
CHANGE MANAGEMENT AT SAFARICOM LIMITED 

BY 

--

RE EARCH PROJECT BMITT 1 D I PAR 

L ILL 

ER FB 

I R IT IR BI 

O<.. IOBI R 012 



DECLARATION 

I declare that this project is my original w rk and hn not been presented for a degree in any 
University. 

MllSAll RICH Rll I Tl\ 

061/60062/20 ll 

This research project has been submitted for the course examination with my approval as the 
University supervisor. 

' ignaturc: ... ~ ...... . 
Prof. 1artin Ogutu 

Department of Bu in . Ad mini tration 

chool of Uu in 

Uni\ it of ir bi 



ACKNOWLEDGEMENTS 

I have benefited from the help of se\'eral people to make this study a success. I am greatly 
indebted to my supervisor, Prof. Mnnin gutu for his invaluable support in this project. Ilis 
constructive criticism, careful gui l m '(; ;\1\d pat it n · ~mablcd me to complete this project in time 
while still managing otltt.·t · >tlllllitm( nt ·'on th side. 

My wi lc tot.l, l't.H' ht.·t liPI ort .md n ouragcment as I worked long hours after work, sacrificing 
prcdt.lliS family time. ll ·r · nstant upport and encouragement made this project a success. She 
was a source of in:r irati n all through. 

I would like to thank those who agreed to avail themselves for the interviews, taking their time 
to an wer the different questions cooperatively. This project would not have been possible. 

pecial thanks go to the proposal presentation panel who were present during the presentation 
of this project proposal. 

My classmates in the MBA classes who were also a source of encouragement especially during 
the project phase. Further gratitude goes to my sign language interpreter for constantly being 
there to facilitate communication not only in class but also during the execution of the project 
especially during the interviews and session with my supcrvi or. 



DEDICATION 

To dedicate this management research project to m loving wife, Jay, who was always there for 
support and encouragement all through th pmju.'t. 



ABSTRACT 

This management research project i titled ~ lnnagement of Strategic Change at Safaricom Limited. Safari com Limited is the leading k 1 mnmni ·ntions company with almost 20 million mobile phone subscribers at th tim r it) in 1 thi. r . \:arch. Safaricom Limited has undergone . 
many strategic and operation 11 h.lll,1l'. in thl past, all aimed and improving efficiency and ciTcctivcncss in disL:hatgiu • it 111.m I ttl' .111d th ·r by putting itself at a competitive advantage as fltr as this is routt·m ·d. 'I ht· \lll • ti\ • of this research were therefore to establish the change 

afaricom Limited and the challenges in managing change. i\n in-tkpth study " · d n und senior management representing different departments at the 
~:ompuny wcr' in ten iewed and their responses documented for analysis. The study established that ufarkom Limited in the recent years has experienced some strategy changes and has applied change management practices to manage such changes. Most notably were the drastic change in it top management after the exit and entry of a new CEO who reduced the directors reporting to him by half. The training also observed that Safaricom Limited also faced some challenges during the management of its changes, notably was that senior officers felt that they needed some more financial resources to manage the change and that more people needed to be involved in the development of strategic plans. Other challenges emanated from the external environment from which Safaricom Limited had no control over. The most notable one wa · from the government regulator, CCK and Central Bank of Kenya. K was coming up with new regulations in the telecommunications industry prompting afaric m to metamorpho iz to accommodate uch regulations and Central Bank wa al o on them due to the 1PF 'A ·ystcm which has revolutionized the banking ystem in Kenya. ·1 he study conclud\:s that afaricom Limited ha managed \\Cll her lmtcgic change though n t ' ithout a few ctbacks hen: and there. It ha therefor managed in coping with the changing nvir mmcnt. 'I he uh crib~.:r hu\'e 

improved cein' more p~.:oplc trun actin' throu'h it and th~.: 
m rca c.d 1 adin to ub rib tn ha\e al o \ n ' nt:mll · 

v I. m imit t h 
mpatl) in th lllllllllll 

111 ut th 
n J n. 
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1.1 Bacl<ground of the Study 

CHAPTER ONE 

INTRODU TION 

Everyone says that chang 1, litH ·ult . It t. difft ·ult to conceive because one must inevitably 
deal with people ts.·u • · uti 111 Ill\ 'Jtain futun.:. The more so to implement because 
conscqucn~;cs t ttt b · dillt ·ult t' p1 ·di t, harder to track and therefore can create a dynamic all 
or their o' n. In parlt ·ulm. ·ver~ ne claims that major change is hard because of the so called 
'sotr or 1 ~opl' i,'.:;uc· { amaH. 2007). 

hang, in organizations is really the norm today. Organizations are influenced by a multitude 
of factor , ' hich are influenced by both internal and external environment. Change in 
organization does not happen in a vacuum. If nothing happened to disturb organizational life 
change ~ ould be very slow and, perhaps, merely accidental. However, commentators on 
organizational life have evidenced that the pace of change is accelerating and all organizations, 
if they are to benefit from continued survival, must be prepared not only to respond to, but to 

anticipate, change (Barbara 2006). 

'I he demand for organizational change is caused by hi fls in th int rna! and c · temal 
cnvironm nt in which the • op rate. 'I h Pb 'I i. u - political, nomic, ocio-culllll al and 
tcchnolo •ical factors arc all dri' cr' or source~ of chan •c in orguniz 1ti ns. 'on cqm.:ntl ·• th 
bch·t ior d m nd an ct. tions o :tcrnal ~tak hold r inclu lin • comJ tit 1 cu t Hll r 
n finan i Ill r dri r aniz ti n 1 chun 



1.1.1 Change Management 

Change can simply be defined as a transition from on state, form or condition to another with a 

focus on being different. Davis and H lland 0.) stnt d correctly that change management is 

the usc of systematic method 

planned direction, condu ·t ·I in 

n u th:lt nn or ~anization change can be guided in the 

t l ff ·ti manner and completed within the targeted time 

frame with the de ·ir ·d 1 • ·ult '. I hus. ·tratc 1ic change involves fundamental changes m the 

business of thL' Ol'' miz tti 111 nd it future direction. 

Anson· and k nnell (19 0), state that changes arise out of the need for organizations to 

c. ·ploit e. i ting r emerging opportunities and deal with threats in the market. It is crucial that 

organization eek to create a competitive advantage and whenever possible innovate to 

improve their competitive positions. This implies the readiness to change within the 

organization and the ability to implement the proposed change. 

olin (2007) argued that it is important for us to recognize that significant change programs ar 

not distinct event. The objective is not simply profitability but or increased cffectivene , 

cmcial as the e are for us· rather it is about increased adaptability and effecti cnc ·s. MintJb rg 

put it correctly that managing strategic change is generally far more difficult than it may at first 

appear. 'I he need for re ricntation oc ur rather infrequently, and \ hen it do , it m ans m ving 

from a familiar domain int a le . well-defined future wh r man · r th old ml ·. no lon ,cr 

apJly. P opl mu t ft n abandon the root of the pa t ucccs c and <kvdop ~.:ntirdy n~.:w kill 

. 1 hi i cl arl ' d man in ituati n an I t en thcr or the m l ·t lit 1cult 

2 



The causes of such challenges also vary, from an ignored steady decline in performance which 

ultimately demands a turn around, to a udd n rudi al shift in base technology that requires a 

reconceptualization of everything th rgani lion d 'S' from the gradual shift into the next 

stage of an organization's life th :lpJ umm" of a new chief executive who wishes to 

put his or her particular stump >n th ( t ,lllization. The resulting strategic alignments may also 

lake a variety or f(>nn:. lr 1111 'hifl stratc 'ic position within the same industry to a whole 

new p ·r~p Ttive in 1 11 ·n indu tr Some changes require rapid transitions; others arc 

accompanied b ' .:1 "'l' hilts. Each transition has its own management prerequisites and 

problems. 

