
The enabling role of In fortnat ion and Con1n1unication 

Technology in Business l,rocess .lte-engineering: '[he 

'a e of J(enya Co1n1nercial Bank 

UNIV RSITY OF NAIHUt:tr 
' rwr o 1< IIPrn.- 1 •r.tn L\O ' ' 

By 

Tom Muchiru~u 

A management research project submitted in partial ful fi llmenl of the 

requirement for the degree of Master of Business Admini tration, faculty of 

mmerce ni ersily f air i 

( dohcr OOJ 



II 

DECLARATION 

This management n::l::H ·h 1 roject is my original work and has not been presented for a 

<.l<.:grcc in an oth 'I uni •rsity 

Date !Cf (, r {~uJ 
--~----.,~~+,-------

Tom Kahigu 

This management research project has been submitted for examination with my approval 

as the university supervisor 

;\Jr . .Juliu K. I ipng tich 

L ·tur 

I> pat tnH·nt nf tnnnJ.!Cill nt . cl nee 

lni\ t sit · of ' ail ohi 



lll 

DEDICATION 

To my wife Judy l\ tuchiru, and my children llcnry Magu and Ephantus Maina for their 
pal icncc, . up1 011 and 'ncouragcmcnt. Without them, this would not have been possible. I 

love nu un I ah' a s' ill. 



IV 

ACKNO\VLEDGEI\IENTS 

I would like to thank a number of people that supported me and provided contribution 
during my MB , tud programme and especially during the research project. 

Mr. Juliu, Kir ngctich of the University of Nairobi for unwavering guidance, interesting 
uml helpful discussions on various tnformation and Communication Technology topics 
and for acting as my supervisor for this project. 

Dr. Tony Githuku, the Director Information Technology at Kenya Commercial Bank for 

useful comments and assistance in reviewing the proposal and questionnaire. 

All the people that participated in the survey, and took valuable time out of their 

schedules, to answer the comprehensive questionnaires. Many thanks also to those, who 
additionally participated in the interviews and openly discussed the issues involved . 

My employer Kenya Commercial Bank Limited. 

The entire Kahigu family and more so my father, who I would like to single out for the 
inspiration, immense support and encouragement he tirelessly gave me throughout the 
MBA programme. 



v 

ABSTRACT 

As new oftwnrc i. imp! mcntcd and new electronic markets are embraced, processes 
must of ne c. si t ' und ·rgo radical changes. Lessons of recnginccring can be applied to 
these pro ·ess ·twngcs. The primary objective of this study was to examine the role of 

infot muti n and communication technology in business process re-engineering. 

To facilitate the research, a case study was undertaken. The study was done at Kenya 
ommercial Bank covering selected projects that were implemented in the period 1995-

2002. Data was collected using questionnaires, which were either personally administered 
by the researcher or sent via email through the company intranet. 

The study results pointed out that currently the external environment is the single most 
impotiant factor that needs to be considered at Kenya Commercial Bank while 

undertaking Business process re-enginecring. The study results also brought out the 
significance of information technology in business process reengineering. The study 
results should however not be divorced from the limitations cited and should only be used 
as an aid by management while considering business process reengineering. 
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1 INTRODUCTION 

1.1 Background 

hnam:ial institutions in Kenya inherit a unique mix of traditions and cultures from their 
diverse 1 arentagc and heritage. As resources and public expectations continue to shirt and 
change, there is a compelling need now more than ever to challenge the unwritten 
traditions, nonns and paradigms and to ask penetrating questions about what modern 
Financial Institutions in Kenya ought to be and what they are strategically positioned to 
contribute now and in the future. To this end these institutions have embraced the usc of' 
Information and Communication Technology. 

Information Communication Technology was in the past viewed as an automation tool 
for existing business processes. ICT developments were specifically driven by existing 
business needs, it is now widely recognized that this will very often only result in high 
investments and increased operating costs hut not in the anticipated improvements in 
performance. Today, the central premise is that ICT is a lever for designing processes and 
therefore should not be simply overlaid on the existing organizational structure. Instead 
of treating the existing business processes as a constraint in the development of an 
optimum I T infrastructure, the basic logic of the processes itself is questioned . 

'I he e\olution of the information-processing paradigm over the last four decades to build 
intelligence and manage change in busines" functions nnd processes has genera ll y 
progressed over three phases: 

• 

• 

Automation: increased efficiency of operations . 

Rationalization )f ltoccdur : ttcamlinin' of procedure , nd climinatin • ol \'inus 
ttl n k th·tt t t vcale I h • autom lion fot nhnnc d cfli ·icrH: , nl t'pt.:r ltinns: 

on I, 



• Re-enginccring: radical redesign of business processes that depends upon 
infonnation tc hnolo 1y intensive radical redesign of workOows and work 
proccss~s. 

Ovc1 the · ·ar., d' dopment in information and communication technology (lCT) has 
plu t:d u significant role in the way we do business. Business entities have had to evolve 
thcit p1acticcs to cope with changes in information and communication technology. 
rho c institution that successfully tap the powerful synergy resulting from the merger of 
tc~hnology and business strategy to transform their organizations are likely to experience 
an unparalleled competitive advantage, while the negative consequences for 
organi7ations that fail to act or whose efforts are unsuccessful will he far more significant 
than in the past. 

