

other {layer · H we' er. due to a Government policy to create competition in electrici ty 

generation in order to attract private developers, the government decided that all publicly 

O\\ ned ele tricit~ generation a et be transferred to one public company while all 

tran,-mi, sion and di tribution as ets would transfer to KPL . In order to ha c a fair and 

tran par nt · et tran fer proce , a con ultant was retained to value the assets that wcre 

tran:ferring. 

fhe di\e titure pro e ''as a planned pro e that invoh:ed the transl~r of KPLC':s 

to KenGen and acqUJ ition oltran:mi si 11 o K~..:n 1en's llansmi ion n ~:ts 

h KPL . Furthermore .. in KPL . at the time, man·tgcd the entire eh: 11 il:ity s) '-kll1 

KPL taff who were: ill\ lvcd in the c:lc tri ity en ration h, I to l tr.m fcnt:d 1) 

ammc w~t t ~akc I\\ l ut it thlt:l: 

m nih until 

It 



carried out. The actual change wa rried ut graduall y as staff transferred and those left 

behind adjusted to the smaller omp. n ' t1h kss staff and f 'wcr functi ons s ince generation 

was a major function was no I n r tlh m.tndat ' oC I PLC'. New legislation did not allow 

lic<.: nsing KPLC to genet 1l I td it , thu" 11 'an not ·arry out thi s business in future unless 

th <.: re is l: h Hil '1: o law. 

4.2 .. \ Bu\iu .,, R ·t •.w i' · t1 n f om 2000 to 2003 

Aft~t lh~ impkmentati n of the divestiture programme in 1999, KPL ' encountered adverse 

bu~in~~s envir nmental factor including lack of adeq uate electricity to sell due to a severe 

drought in 1999 t _()() and economic downturn . The company recorded high financial 

io_·:e: in the fi cal year 1999/2000. In order to address the problem, the company 

commenced on a bu ine reorganisation programme in 2000 aimed at realigning the 

bu, ine . to the change after dive titure. This wa to be achieved through creation of a new 

organi ation tructure de cribed a leaner and flatter, creation of bu\incss units, and 

retrenchment of taff. The change programme wa expected to result in more dl icient and 

cnectt\'C cu tomer . ervice through creation of . mallcr unit. (zones within the husinc"s units 

,, herc.: taff were more empowered and could ca ily acce s the cu tomer . 

'J h Lhans w, pl. nn d and c.: p ted to b impkmcntcd within one · m. lim' ,. 1, th~: 

' · d did n t p r iv th 

Th imJ I m ntati n of th pr ramm d in mi 



This change appeared to follO\\' an m 'r ~:nt 'hnn.)l' mnna) ' mcnt model in which though the 

change was planned to tak "' r1.1in htlCit@, l' nvironmcntal changes such as lack or 

funding for rctreucht~~ent HI f .t< ht~ V( desired outco mes with the orga nisa ti on 

strur tu n.: hwu •Itt all JUt th of the stru cture within two years. 

4 •• ~ F, ·(tw10 lnllu ·n ~ 1 r h· ng • Mana~ement Practices in KPLC 

!'his SL' ·tiL111 J ·tuil 1th internal and external factors that were found to have influenced each 

pf the llm:L' dhmg management programmes in KPLC . 

.t.3.1 Factors Influencing I P hange Management 

Different internal factor affecting this change programme were identified. The first was 

technology be au e reengineering the business proce ses required that the chan ,e be 

manacred throuah acqui ition of modern computers and software to enable the achie\'l~ment 
~ I:> 

of the objective . econdly. a matrix organisation structure v.as adopted for mana ,ing tht.: 

project whereb) -taff from different department formed teams that \ ere implementing tht.: 

1 rojcct. Thi enabled the effective permeation of the project acros. all dcpartmt.:nls. 'I hirdly. 

frequent meeting. of the .teerina ommittcc compri ing most of the top managcml'nl ucatl'd 

)\\ncr hip of the pro~e . and teamwork. he fourth fa tor wa mana 'l'm nt LOtnmitmt.:nt 

md .. , th the.: prl · ·t TllJ ll) . 

thr u h int rn.l fun linil m 

nth 



There were also external factor~ th·ll inllu~ n "d th ' process. Firstl y, the ISP was about 
improving business proce c tn t ~th:r to improve effi ciency and delivery of service. 
Customer demand fot b ·tt 1' t\ i l inllll~'tH.''d how the change was carried out by ensuring 
design of new pto't'" t" 1h.11 lc-.t Ill ·t th • customer needs. Seco ndl y, the project was 
impll:tlll'lltl·d b · h ·lp ll · n ult. nt hose knowledge and experience helped the process to 
~ lll'l'l'l' d. 