1.1.2 Telecommunications industry in Kenya 

The telecoms industry in Kenya, just like the rest of the world, is going through profound 

changes. In the past decade, technological advancement and regulatory restructuring have 

transformed the industry. Markets that were formerly distinct, discrete and vertical have 

coalesced across their old boundaries with a massive investment of capital - much of it 

originating from private sector participants. The result is new markets, new players, and new 

challenges. Market liberalization efforts have also picked up en uing th u ce . ful partial 

privati:t--<.ltion of 'I elkom K nya Limited, div stm nt of JO\' nun nt of Ken •n' 25% stake in 

afaricom Limited thr ugh a publi · li ting and the launch f [I urth m bile rerator I· mt.:t 

Wird K nya. I hi r ulted into om of th w rid' be t kn ' n tclc · mmuni ·ation 
I r vii F 111 an I 1:. r mmuni tiun thr HI ,h th ir inv tm~nl 

Ill ti • I - l ill' n11j r 
pi nm t. 



The deregulation of the communications sector in Kenya was initiated by the 1998 Kenya 

Communications Act (KCA). The KC r peale i th K nyu Posts and Telecommunications Act 

and provides the current iiamework for r(; ulllinn the ·ommunications sector in Kenya. The 

Act unbundled Kenya Po t an l T l t~nHnnnkations iuto live scpmate entities including 

Telkom, the fixed lin · op •t tll>t : th P t.tl Corporation of Kenya (Posta); the regulator, the 

'ommunkations Couuni ·i 111 lll n ~ ( 'CK); and the National Communications Secretariat 

(N 'S). It ul ·o ·r ·ut ·d n I ribunal for the purposes of arbitration in cases where 

disputes arise t ·tw ·n partie under the KCA. '1 he telecommunications industry comprises of 

telephone conumulicat1 n. the internet, audio and visual media, postal communications, fax etc. 

The indu trv ha urown tremendously over the last couple of years raising the number of mobile , 0 

ubscriber to over 14 million in Kenya in 2011. This is an industry market by stilT competition 

and a high potential for growth making investors interested in venturing into this industry 

though not \ iU10ut taking caution of the stiff competition. 

In 2000, some 180,000 Kenyans had access to a mobile phone. By the end of 2006 that figure 

had grown to 7.3 million people - an increase of more than 4 0 0 p rcent. Th fa t-grov.ing 

mobile sector is characterized by competition betv een two operator : afaric m, a 0/40 

percent joint venture b t\ een th go crnmcnt- ' ned Telk m K ny and Britain' V da[l n ; 

and cltcl, a ub idiary f frica' third-ranked phone compan '. Both compani s han: made 

con id mblc rt wth and profit. sine their in ption but still th r i m rm u 1 lh.:ntial 

rcrnainin • in th m bil phon 

Ulf rt fit in ' m r in ' m rk t 



The mobile phone sector currently accounts for 5 percent of Kenya's Gross Domestic Product 

(GDP). 

Kenya's internet sector has manag d t 'fO\\ on~id 'rnbly over 1 0 years with what started as a 

handful of dial-up mod ms in 11 'l I ttl 1 info n dynamic industry with numerous internet 

hosts, nearly 100 lie ·u: ·d int ·m 'I providers (lSPs) and roughly 2.7 million Internet 

users iu lhc c llllllr '. Tit., · i an abundance of internet cafes in the main urban centers and 

wireless I· ·hnologie · ur a ailable throughout Nairobi. The Kenyan govenunent has launched 

un ·-govcnuncnt trateg). a program that intends to connect the country's rural population. 

B ond downloading pension forms and embarking on other virtual interactions with Nairobi, 

citizen in the e-government Internet Cafes can access helpful information. The government has 

al o supported several projects aimed at boosting the country's broadband infrastructure with the 

most high-profile projects being the East Africa Marine Systems (EAMS) and the East Africa 

ubmarine Cable System (EASSy), initiatives that now connect the countries of eastern Africa 

via a high bandwidth fiber optic cable system with the rest of the world. 

The era of industrialization and information age has made the telecommunication industry 

expand into diver ified function to up port the growth of technological ad anc mcnt fot b Iter 

rvicc demanded b · the nation (Miller, 2004). II we\ cr in thi n ' millennium, thi indu tr 

ha to fac with th in rca ing leYcl of unprcdi tabilit f th bu incs n ir nmcnt and 

comp titivenc f th 111. rkct due to th ,lobaliz·ttion f busincs . th hift from pro ludion to 

th ' o\ th >I th in nn ti n c mmunic tti< n t hn >I , '' 111 1 0 ~ . 

fl . 



1.1.3 Safaricom Kenya Limited 

Safaricom Limited is the leading provid r of ommunications services m Kenya offering 

cellular network access and busine luti n.. lnrh.)tn Limited was formed in 1997 and in 

May 2000, Vodafonc group PI· a tlllh. I n stnk ~ and management responsibility for the 

company. In 1999 the couumauk.Hi 11 ·tot as d ·regulated and opened up for private sector 

to put up t:l>lltut ·r :i t1 11llllll1Hi ·ation networks in the country and Communications 

Conunissil>n tlr Kl:nY t ( 'K "ru· '·tablishcd as the regulator. 

The Compun: ha · ·ince emerged as one of the fastest growing companies in Kenya. The 

ompm1y i ·till aggre ivel expanding the market network throughout the country and 

developing trategie business relationships with leading global telecommunication players 

which help in en uring that Safaricom has access to the world's latest technology to maintain its 

market leadership. Safaricom is proud to be the market leader in offering innovative products 

like M-PESA to the Kenyan people to enhance their lifestyle and their way of efficiently doing 

business. However, due to the growing rivals in and outside the African continent, the 

telecommunications company finds itself in peril. Therefore, afaricom Limited ha adopted 

evcral strategies to save the organization that has reached the d cline tag due to tiff 

competition in a developing nation. 

In 20 II afaricom Limited moved to hake and thereby chan, it top . tructur '. l mov~.: it 
beli vc I w uld a comp titivc advantng Ill n uring the finn i cfficit..:nt in it \ · rk. 

that " r ht: d I by chief offi WI con lid ll d an I he I h: ,, 
Di rt tl ' l th r u11 •cil I ti 11 

tru tur th l int r tin i ti lllll J11 11 t hi nd ·1 < lP th 



sought to head the new departments. This mo e, ensured that Safaricom Limited was more 

customer focused, eliminated unnecessary dupli ntion of roles and decentralized decisions, it 

was also going a long way to facilitat th ir" lul:. of sp cd, simplicity and trust. 

1.2 Research Problem 

Change has bccom · n cou. t 1111 1 h 'll( m ·non which must be attended to and managed properly if 

nn or '!lnizHii{)t\ i: \{1 "\Hviv-. h.m ' in technology, the economic environment regionally and 

globnll . ~ociul - ·ullwal value . \\ rkforce demographics and the political enviromnent have a 

signilicnnt dTe ·t n th pr cess. products and services produced. The culmination of these 

forces has re ·ulted in an e temal enviromnent that is dynamic, unpredictable, demanding and 

o11en de a tating to tho e organizations which are unprepared or unable to respond (Burnes 

2000). 

The telecommunications industry has transformed the world making the world a global village. 

The changing external enviromnents surrounding organizations pose an avenue for research and 

therefore many managers have adopted several and varying change managcm nt practice 

ome \ ith succe s and others outright failures . 

. om studic have b n done on change management n the banking ector (M\ anzia 20 II) 

manufacturing, ( yalita, 2006) lnt rnati nal D clopm nt rgani:t..ati n (Muturi, 20 ) and 

public c tor ya.ma he, 2 0 ) and they found ut that the · found mt that m. nn 'Cr han: 

com th t han llh na ement ha l ou tant phenomenon "hil:h mu t l 
lt 11 r UIH ti n 1 11 in thi h n 1in ' int 1 '' I and 

mmuni ti n l 

11 Ill nn tin th ith tltim t 
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responsibility for the organizations with those' ho directly implement policies at the sharp. The 
study therefore will be guided by the resear h question, what challenges have been faced by 
Safaricom Limited and the practice ad pt din m n ling the strategy change? 