Financial institutions in Kenya, whether public or private, destined to thri ve, will of 
necessity be, institutions that are constantly learning and changing. These will be the 
institutions that maximize the use of knowledge and information, and deploy it faster and 
to better advantage than their competitors. Successful organizations will be characteri zed 
by their ability to use information better, leam faster, be dynamic rather than static, am\ 
foster innovation while managing risks. All of these outcomes will require significant 
organizational transformations in the institution 

Due to its long history, mixed parentage and it s sheer si7c, K has over the yeats 
adopted cultures. st1uctures and procedure which at times act as impediments in the 
cun nt C( mpetitivc environment. Major technological change have taken place in Ken a 

ommercial Hank incc 1995. I his pcnod has 5ecn a delibctatc effott to compttlcti7c 
hithet to manual prm:csse like cheque cleating. automated cash dispensing techmlogies 
hcin' adopted. ( red it and Debit catd sy. tcms being intn duccd am ng t other initiati' cs. 
·1 h C llC\ tcchnolo •ics have of nccc. ity ICqllilcd chan•' to Cllllt:lll IWC~S. CS in Old 'I 
to accomnltld,ttc the c m 1 'Ill' I clmolo •il'S. To thi end ( B hl lltHh:1tnk n toll' · 
'll '11\C I ( lllC of it function a hi •hli •htcd Ill (hat t r thr , 1 S p.HI of' the I • 
n•in llll' c th h 11 l o ·' I o·Hd 1 nt 1 t 1 \ hu inc. l 1 



presented to the board of directors and/or the executive committee or the bank 
highlighting the project objectives, financial implications and the necessary time frames . 

According to llnmmcr & hampy ( 1993) business process re-engmeenng ts the 
l\111dnm ·ntnl t ·thinking and radical redesign of business processes to achieve dramatic 
impnw ·m ·nts in critical, contemporary measures or performance, such as cost, quality, 
sc1 vic· and Sl ecd. In order to achieve these performance measures, Business Process 
Rccnginccring can be looked at as the re-alignment of organizational resources in a bid to 
addre deficiencies in existing systems, structures, style, skills, shared-values, staff and 
skills necessitated by internal or external environmental changes. 

1.2 Statement of the problem 

Kenya Commercial Bank processes are closely guide by the operations manual. These 
processes have been adopted over time with refinements once in a while to cater for 
specific changes. Most of the processes were designed to take advantage or technology 
that existed at the time the processes where introduced . It is not uncommon to find that 
where technology exists it has been superimposed on previously existing work processes 
rather than adapting business processes to take advantage of technological opportunities . 

The gap between the current and tlte envisaged environment 1s quite significant, in 
identifying the primary reasons for the gap; cognizance of the following issues is 
imperative: 

t. Extreme dependence on paper, to accomplish tasks . 

tt. lnsuf ficicnt automated support, which has led to mttnerous "01 kamund and 
tandalonc systems. 

Ill. ltHICC\11 I' da!:.t du to th ' inability to li.Hcc dat .• ccurac ·which In tct ·a 
Ia ofvc ted inl t t n the u ct '1 .ut to n u1 (ottc<:t thta nit •. 



1v. Information is entered and re-entered tn different systems causmg efficiency
robbing rcdundan y. 

v. T\1anunl syst ' lm> ha ve successfully circumvented shortcomings in the system anJ 
the I.:('St or manual processing is a hidden cost. 

v1. luahility to re-deploy resources prevents use of cross-division staff to meet 
temporary needs and causes increased cost in hiring temporary staff. 

\"It. Economies of scale have not been used fully to the organizations advantage. 

viii. Many readily available, mainstream technology applications have not been 
deployed. 

IX. Symptoms of problems with the lT infrastructure are well recognized, but 
identifying the root cause has proven more elusive. 

x. A smnil IT starr 1s stretched to the limit trying to meet the needs or the 
organization. 

Xt. Comfort with the status quo provides littl e incentive for change. 

In a number of instances we have seen middling returns on information and 
communication technology investments as business entities try to map existing business 
processes onto new information and communication technology systems. "I his is ollcn a 
cnse of square pegs in round holes . 

1.3 Objectives of the study 

I he tudy ha two main objectives . 

I . I ~ 111111 th role ol lu inc 111 r - n•1n 1111• Ill th imllun~.:nt \lion nl 
in nun li n n I communi ·ation t dml I(' • • pu j l'l . 



11. Document approach to changes 111 Information Systems at Kenya Commercial 
Bank, in the 1 eriod 1995 2002. 

1.4 Significance of the study 

'I he pH 1 os ·d r 'Search will provide an academic analysis of a subject of considerable 
conm1crcial interest (BPR); it will make a contribution to both theory and practice. 

1. To the business community, this research project will bring out the potential 
benefits of Business Process Re-enginecring and also highlight likely frameworks 
that they can adopt 

11. Assist professional and regulatory societies 111 the TT and finance sectors in 
formulating guidelines that concern implementation of industry wide information 
systems 

111. For academicians and researchers, the findings will update the existing body of 
knowledge on BPR and give a basis for further research 



2 LITERATURE REVIEW 

2.1 An overview of Kenya Commercial Bank (KCB) 

'the histm. ol' ·n a 'ommercial Bank dates back to 1896 when its predecessor, the 
National Hunk ( f India , opened a branch in Mombasa. In 1958 Grindlays Bank of Britain 
nH.:n.!cd '' ith the National Bank of India to form the National and Grindlays Bank. 

In 1970, the overnment of Kenya acquired 60% sharcholding in National and Grindlays 
Bank and renamed it the Kenya Commercial Bank. ln 1976, the Government acquired 
I OO(~o of the shares to take full control of the largest commercial bank in Kenya. The 
Ciovcmmcnt has over the yea rs reduced its sharcholding in the Bank to the cmrent ~)% 
'' ith the public owning the remaining 6Y%. 