-'..'.... Factor lnOu ncin Di e titure Change Management 
Fou 1 intemal ract r were identified as affecting this process. The first was that management 
,u1 port "a. not Yer) trong ince this change was viewed as bei ng imposed on the company 
t, out:idt!r and not reall needed by the company. This caused a delay by nearly one year in 
completing the implementation of the process. Some of the managers interviewed indicated 
that they were not convinced that this change wa necessary. econdly, the programme was 
allocated adequate re ource to make it succeed. Thirdly, because managers were not for the 
di\e. titure. there were power truggle in deciding which employee. would be left in KPLC 
and tho. e to join KenGen. Finally, the CEO . upported the project and ga e guidance to 

en ure ucce . becau e he under tood the repercussion of not carrying the process through . 

Th~.:rc were al. o four external fa tor. that " ere found to have influenced this change process. 
·ir tly, the di\'c titure \Va een a the fir t tep tO\ ards crcatin, competition in eh:cllicity 

n ration. It wa al o part of a long term plan to privati c electricity disllihution. 'l his 
un n. intie f lht.: uture t.:le~.:tri ity ctor s1ruc1un.. clOndly, l:h:cllicily lllslomer' 

inK 11) h It that a m 11 1polist el 

11 th ir part th t th 
lid n I lltcr 1 he I '' "t viu: .111d 
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approved by ERB, a public hearing \\ <L rcquir~d and the first one took place in 1999. 

Furthermore, KPLC being hsh.:d ' mp.m in th' Nairobi Stock ~xchange had to obtain the 

Capital Markets uthorit) ·~ I\) .IJJIO :11 !()r th~ ~ntirc divestiture process. 

4.3.2 Jt'a(.'t(ll''l lntlu ' II .• ., I nu in •. Reorganisation Change Management 

nutnbtt (lt' utl •tnll I 1 l!I "ere found to have impacted on thi s change process. The 

p1 i111.11 v tllll' w ,.; that lh company made financial losses in 1999/2000 and 2000/200 1 and 

this lt1'-'- nMking trend appeared that it would continue. The business reorganisation process 

aiml'd at bl1lh etTicient cu tomer service and reduction of operating costs. The orga nisation 

~trudure <tdopted and the staff retrenchment was expected to bring down costs and also 

increa,·e , ale by expanding customer base. KPLC renegotiated its electrici ty purchase prices 

,, ith it major upplier . which enabled it to return to profitability in 2003/04 financial year 

after four con ecutive year of lo s making. Secondly, the organisation structure was changed 

b~ reducing the number of divisions within the company from fourteen to seven and from six 

operational area to four bu iness unit (Region.). Zones were also created to en-,ure that 

KPLC taff were well po itioned to interact effectively with customers and to offer them 

better . ef\ ice. After two year , the new organi ation structure was revised bccau-,e some of 

the top manaoer felt that it " a. not delivering the expected results. A new <.,tructurc which 

aholi hed the zone wa introduced and it made th corporate centre more invol\'ed in the 

running of the Region" 1o t manager intervie\ cd were of the opinion that the structure 

a 1 pt I in ~001 h uld n t have h~cn abruptly changed in 2! 1.3 as f'ailmc to achiL'\'L' thl' 

not hec~tu ol the structure. 

Th thir int rn I f l r id nti 1 I w, that du t nl Ill Within the I p lll::tll.l''elll 'Ill 

tru r .mi ati n, t 

r a 
Ill 



tandem with the envisaged reorganLati n process. For example, it was observed that even 

though the Regions were bu in s unth and roiL' M the head office was to provide policy and 

consultancy servicc~o,, opcntion.tl i-.suc-., u)ntinut•d being handl ed from the head office, thus 

creating confu\ton . (Oil' u nth, Wllhout a ~upporting cu lture change, it was difficult to 

succeed in tht· rha11 • · p11 •t tntmc. I he sixth interna l factor was that abo liti on of some of the 

top p()sitio11s dutin' th 1 ~ '' .misation led to demotion of some of the managers, and this 

l'l'l'Hll'll dts 't1nh:Hl ,unnn me ranks. Furthermore, staff retrenchment started, but was not 

l'l111tpktt:d dut: to Ia ~ k: f funds. This created uncertainties among employees as they waited 

tht: condusion of the exercise. Without knowing which employees were targeted for 

rt:trenchment. internal politic \ ere evident, albeit not prominently, as people hoped to retain 

their job· hould retrenchment be reinstituted. The final internal factor was that one and hal r 

years after the reorgani ation, the CEO was changed. The new CE initiated the revision of 

the organi ation tructure which was revised in the last quarter of 2003. Debate continued 

among the manager whether even this latest structure was suited to meet the company 

objective . The leader hip tyle in thi proces. since 2001 was the top to bottom approach 

with the top coming up with the idea and passing them on for implementation by the lowc
1 

rank .. 