1.3 Research Objective. 

The study will have two objl' ti\ 

1. Tt> est tbli:h th · ·h 111 • management approaches adopted by Safaricom Limited. 

ii. To t:~tnbli ·h the challenge faced by Safaricom Limited in managing change. 

1.4 Vnlue of the tudy 

Th tud ' will be a major contribution in the management of strategic change. Areas for 
potential improvements can be explored to improve strategic decisions to many diverse 
takeholders in managing change in their organizations. It will help m understanding 

organizational change and its management. It will thus enhance knowledge in the area of 
management of strategic change. Future researchers will be able to use the study as a reference 
point on studies done on change management. 

econdly, the study will help the researcher gain knowledge and skills in c ndu ting r . carch 
and writing kilL. 'I hi. ' ill be done at the tim of compl ting th rc ·carch project. It , ill 
cnhanc the r carl:her with academic r p rt \Hiting . kill which can b • hop fully u t: I Ill 
future to furth r th field of academic rc carch. La tl the finding will h h \p mana 't:r at 
n ri m Limit d unde tmd I arty m of th th • fi durin • ch m • 

mnn. m nt nd J 



2.1 Introduction 

CHAPTER TWO 

LITERATURE REVIEW 

This chapter discusses m d hil h 1n'~l mnnn , 't1H~nt from the point of implementation, 
challenges and solution-; iu i t ·~\lin' ·h.11l ·n l~S arising from change management. It further 
l'ocuscs t>n IIH: ·voluti{lll \)r h m mana 'crncnt over time and change management models. 
The dmpll:r will dw ·II 111 i · ·u ·s in the objectives. 

2.2 Concept of lumge lanagement 

L nch (-00 ) explains that strategic management invariably involves change for people 
working in the organization. Sometimes they resist such proposals and make strategy difficult to 
implement; sometimes they are enthusiastic and make a significant contribution to the proposed 
de elopments. Thus, it is useful to analyze causes of strategic change and understand the 
dynamics of change process in the context of the strategies proposed. These can be used to 
suggest how such a change process can be managed in principle. 

lrategic change is accompanied by a degree of risk and uncertainty. Although ri ·k a se .. ment 
can be undertaken in an impersonal way at the corp rate le el's uncertainty cannot b' a scsscd 
in the ame way at the per onal le\'el in an organization. ome individual. will resist change 
po ing a probl m in tmtc ')' implementation. In oth r organiz tional ·ulturcs, whet~ karnin, 
nd op n 

u h pr 

q 

h v b n 1 • rt o the mana em nt prl cc chan 'c ma b \\clc mH.: I. 
ill take tim • nd will involve car ul thou ,ht. I hu • t l m r (lll\ 

ith han, i th 



Hardy (1995) discusses the Lehman's laws of change; the law of continuing change that is 
systems that are used must change or automati ally become less useful and the law of 
increasing complexity that is through h ng the . tructure of a system becomes ever more 
complex and more resource ar n L t t to ::~implify it. The organizational environment is 
nowadays also confronted "'ith llt.tm ·h.m s du to increasing and worldwide competition, 
tccbnologicnludvmtt · · 111 I I ·m m in ustomcrs, (Huang and Mak, 1999). 

(1rundy ( ll)l) ) :l<tl · · th tl111111) managers perceive change as homogenous concept while others 
describe change n · mg primarily the enemy of stability. However, he maintains that it is 
pos ·ible to diiTerentiate a number of characteristic types of change. Firstly, he talks of the 
mooU1 incremental change that evolves slowly in a systematic and predictable way. The second 
ariet f change Grundy terms the bumpy incremental change which is characterized by 

periods of relative tranquility punctuated by acceleration in the rate of change. lie then likens 
the 'bumps' to the movement of continental land masses where the 'fault' enables periodic 
readjustment to occur without cataclysmic effect (Grundy, 1993, p.24.) Grundy's third variety 
of change is discontinuous change which he defines as change which is marked by rapid 
change in strategy, structure or culture, or in all three. 

I· inc tuning and incremental chang ar featur . of all organizational life and, ' hi! th y can be 
planned arc frc uently a . iat d with change it em rgc . 'I h idea f cmcr •cnt ·han , , has 

n link b) Wil n 19 2) ' ith the concept of r 'Uili:t.ation a 1 n s •st~.:m . Writ~: uch us 
K 

h 

tm.lrifl th 

rtanlan 

11 th 

lu th tri vi n ' t m int in 

0 



of equilibrium whenever they are disturbed. According to this view, the organizational system is 
constantly sensing the environment in order to continuou ly adjusting to maintain its pmpose 
and optimum state. 

llowcvcr, writes such as Tu hm u 1 ,; \l 88), .Johnson ( 1988) and Jolmson Scholes and 

Whittington (200'5) d · 'l:dl · t 1 hl·nc m ·non whereby managers and other organizational 
personnel bt '{>tu· :o · lllll'llllll· "ith 'how we work here' and 'what we hold important here ' 

!hut they uls 1 l · · m' im n i u to warning signs of impeding difficulties from the 
environment. ·cording t Tu hmat et al., this is the effect of what they call ' double edged 
S\ ord' or conYergent periods of change. Thus, the habits, patterns and behavior, finding out the 
b t wa , to do things and commitment to values that have been built up during periods of 
converging change can contribute significantly to the success of the organization. 

From the discussion so far, it is clear that the process of strategic drift forces organizations into 

a more conscious deliberate planning of change, for instance, the four-stage (exploration, 
planning, action and integration phases) process discussed by Burnes (2004). However, the 

distinction between emergent and planned change is not clear-cut. riti m f th id a that 
change can b planned logically and systematically have been made by Wil on ( 1 2). 1 I 

argue that planned chang is a management concept ' hich rcli heavily n a ingle i , or 
the way chang ought t b' done. 

A cycl 

in 

nd acti\'it ' , rc an nti I 1 art ol livin ' o the c mcl:pt l .tn 

m m tur th ir ti iti 

11 

th U h I 

b 1\ ll ril 

th t, 
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associated with a different growth period in the organization's life. Kisalu (2011) argued that 
planning, implementing and managing chang impl m ntation in a fast-changing enviromnent 
is increasingly the situation in whi h m t 1 1 ni1.ntions and functioning at. Such dynamic 
environments require dynamic pt · . p~ 1 It, s st ms and culture, especially for managing 
strategic change suet: full • ·ulturcs differ greatly between organizations. 
Therefore, a prot: ·:: li.>1 iun n IIH 11 hat works in one organization will not necessarily work in 

nnoth ·r. Or •uniz tli >n tl hange should be geared to improve the performance of the 

or 'ttni:tntion~ un i th ple m these organizations (Scanlan, 1999). For organizations to 
develop. they mu l w1dergo ignificant strategic change at various points in their development. 

That' \\ h · the topic of organizational strategic change and development has become 
' ide pread in communications about business, organizations, leadership and management 

( canlan. 1999). 

2.3 Change Management Models 

There are se eral theoretical models of change. Each attempts to describe the process through 
which organizations successfully change their business practices their organizational tructure 

or their organizational climate. 

2 .. 1 Lenin' thr -pha. model of change 

One or the carli r and mo ·t inf1ucntial m del f pl nncd ch ng that is still rdcn.:d to 
C ' l 11 iv ly in th lite tun.: of chan C j C\\ill' llll d I o chan • ,, hic.:h 

unfr zm movan nd 

up thinkin 
th n 

unmun 

1 



quo by either strengthening the forces that could push for change and/or weakening the forces 

which are maintaining the situation. Thi lik 1 to include the introduction of information 

showing discrepancies between de irabl g L nd mod "'S of operating and what is currently 

happening. Goodstein and Burk n h. J thnt it mi 1ht even include selectively promoting 

employees or terminating th ir ·mpl Ill~ nt. 