A wholly owned subsidiary, Savings and Loan (K) Ltd. was acquired in 1972 to provide 
mortgage finance. 

In 1997, another subsidiary, Kenya Commercial Bank (Tanzania) Limited was 
im:mporated in Dar-es-salaam, Tanzania, to provide banking and financial services and to 
facilitate cross-border trade within the East African region . 

Since incmporation, KC B has achieved tremendous gnm th to emerge as a leader in 
Kenya's banking and financial sector. In 1970, the bank had 32 full- time btanches, nf 
which 25 were located in rural area , five in Naito i and two in Mombasa. Today, the 
K B Jtoup has the ' idesl network of outlets in the country, compt ising 95 full time 
branches and 35 satellite branches all of which rCJ resent over 55°n of the tntnl bnnking 
outlet in Kenya. Of the total outlet!\, 0%, arc located in the rmal areas, \\ith 
rc1r scntation in ·111 administr.tti di tr icts. 

pwvi I 1 whol r· n •c nf' r ·tail hankin • an I linnm i·1l. In t~<.:n •nit ion ol 1\H.: 
" <.I h.: trcn •lh n th inl 1 ICJ ·n I n l t\\ n d llll ti Ill I I · t t nal l'lllll'tni<.: , K( 1\ 



has continued to expand working arrangements with banks in other countries. Today, it 
has over 400 concspnmlcnt bank. throughout the world. 

Kenya ( 'on11m.: r ·ial Hank has a work force in excess of 3500 employees with an annual 
income ~lf m ct nf Ksh7 .5 Billion and an asset base in excess of KshGO Billion. 

, incc inception, the Kenya Commercial Bank Group has endeavored to provide quality 
and customer friendly services geared towards meeting the ever-changing customer 
needs. 

2.2 Business Process Re-engineering 

rhe concept of reengineering traces its origins back to management theories developed as 
early as the nineteenth century. The purpose of recngineering is to "make all your 
processes the best-in-class." Frederick Taylor suggested in the 1880's that managers usc 
process methods to discover the best processes for performing work, and that these 
processes be rcengineered to optimi7e productivity. RPR echoes the classical helicl' that 
there is one best \\'ay to conduct tasks. In Taylor's time, technology did not allow lat gc 
companies to design processes in a cross-functional or cross-departmental manner. 

pecialintion was the state-of-the-art method to improve efficiency given the technology 
or the time. 

In the early 1900's, Item i Fayol 01 iginated the concept of reengineer ing: To conduct the 
undertaking towatd its objective" by seeking to deri\e optimum mlvantnge ftnm all 
available resources. Although the technological resource" of our eta have changed, the 
concept still holds. 

t th' hc·11 t of rccnginccring i the notion of discnntimrnus thinking of recngni'ling and 
I rcakin • "'""Y lh._:~m the outdated llllcs nnd f'um\;um:ntnl assumption that umktli' 
01 c1 tion . Unlc •c chungc th c rul , w c, nnot 1chi ,.c h1c 1 thwu ,h in 

th tdl\1 
im1 ct ti c th t ' hi 1 tllllJ lion nd di ~ ·11d th nld tulc h1Hll this 



appmach it is clear that this kind of change is an ongo•ng, iterative process it se lf 
requiring strong commitm nt and vision from senior management. 

Most or •ani7atinns hav · been through at least some form of reengineering. There have 
been llHill I 1.:11 •fits of these initiatives however; the drawbacks cannot be overlooked. 
I he:' diU\\ ba ·ks include teduced creativity, fear of ri sk-taking, introspective focus rather 
than out' ·artl focus and many others. 

2.3 Information Communication Technology in BPR 

Business Process Re-engineering (BPR) is a powerful change phenomenon and an 
approach that has made radical and fundamental changes to the way organizations 
conduct business (Davenport and Stoddard , 1994). The purpose of these changes is to 
redesign the existing business processes and implement new ones with the objective of 
cost reduction and improved ef(iciency and effecti veness, including profitability, 
customer satisfaction, return on assets, growth, and market share. Because of' the 
pervasiveness of changes, organizations undertaking BPR must redesign not only their 
business processes, but also their products, assets, culture, thought patterns, behaviors, 
and/or technology spanning across functional areas. Many researchers e\'cn contended 
that the larger the scope of process change, the grcllter the potential for radical 
pel f'onnancc improvement (Kanter, R. M., Stein, B.A., and .lick, T., ll)<J4) . ·rhus, proc ·ss 
chnn~c. ut the inter-organizational dim nsion (acros-. orgoni:mtion~) \\tnrltl uugnwnt 
mgnnilotionul pt odueli\ ity and competitiveness better than prm· ss changes nt the inter
functional (across functional areas) and inlta-functional (within a functional llll'<l ) 
d i mcnsions. 

II d pa1 tmcnts which include all Infom1ation S lcm functions have ct' cd an 
inctca in •ly impotl;mt tole in many nt •anization to prnartiv ·ly <;hare nc\\' rnmpclitivc 

tmpwv the op 1 1linnal ot manu • lial \\'Ot ptncc sc . '\he u Tcssful 
m. na •cmcnt f II <let 'll tt lent Ill u h 

f numl ·r I \\ ith th 11111nin •. <I 'ch'l'lll nt. 



acquisition, implementation, and control or an organization's lnf(mnation Technology 
systems. 