Four external factor. '"ere identified a. having major effects on the change programme. 

Fir tly. the reallon ol bu. inc. untts 'Was aimed at preparing the compan\' for ptivatisation. 

·1 h unit \\ere to be profitable enough to attra t privntc investors \ Londly, the main 

r ani ·tti n wa to impro\'c ef tcicn y , nd delivery ol service to customt•ts 

rvic 'I his h, t1 to t la~.:t Hcd into dcsi •n and 
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staff were not liure of the futur' in th' 't1mp;m~. l'hc plan in 2004 to hire a management 

se rvices contractor to run KPL t nl) tn ·r~':h~o'd 1h ' <ln>-iety particularly among the top 

manager<.; . 

... _.. ('ou1rolliu • I{ · t-.t.llll' fl < han~c 

This Sl'l'll\lll d ·t 1il "h 11th m. na •cr mtcrvicwed identified as the ways in which resistance 

ttl rhlllll:.l' " ·l'· l..'l.llllt 1!1 d inc h fthc three change management programmes . 

... A. I 1\ll'thod' L d to ontrol Re i\tance to 'hangc in ISJ> 

sc, ·ral \\a~ - of ~ontrolling re istance to change were identified ll·om the intcrvic\\s. 

lmtiall~. ·tafT from all departments \\ere involved in the change proces<.; as a means or 

creating ,Kceptance ·o that taff,\ould not see the change as being directed at them from lop . 

['hi· \\3 · follO\\ed by training taff at all levels particularly in the USC or comruter .... \\ hich 

\\ere being introduced compan)\\ide since the nc\\ busines'> proce'>'ies \\ere comruter hased. 

In addition. infonnation on the e\.pected outcomes \\a.., come) ed through com pan) 

ne,,slener" i ·. ueJ periodically and in annual reports. ·r he consultants imohed in the proce"s 

haJ one to one rei~Hton hip '' ith team katlers 111 the \'arious business proces.·c~ to co,tch and 

help staff to de' clop confidence and to train other starr not tit recti) tm oh ed " 1th the 

ct 11 ultant . lntr ducuon of ne\\ technolog) and trainin• taff to he computer lill:ratc at a 

tim~ \\h~n man) )rganisations in K~n), ditl not ha\c computers pla~cd a major role in 

ontr llin • ultur· ~.:h,n•c imohcl c. change ptl•r,uHme in ""i"·h 
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4.4.2 Methods Used to ontrol R ~i~o.tnn c to hangc in Divestiture Prooramme 
h 

I\ corporate vision, misston and '''' \.lluc-., '" ' r' d 'V ' loped to rencct the new focus of 

business that the compan) '' 1 in h ld in. In vo lvement as a way of' controlling resistance 

wa<> restri cted to scniot lll.l!ll' r.; \\ll<l took part in the process while other employees were 

given inlolllhllhllt \Ill th • 1 ro thtough rH.:w'ilettcrs and statements in an nual report . 

Empltl) l'l.:" h,td 1111 ·h11i ut t .1c cpt the change. 

-fA.' l\ldhmh l "ed to ontrol He. istance to Change Ill Business Reorganisa tion 

Prourammc 

This change follo\\ed a top to bottom approach. Staff did what the management directed. 

lnitiall). a team \\a elected to look at various processes in order to con'io lidate them ror the 

~ urpo:e of combining di\ i ion from fourteen to seven and creation or hu'iiness units. 

Information on the chan_se process was communicated to starr through team talk prepared h) 

management and al·o through ne\\ ·letters. eminars ''ere conducted ror senior managers to 

e\.r lain focu- of the reorgani at ion process and need for cultun: change. In the ;one" ,, hich 

\\ere the -;malic t e tion-., ''ithin in the business units. the heads \\ere given compan) loans 

to hu) car. in order to b Ja t their morale and public image In generaL emplo)ees had no 

chorcc hut to accept the change .Is it \\as communicated that the) \\1.!1\: free to lea\ e the 

Cll111p311) ifthe) felt thl!) ~;ould not cope \\ith the change. 