Senior nnd Fl ·uuuiu '. d that moving is essentially the process of making the 

U(;luul dum·~.:~ th tt will m ' the rgamzation to the new state as well as involving new types 

or behavior~ l v indi\ idual . This includes the establishment of new strategies and structures, 

with a· ociated y tem to help secure the new way of doing things. Lewin's final phase in the 

change proce is refreezing which involves stabilizing or institutionalizing the changes. This 

require securing the changes against back-sliding and may include recruitment of new staff 

who are untainted by the old habits. This needs the continuous support of the top management. 

Lewin's three phase model can be criticized mainly for its concept on refreezing, that is, U1e 

idea of cementing the changes into place to create a new organizational reality. While this aim 
to prevent the back-sliding mentioned earlier i laudable it tends to ignore the incrca ingly 

turbulent environment ' ithin \ hich many m dem environment operate and the need for 

continuou change. In addition, Burn (2004. p. 997), in hi critique t th mod I, . aid that it 

a umc org·miz lion op rat in a table state, it wa onl · . uit tblc flH small- ale change 

rganizati nal p \\Cr ami p llitil: and wa~ top-down mana cmcnt driven . 

. 3.2 Al·tion-n arrh-1 a ~:d mudd of chan' 
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Worley (2005) give detailed description of action research. It is a collaborative eff01t between 
leaders and facilitators of any change and tho ' ho have to enact it. Therefore, action research 
is, as the name suggests, a combinati n r rcsc:lr'h nnd action. This means collecting data 
relevant to the situation of int n.: t, h;~,cjinn hnek th results to those who must take action, 
collaborativcly discussing th IH t 1 t nnulat ·1 ·tion plan and, finally, taking the necessary 
action. 

Lewin ( 19 >) 1 lv m · ·d tint ' l ti n re ·earch is an action with a goal of making that action more 
cllh:tive. lt inv lve.; U1e rganization, the subjects or the people and a change agent. The 
I rocess of a ·tion re earch i perception of the problem by some key individuals, consultations 
~ iti1 e.·pert . y tematic data gathering about the system relative to some goal, objective or need 
of Umt ystem. taking action by altering selected variables within the system, evaluating the 
results by collecting more data and lastly taking action again. 

2.3.3 Kotter' eight-step model 

Kotter ( 1999) advanced an eight-step model for transforming organizations. The model i 
defined by the follO\ ing steps, that is establish a sen e of urgency, cffccti ely c mmunicat ', 
develop a powerful guiding coalition, create a clear i i n. mp wcr indi iduals, create short-
term win , do not declare tctor t o on and in titutionaliz th han 'c.; mana ' mcnt 

ntir organiz tion and c 1 tivcl ' communicatin ' the imp H"lancc r 
th ch n c pr ' ill rally cmplo • behind the n w ·han ' ' ~on II · thcr I nee l tu form 
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Management should thereafter encourage, risk taking, itmovative ideas, employee involvement 

in order to empower individuals to act and giY pinion on developments of new organizational 

structure. Then managers should al 

starts to take effect; and cncourag 

n i pl. n for short-term wins as the new process 

ork in the right direction (Lord and Maher, 
1991). After the organization ltfl 1 • • tdinl som success, it is imperative for management to 

• r< ·s · and not declare victory too soon since the new 

rcgrcs ·ion (Yuki, 2006). Lastly, the institutionalization of 

·hun '1: into tlt~: rg,tni Li nal culture should be effected. 

!though th phase are described in a straight forward and simple way, they often overlap to 

create an evolYing process rather than a clearly phased progression. Thus, change process goes 

U1rough a eries of phases, each lasting a considerable amount of time and also that the 

momentum of the change process will be effectively affected by critical mistakes in any of the 

phases. 

2.3.4 Tan's even- tage model 

Tan (1997) came up with a sevenOstage model to change management U1at involv 

anticipating, clling and mobilizing resource , breaking down com[! rt z nc , rein[! r ing 

uccc. and en uring c ntinuou l arning and chang . continuou lcarnin ' comp mcnt 

gcncmtc~ a more dynamic cvoluti nar · fram work and ' ·know! dgc!' th~.: lll:ntial 1\.H 
continuou chan 1e mana mcnt. ccording to the m del r our hould mobiliz~.:d t l 
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2.4 Challenges of Change Management 

Burnes (2003) noted that the two greate t hall ng s facing managers today are leadership and 
change management. According to Lippitti _007), ' h ~n strategy fails to achieve expected 
results its often because the . hat t: utit n wos flawed . The failure to execute is a major 
concern of executiv s bee lU • • it limi1 ( u':tllirttionul >rowth, adaptability and competitiveness. 
Executives an: 1101 Jttd' ·I b th • l lillian 'of their strategy, but their adaptability to implement 
it. Lippitti ( 00 I) ·ttl· I that "tth ut c hcrcnt, aligned implementation, even the most superior 
strntcg is u:~:ks ·. TllU . ru hing to act on strategy, too little attention is paid to finding the best 
impkm~.:ntulion inillath e . hortcuts such as repackaging existing projects which appear to 
up port U1e n " trateg) . cannot work because while strategic plans can be copied, execution 

crumot b duplicated. 

adler ( 1988) suggests three major problems associated with transition process. The first of 
the e is the problem is resistance to hange; the second the problem of organizational control 
and the third the problem of power. 

2.4.1 Organizational ulture 

Many definition of culture can be found in the literature and Kr eber and Kluckhohn ( 1952, p. 
181) claim to have c. ·ami ned well cr 100 in ununilf) cultur c f pattern d ' n · or 
thinkin . r clin, • nd r acting. acquired and tran ·mittcd main) · b s ·mb )Is, constitutin, the 
li tin tiv hi • rm:nt o human group . includin their em\ l imcnt in mlilacts~ c cntiul 

r ofcultu hi toric I id • und th 
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distinctive to the group. Meanings are passed to n w members. Dretman ( 1992, p.3) explains 

organizational culture as 'how things are don around here'. It is what is typical to the 

organization, the habits, the prevailing attitu ", th' 1rown-up pattern of accepted and expected 

behavior. 

'ulturc cnn be both a :tt ·u •th 111 I" .tkn ~.'in ·hangc management practices. Its strength since 

it cases und l'l'(lli~HIIi L • · · lllllllUfll tic n. facilitates organizational decision making and control, 

uml nw gl'lll.'tat • 

llltuUlging chang •. 

f corporation and commitment in the organization while 

in efficiency and effectiveness of change implementation. 

llO\ ever. ·ultur bee me a\ ·eakness when important shared believes and values interfere with 

ti1e need f the bu ine s and intended change to the extent that the content of a company's 

culture lead it people to think and act in inappropriate ways, culture's efficiency will not help 

achie e effecti e results. This condition is usually a significant weakness because it is hard to 

change culture content. A company's culture can be a major strength when it is consistent with 

ti1e strategy and thus can be a powerful driving force in implementation. Ilowever, a culture can 

a! o pre ent a company from meeting competitive threats or adapting to changing conomic and 

cial environment that a new strategy is designed to overc me. Ace rding to Johnson and 

cholcs (2002). . cia! pr c . e can a!. o create rigiditie if an rganization n cd to chan ' 

their strategy. 1anaging the trategy- ulturc relation hip th r' . n. itivit to th 

interaction b ·twc n change n c ary to imp! m nt trntcg ' and c mputibilit ' or lit t\\c~.:n 

th han an th r anizntioll'll cultu P ar c an I obin n 2 0 . 
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life. According to Schwartz and Davis (1981, p. 35) culture is capable of blunting or 
significantly altering the intended impa t of even well-thought-out changes in an organization. 
This is a popular view of culture and it imp rt nt for in ligating any kind of change is clear. 
However, as the orgamzational uhm ' ,n11.:s in mnn ronns and can be more or less supportive 
to change. 

Assessing <.·ultund 1 i k h ·It mun 1 m nt to pinpoint where they are likely to meet resistance to 
chnng,l: brc 1u:, 1r m · 11111 Hi ilit between strategy and culture. This further allows them to 
mnkr clwirrs c n whether t ignore the culture, manage around the culture, try to change the 
culture to lit the trategy or change the strategy to fit the culture perhaps by reducing 
performance e. ·pectations. 