In the cutrcnt rntll 'XI of the increasing recognition of IT as a strategic resource, the 
lcadnship of' the l 'r function in an organization could be viewed as a powerful, and 
pctiHtl. criti al, clement in affecting the success of BPR. Clearly, the purpose of BPR is 
the transf01111ation of business process; and the strategic application of IT by ICT 
function can make a powerful impact on a business as it is transformed . Achieving the 
l enefit of reengineering demands active commitment and participation from the ICT 
function. The BPR process needs careful planning, as there are risks inherent in 
undertaking the far reaching and fundamental changes associated with rcengineering. To 
address these risks and enable the strategic values of IT, the strategic role of ICT function 
in BPR must be recognized (Andrews and Stalick, I 994). Thus, evaluating the link 
between the role of IS function and its impact on BPR is an important issue in MIS 
research. 

2.4 BPR concepts 

Despite the popular tendency to lump a wide range of change methodologies under 
umbrella terms such as Business Process Reengineering (BPR), Business Process 
Redesign, Total Quality Management C1 QM), Business Transf01mation. , Quality 
Function Deployment (QFI ), 'ontinuous Process lmpro ement Model (CPI Model), am\ 
Process Change Management, there arc 'cry distinct difTcrenccs in the approachcs 
embodied in these te1ms. 

urvcy conducted in Norway indicates that the maj )r consulti ng firms ha\ c BPR-Iik 
concepts us patl of thcit potlfolios. llowevcr. since BPR at a cctlain time got a nc •alive 
connotation, nonc of them h1bcl 01 cnly what they do , BPI . Fot in~tnncc, Ander. on 
<'on ulting in the catly I<)<)()' n tmcd tiH:il 1\PR vct. inn "\'nluc d1 ivcn tL'CII •im:c1 in•". 
I l 1 dum' d to "Bu inc s intc •t.llit n", whic.:h the · ay f'onts on "the holistic 
l 1 • ni ti n" . the " tri l i(ll\ in 1 am • It i in • imiltt iti • in thL· 
I tn nt th ' hi h w n • 1\ mil I\ PI lit 1 ll\11 • 

C) 



According to the Norway survey the different varieties or I3PR concepts arc summarized 
in the table bciO\\. 

I (' Frn\1 ... ( 'np Gemini I i\ ndcrson I Dcloiltc & \ 1\lc Kinsey · ~ PwC \ I<J>I\IG 
ll Ill Jill! 1\ I , 

cun~ulling touche '"""I! 
lli'R Inn "'l' Process Business Enterprise Core Enterprise OPT Business \ ronn·pt l'rnrc 5 Development lntegr at ion transrorn1nt ion Process WiJe Performance lnnm at ion Value driven Process redesign Per rormance Integration rccn gi n ccri n g in1provrmcnt lmpr m l'nlL'nt 

(early l)tl) III'R 

Table 1. BPR concepts in "big" consulting companies (1 995). 

A quick overview would yield two fundamentally different strategies: Process 
Improvement and Process Innovation. These are as advocated by I Iammer & Champy 
( 1993) and Davenport ( 1993). 

A process is "a structured, measured set of activities designed to produce a specilicd 
output ... a specific ordering of work activities across time and place, with a beginning, an 
end, and clearly identified inputs and outputs." (Davenport, 1993). A business process 
can therefore be defined as a collection of tasks that together create value for a custo111cr. 
SltbSQ'\liQl lx ~ . . . . r Qis R \ln~\ 1\ erin}!; U~ll ) Can BG §Uhl \1.) h \he t\mdam ntal 
telltlnkitJ, uml .. ,\1'" I ' m\n pmcc, \ ~ ll\ 'lCh\ \' U\l\\\\U\\ \11\\\ll\\'Cmen\~ 
in ct itical, contemporary measure. of performance, such as cost, qual it_, s rvic am\ 
speed. 

II \llllll~l c' hampy I ()~3). cm1 hasi" the following points: 

t. Organise around outcomes, not tasks 

II . I lave tho C who \ISC the OUtcome of the ptOCCSS pet fot Ill the prm: S. 

111 . Sub \tmc inlm mali on pto '· mg Wt 1 k inh the IC'l\ wnt k that ptnlhtr:c the 
infonn li n 

I". II 

I 



v. Link parallel activities instead of integrating their results 

vt. Put the decision point where the work is performed, and build control into the 
pro e.· 

"''· 'll l tlllc infmmation once and at the source 

Husiness Process Re-design is "the analysis and design of work flows and processes 
\\ ithin and between organizations" (Davenport, 1993 ). 

The proponents of this approach Davenport & Short lay a lot or emphasis on the 
following points: 

1. Develop the Business Vision and Process Objectives 

11. Identify the Processes to be Redesigned 

Ill. Understand and Measure the Existing Processes 

1v. Identify I r Levers 

v. Design and Build a Prototype of the New Process 

~JVr;p TY 
~- I<, Ubt 

lJ 

'I he abm e strategies arc broadly si milar \ ith the main di !Terence being that llamnH.:r , · 
Champy advocate for radical change \ hilc Da\ cnpott t 1993) ad\'ocatcs for incremental 
change. 

'cw process imJICmentation relics ttpon the COillJ1ehcnsivc dcsi 1n (fa dive1se set of 
I ha\ im al, technical an mana 1c1 ial factors, includin 1: business pm cdu1 '., 
<r•anizati<n . llullnc, accountulilitic, m, utcm nt l ms, mana 1CnH.:nt pm C'\ . l's. 