HAPTERS 

SUMM R DI ' l JSSlONS AND ON LUSIONS 

This chaplet summat iscs th • 1' ulr'. liM u:-.:-. •s them and draws conclusions. The chapter also 

high 1 ights 1 till t tat tOll ol th 111 ) , • r as of furl her research and recommendations for pol icy 

and ptartin: 

5.1 'mmnaQ. Di ' U ion and 'on elusions 

Tlu: r~"ult" md1cate that there \! ere three strategic change programmes that took place 
111 

KPL bet\\ een 199- to 2004. These were the Institutional Strengthening Project (ISP) in 

1 yy_- to 1 9 '. the Dive titure change project in 1997 to I 999 and the Business 

Reorgani, ation in _o 0 to 2004. The results are presented here in order of the objectives. 

5.1.1 Strategic Change Management Models 

The fir t objective ought to identify the change management models used in KP '. The 

result , hov .. that planned change management model wa u. ed during the I p programme in 

1 <)9_- to 199 ' and in the Dive ·titure change project in 19<)7 to 1999. However, the Bu-,incc.,s 

Reorgani alton in 20( 0 to 2004 wa an emergent change management programme. 

The ISP wa , manaocd in a . tylc that dcpi t what is documented in litaature on planned 

han e mana.!cment and relle t the Thn.:c tcp fodel of Kurt 1 \ in (Burnes 2000). 'I he 
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divestiture. This change was brought lhout h pressure from outside KPLC, and more 

preparation would have e. tablt. bed tht' timing and the appropriate change management 

model to be used . 

The Bu ~i n ts'> I{ ·ot • tui-..Hillll 11 'r, mm • did not depict a distinct change management 

model. llllWl'V •t. th would fit on the emergent side of change management 

ctJntinuum. a-. t~n C:\'llluti 111 r han c model. The initial stage of the change was planned and 

UIP,I:Ill'Y f01 (h,mg wa created through demonstrating the poor financial performance the 

company recorded fort\\ o con. ecutive years and the possibility of the same trend continuing. 

But. it was not very clear to majority of employees how the proposed change programme 

\\ Ould bring about the de ired re ults. The actual implementation did not follow the plan as 

(hange. in the environment pre ented major challenges to those managing the change. The 

change manager tried to modify the programme as Lime went on, but the focus of the change 

appear to have been become blurred along the way. Eventually, aspects of the organi~ation 

·tructure that \ ere being addre ed at the beginning were reversed two years into the change. 

There \Va. no con en u within the top management as to whether the structure adopted in 

2001 hould have been changed in 2003. 

In conclu 1on. the re. ult. how that planned change management model , ere used and 

worked well in a table environment particularly\ hen there \Vas less e ·ternal interfcrence. 

Howev r emergent approach to change mana cmcnt were (!so applied durin, thc latter 

han when th cnvir nm nt w mor volntilc and the pu h lor chan'~.: was both lwm 

\'ithin \\ell a • tern I . 
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that included customer demand, ' '\ ilabilit ' of external resources, deregulation, and 

regu latory requirements. 

Both internal and e tt:tud 1 I r inlttll\ud th· chan 1e either positively or negatively. The 

positive dl'erts !ttl' -.. • ·11 "h r lht f.t tor~ were anticipated and the change managers were 

ptl'pan:d ttJ us· tIt· t 1 hll t t cr the process towards the goal. The lSP programme was 

iulhtL'IIL' ·d t,11 g ·h· \1 • int rn.tl factors that were embraced by those managing the change as 

wdl i\S th 1Sl: un. ·ted ) the change. The ex ternal factors including availability or 

npcricn ·cd c 111'ullant to assi t in managing change helped ensure that momentum was 

maintained until the goal tor the change were achieved. In regard to the Divestiture 

r rogramme. e~ternal factor were more prevalent and influenced the direction of the change. 

But internally. allocation of adequate resources enabled the process to move ahead to a 

lo,rical conclu ion. 
b 

The Bu ine Reorgani ation change programme was rather complex in that , KPLC 

under toad the nece ity to rever . e the financial lo. s making trend that the company was 

e'\periencing. However. there \va. a lot of pre .. ure for fa ter change from outsiders including 

the government and it. international financing partner as ''ell as from customer.., ,. ho ,, ere 

demanding better ervice. The e external factors did not allow for development of a propct 

lramework to create under~tanding of the major factors that would influence the ch,tn 'e and 

h 11 addre them adequat ly. The uncertainty created by stafl retrenchment whtch was not 

ully nduded in ddition to the new or anis·ttion structure that somc ol thL~ stall 

in ppropriate rcated maj r 

th r'anistti(ll tru lllfl' 

mm 

t pi uld m m.t 'C t m c th h 111' 

II tu th t un in nti 'l •tin f l th tnt rn 1 11 

rn I '"'l n th 



management. When the factor were undeL t od, the change was well managed and the 

change objectives were met. 