2.4.2 Organizational tructure 

Wil on and Rosenfeld (1990, p. 215) defines organizational structure as the established pattern 
of relationships between the component parts of an organization, outlining both communication, 
control and authority patterns. Structure distinguishes the parts of an organization and delineates 
the relationship bet\ een them. Bartol and Martin 1994, p. 283) also made a contribution in 
defining organization tructure as the formal pattern of interaction and coordination d igncd 
by manag ment t link the t k f indi\'idual and gr up in achic ing org, nizationul 'Oals. 

ccording t Pear , nd Robin on (200 , or ~~miz·lti nal tnt tur L tht: di\'ision of tn ks I >t' 

Oi ien nd lnrity f 1 urp rdinati n 1 l\ • n intcrd 1 r th )[ 1aniz ltion 
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Rantakyaro (2004) states that to implement the chosen strategies, there are many important 

decisions those have to be made such as ho' · t tructure the company. The organizational 

structure has to support the intended hang • tr lt.:gi s. The organization can be structured by 

focusing on functionality, produ t ·, m u k~! Jll.i~o' ·ts or cooperation. 

2.4.3 Leadership of 'h•m • · 

I • I rship and management where leadership is process of 

inllut:Ht:in • p 't1pl • tm ud..: hie cment of organizational goals while management is the 

process or a ·hieving rganizational objectives, within a changing environment, by balancing 

'liicienc '. e1Tectivene and equity, obtaining the most from limited resources, and working 

' ilh and tilJ ugh people. 

Pearce and Robinson (2003) argued that, while structure provides overall framework for 

strategy implementation, it is not in itself sufficient to ensure successful execution. Within the 

organizational structure individuals, groups and units are the mechanisms of organizational 

action, and the effectiveness of their actions is a major determinant of successful change 

implementation. In tllis context two basic factors encourage or disc urag fG live action

leadership culture. T' o leader hip i ues of fundamental imp rtance h rc arc the role of the 

hief E. ·ccutivc flic r ( • ) and the a ignmcnt of key manager . 

'I h th catal · t in tratcg · m, n gcmcnt. I lc r he i m st clo I · as o ·iah: I with md 

ultim, t ly , untabl 11. turc o1 th ;mh lli 
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strategy presents a major change, exerts significant influence on the intensity of subordinate 

managers' commitment to the implementation pro ss (Pearce and Robinson, 2003). 

2.4.4 Resistance to change 

. Resistance is not always bad, in m :1 '.1. .' t1 : h •lpful and should be used constructively. 

llultmnn (1971) wtilt•s th ll u11 t!un.th.l wh 'll th' word resistance is mentioned, we tend to 

l it This is a misconception. There are many times when 

rc ·p nse available. Leigh (1988) also writes that resistance is 

pcrlcctl ' I· 'ilimat orker and Zaltman and Duncan (1977) cite Rubin saying 

rc i ' lance 'hould b used constructi ely. 

Re i tanc i ' hat keeps us from attaching ourselves to every boneheaded idea that comes 

along ( 1aurer. 1996). In combination, these aspects of resistance make a persuasive case for rc-

e aluating the classical understanding of resistance. Equally, they call into the questi n into 

assumption that a change effort that is met with little resistance should be automatically deemed 

a good change. The legislative process, for example, is predicted upon resistance playing a 

crucial role in nsuring the best pos ible law are produced 

2.4.5 Power-politic per pcctive 

'I he argument here i. that organizations oft n act irrationall , that th ir goal and bjc tiv~.:. 

emerge thr ugh prOCC Of ll •g tiation and influence, UOd that lh ' an.: Cl Ill] ) ~d of 

hifiin f group and individual (Bro\\ n, 1 5; Buchan m and 

13 h m, I · 1 bin 19 , I 7 . 
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Hardy (1986) also observed the tendency for individuals and groups to pursue courses of action 
that promote their interests, regardless of th organization's formal goals and objectives. He 
notes that where individuals perceive that th tnnl or propo. cd goals of the organization or the 
tasks they arc asked to perform ·u til • r . ll p it h th 'i r own interests, they will seek where 
possible to bring the two into lin·. ln ( m~ ·as ·s, individuals and groups may be persuaded to 
chung · th~,;ir pen:<:ptiou ·: in llh ., lh · ma seck to change or influence the goals and tasks. 

Znkznik ( l Q 70) · tt~l ·d th t ''here there arc scarce resources (which is the case of most 

of scarcity and comparison take over. In such situations, 
po' '"ion or rc" urces becomes the focus for comparisons, the basis for self esteem and, 
ultimate! '. the urce of pO\ver. Such situations will see the emergence not only of dominant 
coalition but also Zaleznik argues, of unconscious collusion based on defensive reaction. 
Therefore, "hilst some individuals will perceive their actions as 'political' or self-interested, 
other may act in the same manner, but believe they are pursuing the best interests of the 
organization. 



3.1 Introduction 

CHAPTER THREE 

RESEARCH 1\'IETHODOLOGY 

This chapter describes th ' I td~.nrch which was adopted in during the study. It 

mplo cd, the tools and process used in data collection 
us well us till' illtl·r i ·w · • lt t\ • 111 i ht into the research design and data collection methods 
und lll~ll ~:mpl~)y ·d ittring lh • stud . 1 he chapter winds up with an insight of the data analysis 
method nnd l11l..; whi ·h were employed during the study. 

3.2 Research De ign 

The approach used in this study was a case study. A case study is an in-depth investigation of 
an individual, institution or phenomenon. It involves a careful and complete observation of 
social units. A case study is a method of in depth study rather than breadth and places more 
emphasis on the full analysis of the limited number of events or conditions and other inter 
relation . The study conducted was a case study of the leading telecommunication company at 
the time of the research. afaricom Limited was taken as a single unit of the study. 

3.3 Data ollcction 

In this ~ tudy, cmpha i wa given to primary data. 'I he primary data was collected u ·ing a 
comprchcn ivc int rvicw guide. n intcrvie\ guide wa u cd during the collection of primary 
dnt l. 'I h int rvi w uidc \\a di id d into two part . 'I he fi1 t part dcnlt with i uc to do with 
ch n \ hit th 
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opinions together with the feelings of the interviewees about change management approaches 
and challenges at Safaricom Limited. 

Data was collected from both primaf) n , ~.: ond 1r source . The secondary data was collected 
from Safaricom Limited' w b ilc, libr.ir dntnhas s and afaricom's current strategic plan. 
The departments tat 'Ct ·d w ·r 

nnd implcnt ·nt tli 111 md I 

k nMna •rs out of the 6 business support departments 

· ·ausc of their instrumental role in strategy development 

reduce chances of data redundancy. These senior managers 
compri ·~d: tinan , and im est r relations, customer care, chief information officer, director of 
rc ource . legal and e. temal affairs, enterprise business manager, marketing and consumer 
bu ine manager. 

3.4 Data analysis 

Data wa analyzed usmg content analysis. It is a technique of making inferences by 
systematically and objectively identifying specific characteristics or messages u ing the arne to 
relate to trends. It provides a qualitative picture of the intervi wee , concern , idea , attitudes 
and feelings. Contents analysis offers several advantages to researcher , particularly, it all ws 
b th qualitative and quantitati e opcrationism, pro ides aluable histoncal and cultural in ights 
through analy i oft . t , can b u cd to intcrpr t tc. t 11 r purpo c ·uch a· the d vdopmcnt of 
e. p rL y tem , i unobtru iv m an or anal •zing int racti n and pr vide insi ,ht into 

c mpl · m of hum, n thou 
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CHAPTER FOUR 

DATA ANALYSIS, RESULTS AND DISCUSSION 
4.1 Introduction 

This chapter critically present thl l .tn.lh: i:-~, n.'sults and discussion of the data got by use of the 
interview guide which wa · tdmiui . h't d to s ·nior managers, functional heads of Safaricom 
Limited sl'lctt ·d rwm v 11 i 1\J rtm ·nts. 'I he senior managers and functional heads in charge or timtnt:l' and inv ·:t lt r ·luti ns. cu tomer care, human resource development, marketing and 
consum~r bu:inc..; · wer the four departments that the research management to secure 
interviewees. 