(\ c th internal , nd c lctlltl). tnll and kill pwllks. \\01 · lksi '" .1nd 
cl . ' \ h 11 • th indh hlual 
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organintional components commonly found in techno-structural or holistic approaches 
to mganization tlcvclopm nl (Andrews and Stalick, 19lJ4). 

Many companies I cgin busin ss process improvement with a continuous improvement 
modl'l. I his mnd ·I att •ntpls to understand and measure the current. process, and make 
pet fottllam:L' 11111 t m ements accordingly. 

2.4.1 ontinuous Process Improvement- TQM- Kaizen 

rhe lea t invasive type of change strategy available to organizations is one of continuous 
imprm·emenl, which operates under the principle that excellence can be achieved by 
making a large nuntbcr of small or im:rctm·ntal improvctncnls nmtinuously over time. 
The goal is to please both internal and external customers by improving the quality ot' 
both processes and outcomes. Work teams and individuals arc encouraged and 
empowered to suggest and implement improvements using a structured set of tools and 
techniques to coiTectly identify and define both problems and solutions. 

This management approach originated in Japan in the 1960's where it is known as Kai7cn 
(lmai 1986), which means continuous improvement of products, services, customer 
support, relationships, systems etc. that involves everyone within the organization. 
Although there is no directly equivalent word in English, the cultute of Kai;en is most 
closely approximated in the precepts of Total uality Management (TQM), which gained 
widesptead visibility in the nitcd States in the last two d cades. lim e\'er. the tctm 
"Kaizcn" docs have one major advantage over I Q 1 in that'" hile there is often very little 
agreement over what how to define or mcasutc tctms like qualit), there i. \Cty little 
di.agtecment with the concept that anything L<lll be imptmcd. 

I he li 'lite h ·low illustt ties th basic skps in ptocc im[tm'L'mcnt 't ou he •in b, 
<It umcntin' \\hat ou do today. c tabli h lHlH! w:1 • to meast11c the p11Wl's" based on 
'h. t Y ur cu t lll"t ' 'ntll. d' th m ., 111 th ult . nd th ·n id ·ntit: 
llllJ ov m nt OJJ ttuniti Ill u\1 I. Youth n imtl m nt ttn 
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and over agam, and is called continuous process improvement. You might also hear it 
called busincs. pro c. s improvement, functional process improvement, etc. This method 
for improving hu inc. s processes IS effective to obtain gradual, incremental 
i mpt o\ t.:tm:nt. 

--Dm:u men t \ - Establish 1~ oil ow Process Measure Identify and Is Process 1\leasures Performance lmplcmen t 
lmprovemen ts 

Figure 2: ontinuous Process Improvement Model 

2.4.2 Innovation - Redesign - Re-engincering 

Companies have sought out methods for faster business process improvement, moreover, 
companies want breakthrough performance changes, not just incremental changes, and 
they want the changes now. Because the rate or change has increased for everyone, few 
businesses can afford a slow change process. 

Procedure Redesign is the least 'invasive" of the discontinuous change strategies because 
while it may involve streamlining of work now, automation of activities, or improved 
infom1ation dissemination, it does not necessarily require replacing current processes or 
nrgani7ational structures. Procedure redesign is hrondcr in scope tlwtt process 
Improvement, often spannmg multiple, ctoss-functional departments and/or 
organi7ation .. Although it docs not typically require 01 ganintional changes, it may well 
require installation or modification of major information systems. \ hilc bmadcr in scot c 
than process impro\'Cmcnt, process redesign " ith its emphasis on impto in, existing 
proccdmcs i. often nan wer in cope than value-, ttcam reinvention, \\ hich locuc;c, nn 
tcplaccmcnt or existing pr ce c . Used tratcgically. pt ccdtHc 1cdcsign can be 'ct 
c1 cctivc. 

In n clroll h d'u t qui kl. h the tl\'llonnt nl, nm tc~.;tH.!,tnc tin' mn<l Is asstltl\l' tlw 
llll 
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process, ami li.H.: us on a new process. In a numner of' speaking, it is like projt:t:ling 
yourself into the futmc and asking yomself: what should the process look like? What do 
my customer. want it to look like? What do other employees want it to look like? I low 
do best in r1 1' · l'lHIIpani 'S do it? What might we be able to do with new technology? 

Sudt an ''1'11ouch is pictured below. It begins with dclining the scope and objectives of 
yum r\.!cngincc1 ing pmject, then go ing through a lea rning process (with your customers, 
'Our cmt loyees, your competitors and non-competitors, and with new technology). 

Given this knowledge base, you can create a vision for the future and design new 
bus inc processes. Given the definition or the "to be" state, you can then create a plan or 
action based on the gap between your current processes, technologies and structures, ami 
where you want to go. It is then a matter of implementing your solution. 

Scope Project Learn from Create tu-hc Plan transitiun Implement 
others process 

Figure 3: Radical Rccngineering l\lndcl 

In summary, the extreme contrast between continuous process improvement and business 
process reengincering lies in where you stm1 (with today's process, or with a clean slate), 
and with the magnitude and rate of resulting changes. 