5.1.3 Methods of onta 11liu l l 'i f:HH'' to ' hange 

The third obit.: ·tivc w t l, i I nil methods used in controlling resistance to change. The 

rL·stllts show that r 11 lh • I ' I . th s included involvement of majority of staff in the change 

process. t1,titun '. hurin,. inf rmation, coaching, introducing new technology, culture change, 

and ·han •inc. snnb L among which were new colours and logo. ln the Divestiture 

progrunun~. meth d u ed to control resistance to change included involvement of senior 

manager~ . information haring. and changing of the company vision, mission and core to 

rd1~ct n~'' bu ine focu . For the Business Reorganisation programme, methods used to 

control re i tance to change included top to bottom approach of staff involvement, 

information baring through team talks, culture change among senior management, changing 

, ymbol and to orne extent threats/exclusion. 

, An off and fcDm: ell (1990) argue, re i tance to change i. a natural, normal reaction not 

re. erved for troublemaker . It i important therefore that for change manager. appreciate this 

as it help to anticipate re i tance and prepare way of controlling it . o the change is not 

hindered. In the I P proje t method. applied to control chang were con. idcrcd at an early 

tnge. Fore ampl . itt k timet hange th traditional referen e of KPl "s customer-. as 

·· on umcr .. but th~ hang manager · k pl empha. i ing that though the cu-.tomer~ 

on um d 1 tri ity. \\ ht h wa KPI. · pre du t. the) \\ere not KPL "s consum~r . 1 he 

h n ~ of terminolog) '·ould p siti\ cl) impaLt on 

the 11 titur and Bu int R 01 'ani ati m ·h,111 ,~ 

h mg m1n 1 ·~ mt nt 

n t '' 

d n 
nm 



The conclusion from the study i. that n~, L t·lnc~ to ' hangc was anticipated and contro lled 
successfully in the first change progt·lmmL' and to ~ome extent in the second programme. 
ll owcvcr, the final change pH ttllHHl' dtd not adequately address crucia l aspects of 
res istance to chan 'l! patti ·ulul in ll' ll' 1 to ·ulture, coaching and training which arc key 
success !'actors in it l>u im·ss h tll'l H:OT an1..,ation programme. Resistance to change needs 
ttl be untkipatnl '' 1 tHltllltl .l'-P ct of change so that ways of controlling res istance arc 

dl'Vi"L'd , 

s.... Limitation of the tud 

rhe stud~ ,, a- ltmtted by the fact that due to unavailability of time, it was not possible to 
inten ie\\ other lew! of taff, besides the managers. This cou ld have helped get a better 
per:pectiYe of how the entire cross-section of employees view the strategic change 
management practice \ ithin KPLC. The study also only identified the methods used to 
control re i tance to change but did not assess the effectiveness of these methods. 

5.3 Recommendation for Further Research 

Con idering the complexity and challenge. of the Business Reorganisation Change 
Programme in KPL . it would be beneficial to , tudy the extent to which it ha.., achJe\ed its 
objective and what . trategi change i needed in order to achieve or re\ ise the objcctt\l'\ il 

they have not h en met. 

5.4 Recommendation or Policy and Practic 

In vi w o th tur ul nt nvironmcnt in whi h KPL 

mp n b om a I rnin 

. 1 urth rm r 

hi 'm rt nt r lll 

n utur 

OJ r, tin', it i nccc "illy 101 thl' 

r ani tion. I in' able t mana 'C 

Ill\ ll' 

u 1 mer :u c 

I t tl the 
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APPENDIX!: LETTER 
WITH! 

KI G APPROVAL TO CARRY OUT STUDY 

From: I BFR'I' MU ; 0 4()20 

'J'o: ClliF~ M RH R SOURCES AND /\DMlN. Our Ref: PSM/000/am 

_nd June. _oo.: 

APPROVAL FOR IBA PROJECT 

I am planning to carr out a project towards completion of my MBA studies. My proposal is 
on .. trategic Change Management Practices in KPLC". This case study will be for 
academic purpo e only and will be conducted through interviews with the Management 
Team on KPLC trategic change programmes in the last I 0 years. 

Your approval for thi tudy would be appreciated. 