4.2 Change :Management Approaches at Safaricom Limited 
The inter iewees comprised of employees with an average of five years working with 

afaricom Limited and one year at their current position, this means they had just received a 
promotion. To the question on who was involved in change management at afaricom Limited, 
all responses\ ere almost similar. Interviewees said that it all depends on the nature of change. 
If it's more of culture change then Senior Managers, the Human Resource Departments and the 
Project 1anagement ffice under the C.E.O are involved but when th change is to do with 
proccs cs. then the L gal fficc. Ri k Management and the pccific t chnical dcpartm nts arc 
involved. 11 int rvicwcc. agn.: d that em r managers pla ' a pi otal rol in change 
mann rn nt. 
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and uniformity in interpretation and risk assessment. Training is taken more seriously by 
Safaricom Limited where officers are flown t other countries to learn on the job and come back 
to implement processes using the acqutr d kilL . lnt rvicwccs said that management ability or 
competence in achieving succ ful h m '~.: mnn 1 '~;mcnt was of high importance and critical in 
the implementation or th ch 111 • •• l h~·, ;ud that the management has to understand the change 
well nnd cnsurt· th · h IV· th • n ·s 'lr skills to undertake the change management. They 
should ulst) b · lt)ad · I "ith hi h c mpetcncc and ability to evaluate and monitor the progress 
against th~ ·htm 1

' rr m the emplo ees under their respective departments. The interviewees 
i'tuthcr ·aid that management should be competent to ensure good strategy objective setting, 
achieve trategic awareness, manage resistance to change giving clear guidance and direction, 
align structure to strategy and envision preparedness on competencies for future change. 
Interviewee said that organizational culture can prevent Safaricom from achieving its strategic 
goals as far as the change management is concerned. 

To the question on whether Safaricom Limited carries out management training and 
development programs before it embarks on a change management program, all interviewees 
agreed that it doe and aid that training equips management to have the sp cific comp tcncics 
neces ·ary to manage the change· staff training contribute to in r a cd group and individual 
motivation: it improve communication between p crs: facilitat · th change and climinat ·s 
confusion n th hang incc on' w 11 under land \ ·hat i c. ·p ted or them and su tain stat r 
ret nti n. h int on whether ' nfaric m Limit :d undertake an early in\'ol\' ·mcnt or 
t fT in th man m nt th t th c 1111 n d )~ 
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involvement ensures that staff owns the strategy process; it helped tmderstand the goals and 
objectives of the strategy process and redu s taff r si lance to the change itself. It also reduces 
misinterpretation of the strategy pro nd rl: tu' . hnnces whereby employees are taken by 
surprise and promotes staff bu) in in t\k chan ' proc 'Ss. Some interviewees also said that 
strategy formulation is a top the top manager comes up with the direction 
they wnnt the or •,lull/ tli lUll l 'l .m l < nl involves people at the lower levels to give their inputs 
in llll ulrL·ady u •r · ·d lit • ·ti n. \ rding to some interviewees, early involvement of staff in 
the Llr clopm ·nl or .:tmtegic plan and decisions taken by Safaricom Limited are essential to 
their progre ·s and de\ elopment \ ithin their organizational environments. This is so since such 
exerci e · increase their confidence and sense of ownership of new policies and changes, which 
in turn contributes to their personal and professional motivation towards successful change 

management. 

On \ hether afaricom Limited continuously researches on best approaches to managing 
change interviewees said that the Marketing department has a research and devel pment 
department\ hich is responsible on doing research specifically related to marketing. enerally, 

afaricom Limited has Vodafone a the majority shareh ldcr and intervie\ c agr cd that 
V dafonc has a ignificant inf1u n e in the company a far a uch rc ·carch I. concern ·d . 

odafonc w rk in many countric and me tim induct , afaric m Limit d' stal r to work 
out id' K to , quire th nee ar · kill or the chang mana, m nt. 'omc or th 
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compensation systems, periodic reviews on progress against the change, recognition of best 

performers as initiatives in sustaining chang manngem nt. 

On the role of communication in th h n l~; m 1nn l '111 'nt process, the interviewees said that 

communication is an area th om .u1 \:b .1hnost p rfl ct at. Safaricom Limited's management 

uses various ways to couuutuu • t!(' "1th mplo ccs, there is the Sta1I Council where the C.E.O 

is the Chuinuntt wlu ·It 111 • ·t l" 11crl in a year, there is effective use of emails and remind

cnmils whl·r · l' 111 • ·rn ·d 1 artie get ccondary emails to remind them of something, there is the 

u ·e or l nmding in the c mpany on the many changes taking place in the company most of 

which are more t d \ 1th marketing, documentation of the change process and this is shared to 

all emplo · e . ccording to some employees, communication is pervasive in every aspect of 

change management and that it is related in a complex way to organizing processes, 

organizational context and implementation objectives which, in turn, have and impact on the 

challenges met in the process of change management. Others said that proper communication 

ensures that e eryone in the organization well understands the content of the change what is 

expected of them and reduces chances of misinterpretation and confusion. 

4.3 hallcnge of hangc Management 

Interviewee aid that . afaricom Limited fa es me challenge in the chang management 

pro lo t o th m aid that budget for the ch ng procc i a co ·tly a! fair. 'l her 1s 

f un t m na"e th chan c d pitc fari m t l1kin' hu 'c pr tits. 'l h · ::;aid 
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environment sometimes also posed a challenge since Safaricom is the market leader, any change 
in strategy at Safaricom Limited leads to man ' indu tiy changes. CCK as a regulator also posed 
a huge challenge to Safaricom Limited \h r pi nm:d and unplanned change is affected by the 
regulators demands. Ownership of th 1111 ;\n , itl1 the majority shareholder being Vodafone 
posed a challenge in man lgiu • ·tun sm Vodafone influenced the change management 
process cmp\o l'd (>r t~> l · t< th best of their interests. Teclmology was also a 
chulkn •e ~in·· it k ·'I h·m ting and Safaricom Limited had to keep on updating the 
sollwnn: nnd hnrdwur fthe c mpany continuously. 

To the que li n n challenges posed by customers and staff not fully appreciating the strategy 
on change management the interviewees indicated that they faced challenges of criticism, Jack 
of c rporation and commitment and poor implementation. To the question on resistance to 
change interviewees said that it led to loss of opportunities, delayed launching of products, 
poor performance staff turnover, dismissal of some staff, conflicts, restructuring, demotion and 
promotions. The intervie\ ees indicated that some of competing activities that cause distractions 
inhibiting change management include too many conflicting priorities, advertisement and 
promotions, well ver ed customer and changing external environm ntal turbulence. , ome 
factor· to the c. ·tcmal en ironm nt \\Cr changing con um r trend· ·calating globalizati n, 
politic I cnvironm nt mmuni ation mmi. i n K n a nd cntral Bank, 
tiff · mp titi nand ut tlc pr duct di ~ rcntiation. 
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accommodate the change, that good leadership is essential since the C.E.O is the driver for the 
change, managers should be able to communicut th change to their respective employees and 
offer guidance and direction in the chang pr ·e ... When the previous CEO was leaving the 
company, he remained for 3 month t t ,.lin th~: in ·umbcnt. Interviewees felt that the structure 
was effective to the chan ' · m m l • llh.nt 1 H · ·ss. Two years ago, after the previous CEO left 
the company 11nd t 11 ·w 111 • h (l <' t, Once Safaricom Limited embarks on a change in 
strategy. lht:n th · ·tru ·tm • i ' ·II aligned with strategy. With the entrant of the current CEO, 
there wns u big ·hang in the tructure of the top management where the CEO reduced the 

ircctoc rt:porling l him b) half. This he did through merging some departments which were 
almo ·t imilar. For example, Customer Care was merged with Marketing to form Customer 

ar and trategic Iarketing Department, Network Department was merged with I T 
Department to form Technical Department and Retail Department was merged with Consumer 
to form Consumer Business Department. 