Over time many derivative r ladical, hreakthiOugh improvement and continuous 
impro\'cment have emc1gcd that attempt to address the difficulties of implementing majo1 
change in cmpotations. It is difficult to find a single approach c~actl y matched to a 
particular company's need. , and the challenge i t< km '" what mctht d to u c when, and 
how In pull it off"sueces. fully such that bottom-line businc. s re u\ts a1e achic\ cd. 



l'' Jt I mprovcmcnt 1\ -1 nnovation 
- --

-~ 
ll C\l'lnl ( h.111 .,. Jllllllt'nwntal, p1adunl, cnnstnn t I t\ lll upl . r:Hiical. di scontinuous 

llntrn•kd l~r,ull ll 'imall, <tcntly lmptovcn~cn t l nrcak th rnugh. quantum leap impto,'t'mcnt 

Cl.ntm•l'<~llll ][ I XISIIIl!' pioCeSS ll Clean Slate 

I lt~qucnc~ of chan •c Jl One- r imc/Continuous II One-time 

I \nne Hcquitc<l II Shm l (up In 2 y1s) II 1 nn!!( as long as 5- 10 yt':ll s) I I l'atllttp·nion II Bottom-up 

II Tup Down 

I I Shtll< Rcqmrcd II I ffcctivc Work ·1 cams & G1 oups I Sllong. innovati ve imli \' idual k mlcrship 

hnpncl on Fmployces typica lly supp01 1ivc. skill building II Drnmalic changes. innm ali ve CH'ilcmcnl 
Rcs1slancc to Change I Lower 

I Potentiall y high . requiting ncth c p111)!1am 111 met<nmc resistance 

[ Primary Fnahlcr II Stal istical Control 

II lnlimnation 'I cchnulogy 

1 I 1 we ol Change II Cultura l 

II Cull\11 ai/Sttuetural I 
-~ -Change '-lan:tgcmcnt Jt hnp lemcntation of Kai1cn cullurc Ski lled plannin!! & ch:tnt!C man:tgcmcnt I Typtcal Scnpe II Narrow. Wi1hin Funclion~ ] Broad I rom Cross runcli onal1t1 l'nlcrptise "ide 

ICIIll \1 
-ln,e<lmcnt l nw mitial IIIVC<Imcnl, signilicant long I ,11)'C imtial inH•stmcnl im cslmcnllo suslnin 

Hclum tlll lm es1mcn1 ROI poletllially dinicull lo compulc. I}J11tally ht)'h Shn11cr lcnn, high ROI lnng tclm pa)hach 

I Rt k 

I I ,,., 10 lnd~•alc - 1 lsunlly no dnnl'CI nf n ~in• llt phcr tisk nr lllllilll fat hue l;•ihuc 

Tnhle 2. lncremcntnl Vs Rndicnl hnngc (llnmmcr & 'hnmpy, t 9l 3) 



Over the last I 0 years several factors have accelerated the need to improve business 
processes. ·r he most ob inus is technology. New technologies (like the Internet) are 
rapidly bringin~ nc" capabi lities to businesses, thereby raising the competitive bar and 
the twt.:d to impnn 'husin ·ss processes Jramatically. 

Anoth ., '1'1 ·u ·nt ltl:nd is the opening of world markets and increased !i·ec trade. Such 
chanl.!,~: lt ing more companies into the marketplace, and competing becomes harder and 
hmucr In touay's marketplace, major changes arc required to just stay even. It has 
become a matter of survival for most companies. 

In a mall business the owner does everything. As the business grows he or she has to 
employ functional specialists to which the owner delegates certain aspects of running the 
business. Over time these functions expand to a point where they become departments, 
and often batTiers are erected (often physical) between departments. As documents, 
materials and information now between departments, delays start to occur as they pass 
from in-tray to out-tray to in-tray again. Often defensive systems such as date stamping 
and countersigning start to emerge as one department blames another for a mistake or 
delay. Procedures emerge. Paper work and meetings grow in an attempt to counteract 
these difficulties to an extent where it is actually very difficult to co-ordinate activities 
and get things done. It is at this point that the objectives of the organi7ation can actually 
be in conflict \\ith the organi?ation and procedures. According to Davenport, BPR is 
dtivcn by a business vision, which implies specifi· business objectives such as ('ost 
Reduction, Time Reduction, and ( utput Quality imptovement amongst other husinc. s 
objectives. In ordct to fulfill these business objccti,es the ptcsctibc a fi,e step 
approach. 

Identify the flmcc~ cs to he Rcde.i~ncd: 1ost fitms u e the lligh- Impact at pmach 
' hi h f'ocu e; on the mo t important 1 r )l'Cs. es ot those thnt cnnl1ict most with th · 

r numl r of linn u e th • 1·. hau tivc appt<h ch thnt attc.:m1 ts tn ntif , II th 
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Understand and A!casliT'e the Existing Processes: For avoiding the repeating of old 
mistakes ami for providing a baseline for future improvements. 

ldcntUi·l r I c1·crs: "<llcncss of IT capabilities can and should influence process design. 

/)('si~n and lluild a Prototype of the New Process: The actual design should not he 
'icwt.:d us the end of the BPR process. Rather, it should be viewed as a prototype, with 
. ucccssi\'e iteration-;. 'I he metaphor of prototype aligns the RPR approach with quick 
l.lcli\'cry of results, and the involvement anl.l satisf~tction of customers. 