\ ' ~R 



APPENDIX II: LETI R Kl y INTERVIEW APPOINTMENT 

1st August, 2005 
Dear 

1 am carrying l1Ut mv 1B Pro"ect on Strategic Change Management Practices in KPLC 
covt:ring the eriod p.lQ_:--::~ 4 and I have prepared the attached Interview Guide. I need to 
interview a number of enior managers (around 10) intimately involved in the hange 
Management proce and l believe you are one such person. The purpose of this letter is to 
introduce you to what I am looking for, but I need to have a personal interview with you as 
. ome of the i ue need clarification. I intend to focus on the major change programmes that 
hu\'e taken place namely:- the ISP Project, the Transfer of Assists and the Business Rc-
organi ation in tituted in 2000-2004. 

1 , ill be eeking an appointment with you for an interview in the course of the week and 1 
, ould appreciate if ou could, in the meantime, look at the que tionnaire as this will 
facilitate qualit of information obtained and reduce time of the interview. 

Regard . . 

Albt!rl lugo 



APP TDI Ill: 1 TERVlEW GUIDE 

PART A 

I. Name or lnt CIViCWl'C ··························· ................ ...... ....................... . 
2. Position ...................... ................................................... 
3. Divisi(ln/Drpattm ·nl 

Pl'l it)d \V\)1 k.nl in KP 

•••••••••••••••••••••• •••••••••••••••••••••••••••• • • •• • ••••••• 0 ••• 0 ••• 0 •• 

•••••••••••••••••• •••••••••••••••••• •••••• 0 ••••••••••••••••••••••••••• 0 •• 

P T B - tmt i Planning I ues 

tate the rgani. ational Objectives: 

:t) .,._ ••••••••• •••••••••••••••••••••••••••••••••••••••••••••••••••••• •••••••••••• 0 ••••• ••••••• •• • 0 . 

b) ······ ·································· ··· · · ·· · .......................... ........ . .. .... ... . 
c) ............... . .................................................. . .............. .......... . . 

6. Hm\ \\Ould you de cribe KPLC's operating environment? 

ery table D 

er) turbulent D 

Oi ·continuou (irregular) D 
()ther: ..................................................... . ······························ ...... . 
···· ······················ ········································································· 

7. How d t KP rea t to bu inc ·environment? 

Proa tiv I · 0 

R a tiv ly D 
n D 

th r ........................................................................................... . 

• • • • 0 •••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• " ••••••••••••••••••••••• 0 ••••••••• 

nnin t th KPl 

nt 0 

In 0 

r1 n 0 

l I n nt 0 



9. How often is a strategic plan prepared in KPL ? 

Every 2-3 years 0 

Every 3-5 years 

As requested by govt·tumt ut 

Ncv~.:r pn.: paH·d 

0 

0 

0 

()tilL'('~ ..••.•..•••••••••••••••••••••....•••............................... .
................... ... . 

··············
········-··············

··············
· ·· ••••••••• ••• •••••• •••••• ••• ••••••••• ••• 0 •••• 0 

10. What i!' the main rea" n for preparation of a strategic plan in KPLC? 

Required b) funding agencie 

ece .. ar) tl r KPLC s success 

Both funding agencies and KPLC' s success requirement 

0 

0 

0 

Other ·········································· .... ·············· ...... ······ .............. . 

PART C- Management of Change Process and Model 

11. What" a the vi ion for change? 

................................... . ............. . ....... ······ ···· ····· .. .. .. . .. ... ... . .. .... .. ... 

De -cribe how it "a developed. tating tho e in\'ol ed ....... 
• ••••••• ••• ••••• •••• 0 •••••• 

••••••••• ••••••••••••••••••••••••••• ••••••••••••••••••••••••••• ••• •••••• ••••• •••••••• 0 ••••••••••••• 

12. How wa. the' i ion communicated to the following categories of staff in order to 

create commitment for change throughout the organisat1on'? 

) J, nagcrncnt ., c3111 ....................................................................... . 

······························································································································· 
b ~liddl ana • mcnt ····································································· 
........................................................................ ············ ·······. ······· .................... . 

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

..................... ·································································· ·············· ················ ········· . 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. ····· .. 

rnmuni 

I 10 oooo 00 o ...... 



Yes 0 No 0 

a) If yes, over what peri d' a:-. is it to lr implemented? 

Less than one ·cur 0 
I to 7 c1us 

2 1\l J ' · u· 

0 

0 
()llll"l'~ . .. ' . .. '''.' ''. ''' '.' ••• '' ..••...... .. . . . . ... .......... 0 ••• 0 ••••••• •••• •• • ••• •••• ••••••••• 

L. Was th l' dutatil1ll adequate . 

YesD 0 
1 r no. ''hat durati n '' ould )OU consider adequate? ...................................... .. 
•••••••••••••••• • •••••••• • ••••• • ••••••• •••••••••••••••••••••••••••••••••••••••• ••••• •••••• 0 ••••••••• •• 

lb. What were the trategic objectives of the change programme? 