The researcher further asked the interviewees to suggest the solutions in their own opinions that 
they feel could be helpful to Safaricom Limited. According to the interviewees, the olution to 
the problems include continuous training on hov to manage the particular chang , involvement 
or more . tafT in deci. ion making, con idcr piloting bcfi rc rolling ut n ' trat gic to c cryon, 
an I \\ 11 J lined an I clear pr ccs n w and proccdun; . 

4.4 Di cu ion on Finding 

to han arch r oun I ut tlr t thi d to Jda •~.:d launch ){ pro luds, 

, nd m tim 
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they described 'how we work here' and 'what we hold important here'. The research found out 
that culture can also prevent Safaricom Limited from me ting competitive threats or adapting to 
changing economic and social env1ronm nt th t n new strategy is designed to overcome which 
collated with Johnson and cholc 

Wilson (1 992), states th 1l pi umt· l .tt Jtoa ·h puts too much emphasis on managers and their 
ability t~> (.'(Htlwl th1.· \l\11 m · < ·han 'C programs relates to the impact of management 
devclopm ·nt pt) •r.u11 · n llc ti ·c change management practices at Safaricom Limited, the 
rcscnrdll:r found 1ut that training instills to the employees a set of management competencies 
which ish p 3 d will deh\er better competitive and commercial practice; staff training increased 
tafT motivation: can increase staff involvement in the organization and communication between 

p er to facilitate the change. On the role of communication in the process of change 
management. the researcher found out that proper communication of strategic awareness can act 
a cohesi e force and succeed in connecting those with ultimate responsibility for organizations 
with ti1ose \ ho directly implement the policies; communication is pervasive in every aspect of 
change management and is related in complex way in organizing processes. The researcher also 
found out that eiTcctive communication throughout the organizati n en urc that everybody 
well under land succe levels at all time . hi collate with earli r findings by I luang and 

1a , 199 ) that organizati nal envir nmcnt i nO\\k.lday also c nfr nted ' ith man · changes 
du t th in rca in and world\\ ide comp ·tition. tc ·hnolo •i ·al atlvam: s and demand in , 
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competencies, experiences and other characteristics needed of a person required to effectively 
execute a specific task of work in a certain po, it ion. This collates with findings on the 
importance of management ability or mpcten ' e in a 'hicving successful change management 
practice, where the study found ut th·1 t nunn )~m nt should be competent to ensure good 
strategy objective settiug, ·H.lh pi· ,1\i ar ·n ·ss, manage resistance to change and align 
structure to sh at · • lh · 1 • • 11 ·h ·r urth ·r found out that senior managers and directors, 
middll' 1\1111111 'l·r:. l -plrtm ·nl ll head and other lower level employees are involved in change 
mtmngcnu:nt pr 1 • ·.: · at .~alaric m Limited but the middle management plays a key role in the 
implcmentuti n of ti1 change in strategy. 

n ti1e initiative adopted by Safaricom in sustaining change management, the researcher found 
out U1at there were staff training and development, promotions, rewards and compensations 
ystem . recognition reviewing twice a year progress against the change and encouraging a 

performance culture. This is supported by Mitchell, (2002) by stating that circumstance and 
resources differ, clientele and relationships are unique, cultures differ and their aims and 
objectives may be different. Staff training and development, implementing reward and benefits 
ystcms including frequent recognition given in le s formal ways, ensuring c nducivc working 

conditions by focusing on relationships bctwe n p cr through cffecti c taff meeting. that 
allow opportunitie for di cu ion and interaction and prop r c mmunication are omc or the 
writ in h c me up with. 

p 
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consumer trends and a more knowledgeable customer among others were some of the 
challenges posed by the external environment to nfnricom Limited. The research further found 
out that some competing activitie th t nuse di. trn ·tions inhibiting change management 
practice included too many confli tin' ril rith.s, ndvl;rtiscmcnts and promotions, well versed 
customers und coping with tilt ·, tHJ ·tition in th' industry. The researcher further fOLmd out 
!hut somctitm:s tt~:i:t 111 • • \) h.m • <tn I ·ad to loss of opportunities, poor performance, de
motivntiou t>l" ,· t d'l' 111 I I ·hn d launching of products (Govindarajan, 1989)0 

th~:r chalkugJ;~S i:1ced in change management at Safaricom Limited included lack of support, 
conl1icting pri ritie . limited resources, competing activities and uncontrollable environmental 
factor 0 The e collated with Beer and Eisenstat's (200, p.37) six silent killers of management 
practic 0 The researcher further found out that some possible solutions to the challenges as 
posed by the interviewees were; training on how to manage the particular change, involvement 
of staff in decision making, consider piloting before rolling out new strategies to everyone and 
well defined and clear process flow and procedures. 
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CHAPTER FIVE 

SUMMARY, CONCLUSIO S ND RECCOMMENDATIONS 
5.1 Introduction 

This chapter presents summar •, n ·lu. i ms ,llld r' ·omnH.mdations based on findings from the 
previous chapter. 'I ht: cou · lu i 11 .u1 I H ('OllllllCtH.lations drawn are in quest of addressing the 
rcscmch qu~.:stion (H 1 ·hi· ' n • th · 1 • c<1r ·h objectives. 

5.2 Summ1n·y vf Findin n; 

5.2.1 hangc l:magcment pproaches at Safaricom Limited 
From the re earch. it was e ident that some of the factors leading to successful change 
mmmgement at afaricom Limited are clear goals and objectives at the strategy formulation 
tage, a conducive working environment, giving implementation a priority, allocating resources 

to pecific changes though not fully adequate, aligning structure and strategy, rewards and 
compensation systems for best performers, continuous reviewing and monitoring the progress 
against the planned changes, control mechanisms, strategic consensus, good leadership and 
nurturing positive attitude towards change management. The research also found out that 
communication plays a pivotal role in change management. It mcrea e O\ ncrship of the 
change procc. s and minimize misinterpretations and c nfusi n . 'I h change should be 
do umcnt d to en ·urc that it offer a platform for rcfcn.::nc a nc sar . 

< n th 1111 rt n of manu em nt ability and com1 t nc · 111 nchi ·vin 1 succc ·s ful chan 1c 
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change process. Without management having the specific skills it's like sailing without a 
compass. Interviewees agreed that Safaricom do some surveys to be well informed before 
embarking on a change process. Thi m ·r u , the n.: \ a nee and need for the specific change in 
the company. On the effect of 'rl · ill\'~~ lf\ll nt l)f' staff in the strategy process, interviewees 
agreed that it helped ·mplo · · un h. r. t.ltld :mp r-ordinate goals, style and cultmal norms 
essential for tlu.: ·onti1111 · I u • • · < I th chan 'C management process. Involving staff in such 
procL~sscs inn· v~o: · lh ·i1 · nlid nee and ownership of the strategy process. Initiatives taken by 
the mmmg~:m~:nt in ·u ·taining a change management at Safaricom Limited is creating a climate 
that motivate· ~mpl yee in aligning their individual goals and behavior with those of the firm, 

tuiT training and de elopment, implementing reward and benefits system, ensuring 
conducive working environment by focusing on relations between peers through effective staff 
meeting that allow opportunities for discussion and interaction and proper communication. 