2.4.3 BPR failure and success factors. 

Even the most ardent protagonists of BPR, such as Jlammer & Champy, quote BPR 
failure rates from 50°/t) up to 80%. Many theories have been put forth on why BPR 
projects fail. The following is a summary from llammcr & Champy (I 993): 

Factors contributing to BPR failures 

Without expounding we can mention the following tssucs as the most prevalent 
reasons for BPR initiative failures. 

t. lt-ying to fix a process instead of changing it 

11. ot focusing nn bu-;i ness processes 

Ill. lgnot ing e\'crything except process redesign e.g. rcmganisation, reward s •stem, 
labour relation hip. , redefinition of rcspt n ibility and autho1 ity 

IV. cglectin' J eople's \'alue and beliefs [need to rcwatd heha,•imll that c hibits 
ne\ 'aluc and behaviour] 

llllll I I uJt 
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v1. Quitting too early 

VII. Placing pt im on~traints on the dclinition of the problem and the scope for rc
~ngineet ing dTml. 

\'111. !lowing c. isting co1porate cultures and management attitudes to prevent 
Rccngincct ing from getting started. e.g. consensus, short term goals, bias against 
connict. 

tx. Trying to make Reengineering happen from the bottom up 

x. Assigning someone who doesn't understand Rcengineering to lead the effort. 

xt. Skimping on the resources to Reengineer 

Xlt. Burying Reengineering in the middle of the corporate agenda. 

xiii. Dissipatiilg energy across a great many Reenginecring projects. 

XIV. Attempting to Reengineer when the CE is 2 years from retirement 

xv. [·ailing to distinguish Rccngincering from other business improvement programs 
e.g. quality improvement, strategic alignment, right- i?ing, customer-supplier 
partne1 ships, innovation, empowetment, etc. 

:vi. ( onccntt,tting exclush·ely on de ign am\ technology ' hilc fmg tting 
implementation. 

/\ ii. T1yin' to ma ' Rccn •incc1 ing h<lppcn without makin • an ·nne unlwpp ·. 

Ill. 
n 'Ill~: tin • ~:hm • 



According to the proponents of BPR especially llammer & Champy ( 1993) the following 
arc positive pn:ronditions for BPR success: 

1. :cniot Mana 'Cmcnt Commitment and Sponsorship 

11. Realistic Expectations 

111. Empowered and Collaborative Workers 

tv. Strategic Context of Growth and Expansion 

v. Shared Vision 

vt. Sound Management Practices 

vtt. Appropriate People Participating Full-Time 

2.5 McKinsey's Model 

In order to establish the effect BPR efforts have had on Kenya mmercial Bank in the period 1995 2002 we shall use the McKinsey's 7s Model. The focus of the McKinsey approach is on primary, customer value adding processes and the necessary changes of organintional variables to establish these processes. 



Strateror 

Style 

Figure 4: McKinsey's sevenS diagram (Henley, 1991) 

The seven components of the Mckinsey model are strategy, structure, systems, shared 
values, staff, style and skills. If these aspects of a corporation are evaluated it is possible 
to arrive at a conclusion on whether a business reengineering initiative was effective. 

In order to understand this model we need to define the various components. 

2.5.1 Systems 

They arc the processes, methods, procedures, rules, techniques, technology, manuals, etc. 
that ensure that wmk is undertaken efficiently and accurately. They arc the instructions 
that guide staff and management in their daily tasks. All the BPR definitions either 
c plicitly or implicitly refer to these attt ibutcs of ystcms. Very oficn, new ptoccsses at' enabled by new technology. 

l K B the op tntions manual closet guides system , it is the r fcrcncc point fm all 
l Ill . 



2.5.2 Structures 

Organisation . tntctm . on be defined as how an organisation breaks down its activities 
into di:tinct dt:m 'Itt. and how these elements arc co-ordinated. We can identify six 
otgnai:a\itHl :-~It u · tun~s. 

le stmcture 

t. Bo at the apex and everyone else as on operator(s) 

n. Little formation of middle management 

tn. Direct Supervision by the owner 

tv. Applies in small organisations 

v. Dependant on the skill of the owner/manager 

vi. Information Systems tend to be unplanned 

Machine Burc<!ucracy structure 

t. Is the classic organisation structure 

11. · nonnously efficient 

111 . It runs according to tandardL ed procedures. 

tv. Can ctcatc ten ions from the top down, in terms of decision makin~. 

v. C cnlta li cd decision m kin 1 and infonn tion ·stem 



Professional Bureaucracy Structure 

1. Is governed by platL and rules, has a large operating core 

11. Suit~.:d to tompl ·. but stable environment 

111. lias rules but no plans 

1\'. taff are relatively autonomous and powerful in decision making sense 

v Universities and hospitals are some examples 

Divisionalised fom1 

t. I\ large organisation that requires multi-speciality 

tt. Work is done by autonomous units, insular divisions that can behave as small 
organisations in themselves 

111. The apex plays a large role, as do middle managers 

1\'. Prone to miscommunication through the middle line 

v. Tension often exists between head-quarters and divi ton , especially ' ith respect 
to infonnation systems and their usc 

vi. Each division will focus on a 1 articular market 

I. Suited In l't 1111lc. md llll table cnvitonmcnt 

.. 
II. 



111. Remains Oc"Xible to 'best lit' the working environment 

I 1v. Authorit ·. tm ·tm s arc loose and ambiguous 

v. Ha . i · ndlllinist1ativc information systems but advanced work-related systems 

(lknh: ·. J< I) 

Proccs. organisations introduce a new form of organisation that aims to break away from 
many of the above traditional types, particularly the bureaucracies and divisional forms. 
llammer & Champy recommend "a move to much flatter structures organised around the 
processes", whereas Davenport recommends "a mutt id i mcnsiona I matrix stlucture, with 
process responsibility as a key dimension". To achieve this, .Johansson el al (I 993) states: 
"the new organisation must accommodate a balance between functional expertise and 
process involvement" and goes on to say it is essential to remove functional banicrs. 
Andrews & Stalick ( 1994) emphasise "even the boundaries between your customers and 
your suppliers and you must be redelined." 