······ ···································· ................................................ . .. ........ . . 
••••••••••••••• ••••• • ••• • ••••• •••••••••••••••••••••••••••••••••••••••••••••••••••••• • ••••• 0 ••• •• ••• • • •• 

17 . \Vhat wa the theme of the change programme? 

l I 

Re tructuring 

Reengineering 

Reorgani ation 

Tran formation 

Rc tructurinP 

Other 1 pt.: i y 

0 

0 

0 

0 

0 

........... ... .. ... ................. .................... ················ 
................................................................................. 0 •••••••••••••••••• 

ril th 1 r parati n m kin th I llowing art:a hl: o1c imph:mcnt in' th ~.; 

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

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

n 'pt 



a) .................................... ....................... .... . 

b) ............................ ................................... . 

c) .................. ......... ,,, .......... , ........................ . 

c), o o o o o o o 0 0 o 0 o o o II 0 It I I I 4 I •••• \' ••• 1111 I ....... 1111111111 It I I 0 0 0 0 o o 0 o 0 0 0 0 o 

tl) o o o o o o o 0 o 0 0 0 t I 0 0 I I I I I I I II II I l II t \II I II t \II t II II.;, 0 't II. I It 0 0 0 0 0 0 o o o o o 0 o o o o o 

··) O 11 t 11 t t' Itt II t. I II II It. I I> t. Ill I. I""" I I o o o o o o o o o o o o o o o o o o o o "" ······ ······ 
... O. llow Wl'l , th ''l: "t P" idcmi 1ed'! 

··························· ...................................................... ............... . 
··········· ....................................................................................... . 

21. How was the change carried out? 

a) Rapidly 

b) Graduall) 

c) Continuou ly 

d) Intermittent! 

0 

0 

0 

0 
e) Con1bination of ................................................... ...... ...... . 

22. How were variou change management i sue clarified a. the change proces. progressed? 
······ ·················· ·················· ........................................................ . 
... ······································· ............................................ ............ . 

23. To what extent\ ere the follo\ ing targeted for renewal in the change management 
procc s? 

·t B~.:ha\ iour ....................................................................................... . 
b) \ 1alu ........................................................................................... . 

ttitud .......................................................................................... . 
ulture ............................................................................................ . 
th r ........................................................................................... .. 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

p tfl r .In flu n in • < h 111 't: tar: 1 ti t in KPL 

in rin th 

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



Proactive need 

New CEO 

Technology 

Recession 

• ~ " 'I 'I •• " 'l " 'I • ' 'l ' t t ' •• 0 0 I I 0 0 0 0 0 I I 0 0 0 o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o o 

••••••••••••••••••••••••••••••• •••••••••••••••••••••••••••••••••••••• 0 ••••• 

Privatisatiou/tktt· '.ttltti(lll ........................ ................................................. .. 

Ml:r 'crs umlarqtti iti 1n ··········-······· •••••••••• ••••••• • ••••••••••••••••••••••••••••••••• 0 ••••• 

( 'usttlllli:t dL'IlHIIlU .................. ....................................... ............. .... . 
Olhi:rs .................•.................................. ....................................... 
................... .................. ......... ..................... ...... ......... ... . .. . .. . .... . ... . _s. Describe hm\ the f llowing factors have influenced the change process 

Internal Factors 

Organisational tructure .......................................................................... . 
Dec! ining protitabil ity .......................................................................... .. 

yailability or Scarcity of resources ..................................................... ...... . 
ulture ................. .... ....... ... ................... .. ................ ...................... .. . 

Leader hip ...................................................................................... . 
Team\\Ork ............................................. .............................. . ........ ... .. ... . 
~1anagement ommitment ......... ... ................... .................. . ..................... . 
·re hnolog) u ed ......................................... . ......................... ........ . .. .. 
Politi ........................................................................................... . 

External Factor 

l)onor n.:quir n1cnt ............................................................................ . 

l·undin, ..................................................... . ................................... 
R ,ulat ry r uir rnc.:nt .................................................................... .. 

\cmm nt in' hem nt ........................................................................ 

rnm nl 

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

0 

0 

0 



Senior Management 

Consultant 

Donors 

() t 11 e rs ......... , ... , ....•• , . , ..••.••.•.••..... , .. 

0 

0 

0 

27. Who wa:-; n.:\\p(llt-;ibl • 1\lt i111 I m nting the change process? 

CEO 0 
Mana ' ·ts 0 

Con~ullanl~ 0 
Other· .................................................................. .................. . 