On the role of leadership on succes ful change management, interviewees felt that proper 
leadership is critical if the change process is to succeed. This leader is the driver of the change 
and must influence most if not all to buy in the change process. The E is the cataly t in 
strategy management. He or she is most closely as ociated with and ultimately accountable for a 
strategy' ·ucc · . The nature of the E 's role i both ymbolic and sub ·tanti in trategy 
implementation. Hr. t the is as mb I of the n w trategy. I lis r her action and p~.:rcci cd 

v l of commitm nt to a cho en tratcgy. particularl ' if the stratc 'Y pr ·. ·nts a major change, 
rt i nifi nt in flu m:c on th intcn ity of u rdin tc mun t 'cl commitm ·nt to th 
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human resource from abroad to come and fill positions which they felt they couldn't find such 
skills locally. Safaricom Limited ensures that the align strategy with structure. This means 
taking up new roles, getting relieved of m rok, moving departments, merging departments, 
training staff on new skills to tackl lh H :h. n 1l pro' 'SS. 

5.2.2 Challenges fm·cd h · · ' u k< m 1 imit •d in managing change. 

The research l{>uml {>ut th H ·anu i om Lim1ted faced some significant challenges in the change 
mann 'CI\\l'lll pwl' ·: · • l h u h the c mpany has a Rick Management office, some challenges 
w~:n: b~: •ond th~: ·ompan) especially those to do with the external environment. Management 
wa dTeclivel , tackling challenges posed by the internal environment. The research found that 
budget for U1e change process is a costly affair; there are inadequate funds to manage the change 
de pite afaricom Limited making huge profits. They said this is so since the company was a 
big company and a small change has a very big financial cost. They also said that resistance to 
change was very e ident especially to the specific employees where the change affects them or 
their departments. orne employees had to be dismissed to give way to new staff who arc ready 
for the change. 

1 he external environment also posed a challenge " here afaricom is the market lead r s any 
change in trat gy at afaricom Limited leads to many indu try changes. K a a regulator 
nl o po d a hu 'C challenge to ~ afaricom Limit d where plann d and unplanned chan 'C is 

hn 
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on updating the software and hardware of the company continuously. The company was 

continuously monitoring the external environm nt to minimize the effects it has on the 

management of change at Safaricom Limit d. lntcr i "We "S aid that culture can impede change 

process. The organizational culture .m l ~ t t th n. tr'n 1lh and a weakness to an organization. At 

Sa[aricom Limited, it wa · t th. · lUh.lim : th mployccs felt that they need a flexible dress 

code nnd ate ·ss ((> tht: int ·•n ·t 111 tht< u 'h. ' I his 1s so since most employees are young. This was 

som ·timts ubus ·d I ·a tin • t m.ma cmcnt putting strict control mechanisms encouraging and 

dis ·omnging ," 1m· ~ml 1 ) ee . Inter iewees felt that there were little politics at play at U1e 

compan ' though p ' er ' ·as very much evided as a means of enforcing some changes in the 

compan ·. 

5.3 onclusions of the study 

From the study the research concludes that management should have the necessary skills and 

knm: ledge so as to ensure good strategy objective setting, strategic awareness, manage 

resi tance to change, ensure early involvement of employees in the strategy process, collectively 

mobilize all emplo ees to own the change process and monitor the change proce . Thu , 

organization hould continuou ly en ure that management i well equipp d with the n e ary 

kills and knowledge to management current and predictable futur changes. Management 

hould al o b • t the forcfr nt in cnc uraging and nurturing a ultur ' her mplo ·cl:s ha 

po itivc attitu c t '' rds change. 1 he should motivate mplo ·ccs throu ,h n oura 'in, team 

niti n l ' l uung , nd dt.:\'elopmcnt and ensuring ,, 

nm nl n pc r thr l\1 h 11 ti\' t 111 
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The study also concludes that factors leading to success in change management are proper 

planning and implementation, availing adequate r our c to the change process and aligning 

structure to strategy. Implementation h ull L o b nc ible to accommodate changing 

environmental turbulences. '1 h 

everyone in owning the chan • 

all. The study cHI ·lud · · th ll 

clum 'C nnntn • 'Ill ·ut 

L ,tlk lri lr or the change and should direct and guide 

h( ull nl. o st' 'r lear the change itself and communicate to 

rnmumcation i::> essential for effective and successful 

On the challenge.:. ti1e tudy c ncludes that Safari com Limited faces the challenge of inadequate 

i"tmding t chtmge proce es. resistance to change by some employees, continuous technological 

advancement leading to need for updating hardware and software, competing activities and 

uncontrollable environmental factors and change of government regulations. omc of the 

external factors were ownership of the company where the majority shareholder, Vodafone 

influenced decisions and strategy as per their interests, changing g vcrnment regulation 

through the CCK and CBK, changing consumer trends, a more knowledgeable cu tomcr, stiff 

competition and globalization. 

5.4 Recommendation for Policy and Practice 

·r h tudy recommend that, although afaricom Limited ha been a v r su c~.: sful com pan in 

th chang manag ment practtcc, in order to n:main more profitabl and c Hnpdili\'l.: in th~.: 

indu try th compan • hould ontinuou 1 · train it cmpl ycc on h to imJI nH.:nt tt,\h: ' •• 
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5.5 Limitations of the Study 

The study faced a number of limitations. Th time n nilnble for interviews was limited since all 

interviewees were interviewed in their w rk pin ' l , nnd could only manage to spare a few 

minutes from their busy schedul . 'I h~L t)ndu ·tin' interviews with the resource persons 

needed proper planning to tv >i I in· H\\ ·ni ·n • s. It was also a challenge reaching some officers 

lot and hard to reach but through constant requests 

and sourcing thtir dir · ·t · nta · the research managed to secure appointments with them. The 

·mull ·izc or th ..:ample c uld have limited confidence in the results and this might limit 

generalization t ther ituations. These limitations reduced the probability of reaching a more 

conclusive stud ·. 

5.6 Suggestions for further research 

The study was only done at Safaricom Limited and to support the results from this research, the 

same study should be done either m other companies working in the telecommunications 

industry or simply a survey to the entire telecommunications industry to verify the results found 

and if there are any different approaches to the change management practices. The res archer 

further recommends that a replicate study be done on a not-for-profit making rgani:zation s a · 

to find out hov such organizations implement change management a opp d to mpanic 111 

the telecommunications industry. 
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APPENDIX 

INTERVIEW GUIDE 
1. How long, in years have 1 u work d with a[aricom Ltd; ... ............... . 

2. II ow many year ha 1
' ' u b n in your current position; .................. .. 

SE 'TlON :('II (:F lA GEMENT 

. Who is ilw lved in change management in your organization? 

4. What are the change management practices employed by Safaricom Ltd as pertains yom 

department? 

5. In your oplillon, what is the importance of management ability or competence to 

achieving successful change management in your department? 

6. Does Safaricom Ltd carry out management training and development programs before it 

embarks on a change program? 

7. Does Safaricom Ltd undertake an early involvement of staff in the strategy process on 

successful change management? If yes, how effective do you find this? 

8. Docs afaricom Ltd continuously research on best approaches to managing change? 

Which are some of these approaches? Do you use them? 

. What initiati c ha afaricom Ltd adopted in u taining change management? 

10. What i th rol o c mmunicati n in th pr f chang managcm nt? llm do ou 

carr ut communication to n ·urc cflccti\'c mana 1Ctm:nt t r chan ,c·. 
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11. What are the other factors and things you do at Safaricom Ltd to ensure successful 

change management in Safaricom Ltd? 

SECTION B: CIIALLENG i OF HAN -.E MANAGEMENT 

12. What arc the ·hall n 1 ·~ 1':1 ·in > han 1c management in Safaricom Ltd. 

lJ. Wlwl ur · lh~: hall nge. posed by customers and staff not fully appreciating change 

mtumgcm 'nl in~ ur department? 

14. What challenges are posed by resistance to change in your department? 

15. In your opinion, what is the role played by leadership in managing change? Are there 

any challenges relating to leadership? Which ones? How do they affect change 

management? 

16. Are there any challenges of the organizational structure and culture in managing change 

at Safaricom Ltd? Which ones? How do they affect your change management? 

17. In your opinion, do you feel that power and internal politics pose a challenge to change 

management at Safaricom Ltd? What challenges and how do the affect you? 

18. What are the other challenges you face in change management at afaricom Ltd and 

how do they affect change management? 