-~- \ hat were the role of the following in the change process? 

Board of Director ······································· ....................................... .. . 
Go\ erntnent ........................................................................................... . 

EO .................................................................................................... . 
enior lanagement ................................................................................. .. 
onsultants ............................................................................................ . 

Employee ............................................................................................. . 

ther ...... ············································· ··········· ................ ····· ..... .......... . 
_I.) Were. pecific team mandated to implement the change? Ye. 0 o 0 

a) If c how were the team member identtficd or selected? 
......................................................................................................... 
h) \\ tal ' ' r the role and powers of the teams . 

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

min 

....................................................................................................... 
J II fr I in m ial. c hni 11 m 



Periodic reporting ......................................................... . 
Feedback ............ .................................................... .. .. 
Information dissemination .................................... ........... . 

32. Dcsc1 ibc the wlc of' • ·p ·rim nltli n. if .11 allowed, during the change process 

•••••• ••••••••••••••••••••••••• •••••••••••••••••••••• •••••••••••••••• •••••••••••••••••• ••••••••• 0 ••••• 

······ ······················································ ..................... ... ......... . . 
. 1. What wk did the h. II wing participation tools play in the change process? 

rask. fi.lrc..:s ............................................................................................ . 
Brainstorming 

••••••••• •••••••••••••••••••••••••••••••••••• •••••••••••••••••••••••••••••••••••• 0 •••••••• 

pinion poll· .......................................................................................... . 
ugge tion boxe .................................................................................... . 
'e'' letter· ............................................................... .. ......... . ..... ............ . 

Que ·tion & n \\er .............................................................................. . 
Changing -~ mbol .................................................................................... . 
Other .................................................................................................. . 

PART F.- on trolling Rc i tan e to hange 

ign among emplo ·ccs ol rcsi tancc to chan 't.:'! 
.............................................................................................. 

.I n p with chan 

............................................................................................... 
II "in u 

In n nt ................................................................................... . 
In n 
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Coaching/Education ................. .................... .......................................... . 
Role Modelling ................................................................. ........... ...... ... . 

Counselling .......................•.....•................................ ................ ..... ..... ... 
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3X. What Wl.:tt: tht· si 'II' ol iu 

ralq!.(ll irs (ll st·d r. 
I '"PPOTI lor ..,upport of the change process for various 

SL·nitn !Inn 1 '1.:111 'Ill ••••••••••••••••••••••••...•.•.......... ...................................... 

1\1 idd 1\: I.Jihll! 'Ill Ill ••••.............•.......... ................................................... 

I O\\ \:r lanag~nH!nt ............................................ ......... ........................... . 

Union ·1atT ............................................................................................ . 

J9. Did change nece .·irate the training of employees? Yes D No D 
lf Ye: 

a) \\'bat \\a. the frequency of training? 

Continuou D Once D Intermittent D Others ................. . 

b) How \\a. training conducted? 
Externall) D Internally D Combined D 
c How were the training need. identified? 

........................................................................................... ············ 
d) What cadre of taff were trained? 

e \\hat p ct of chang~: man, ~.:mcnt were c vercd in the training'! 

trainin in ov r min rc i tan c to chan and h It in' 
mpl uir n w h vi ur. 

m n t 



Support .......................................................... ....... . ........... ... ... ........ · .. ···· 
Fear to be sacked .............. .............................. ....................................... . 
Leadership ................ . .. ... . .... ... ... ................... ......... .............................. . 
CL1 lturc ............ ...... .•• , ............. .... . ............ ........................................ . 

(ltl1ers ............ .. ... .... , ....... .. .. ....................... ................ . ..................... . 
til . Whi<:h t1l th · l"t1II(1Wi11 •" 

t1l' thl' l'hllll 'I: Ill~ ll'h ', 

han cd and how did employee behaviour change as a result 

Syn1bob ............. . ............................. ................ . ........................... . 
rechnolol!\ ............................... ................................................. ....... . '-'• 

Recognition and re\\ ard ystems ........................ ... ......... ....... ....... . ... .. ...... . 
'L. What evidence exi t that KPLC has developed capacity and capability to handl e 

continuou, change in the following areas? 

trateg~ .................................................... ......... .................................... . 
tructure ............................................................................................ . 

Culture ............................................................................................... . 
kill ................................................................................................... . 

Leader hip ............................................................................................ . 

~stem ................................................. · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · · 
43. How would you a .. e .. behaviour change re ulting from the change procC'i\ ao;; managers 

and employee learn to challenge their a . umption ? 

......................................................................................... 
.. . ....... ... .......... ... . ... ·························· ......... . 