2.5.3 Staff 

I len ley dctines Staff as "the quality and quantity of people employed" but also adds the 
management issues of "motivation, re\: arc! systems, the structure of jobs and team work" (llenley, 1991). 

BPR has certainly become as ociated with do\: n-sizing and right-si7ing, and in such 
circum. lances it is difficult for employees to ha e the conlidence to redesign thcmsch s 
out or the pm ·e. s. 

2.5.4 Skill 

om ·tti n n ds in it 1 n1 k in md 1 tn rf( n diffi ult t hi h t nd t t' I lent 1 r 1 . '1 h ' ul ' mt ('" tm nt' i. 



invariably associated with BPR. llammer & Champy talk about the "New World of 
Work" where "jobs change fr m simple tasks to multi-dimensional work". This means 
"job preparation ch n' s from training to education, from rule following to exercising 
judgement" nd "mana' rs ·hangc from supervisors to coaches" and "executives change 
flom . ·ot k · ·p ''"to I ·adcrs". (llanuner & Champy 1993). 

2.5.5 tratcg · 

Johns n & choles ( 1993) define Strategy as: 

"the direction and scope of an organisation over the long term: ideally, which matches its 
resources to its changing environment, and in patlicular its markets, cuslolncrs or clients 
so as to meet stakeholder expectations" 

Johnson & Scholes go on to characterise strategic decisions as being "complex in nature 
... , involve a high degree of uncertainty, ... involve major changes ... " . 

BPR drivers are of a strategic nature and include ustomers; Competition; Cost; 
Technology; Shareholders; Politics; Economics, Legislation, and Regulation". Hammer 
& hampy talk about the "three s: ustomers, Competition and 'hangc". Davenport 
( 1993) advocates a "Process Vision" that is driven by "Business trategy". 

BPR deci ions, like trategy decisions, arc complc and involve a high degree of 
uncertainty ("[BPR] i a complex undertaking and can ies igni ficant risk" ( arcy, \993 ), 
and as noted under Sy tcms and tructurcs, BPR involves major change. 

2.5.6 har d Values 

he c tc th ha ic value • n I mi sion n th~.: mgnni . at ion . llcnk · puts it : "the · rise 
'C 11 lit tm ' ' I and •rnwlh ohjc tiv h · 1 latin' thl: 'll• Is ol the lit"' to llt'l:Pt'l hum n n ptinci1l " 
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reengineered business operations, individual belief systems become aligned .with the . 
stated beliefs of the organi.ation". 

Rccnginc ·ring ntail. a. rcat a shift in the culture of an organisation as in its structural 
conligmation I ~ ·nui ncct ing demands that employees deeply believe they work for their 
custontt.:rs. m t fm their bosses" 

(llnmmer & Champy, 1993) 

2.6 Case Studies 

2.6.1 Unga Limited 

This was a case of how things can go wrong during a rc-enginecring initiative. 

In 1996 business process re-engineering saw the National mills corporation divided into three groups namely Milling operations, animal feeds and edible oils and cereals. Teams were established which were to identify issues raised by both internal and external customers. The primary objectives of the BPR were to focus on quality, cost, service delivery and reduced time for order fulfillment. The resolution of all process owners \vas 
to listen to the voice of the customer and make them sat is lied . A vision was developed. 

However a few management fundamentals were ignored with disastrous result . 

1. 'I he mam change agent, instead of remaining as a consultant, so as to bring 
ohjccti\'ity to the exercise was employed as the managing director. 

II. ' I he tc-cnginect ing and rcsttllctming cft'ot t '''as not cffccti\'ely communicated tn 
the tnlf lea ling to demoralizollion. 

". 
Ill , ll\( 
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iv. Due to poor analysis of market dynamics Unga limited ended up with a huge 
stock of C'\pCnsive inputs. 

2.6.2 BPR at Cignn orporation 

We nm us· this case study at 'igna to get insights into well-executed business process 
n::-enginecring initiati es. 

'lGN a leading provider of insurance and related linancial servtces undertook re
cnginecring activities between 1989 and 1993. CIGNA completed over 20 rccnginecring 
initiatives. 

Reengineering at CIGNA started with a new chairman stepping into a troubled 
environment. In 1 9R8, CION A's income had fallen nearly 11 percent from the previous year. As part of a new corporate strategic planning process initiated by the chairman, the new chief inf01mation oflicer (ClO) launched a review of how well the systems organintion was supporting the strategic direction of the business. The study revealed that sophisticated applications were layered onto an old organintion without changing the underlying processes and without the desired impact on the business. 

The Cigna experience brought out ten\ seful\cssons. 

I. Diffuse and le,·eragc lcaming from each project. Facilitate the sharing of lessons 
learned from one project to another. 

11 . /.cam from failure . 'I o succeed in BPR, one must be\ illing to accept failure am\ 
to lcntn ftom it. 

iii. Fost r commitiiH 111 and OWIH'I' hip at a !lie' ek Sl·ninr mnnagcmcnt am\ l'tont line 
mtl yc n d t I I 0% committe l to the initintivc . 



1v. Exploit "clean slate" opportunities. Be ready to implement new designs 
unencumbered b lcgn ¥faci lities, systems, processes, or employees. 

v. ltlllol' rccn.~Jnc•cnng to the characteristics o.f the env(ronment. Management 
should '1. s~ s .,: hcthcr a top-down radical change program or more of a 
con· 'IISliS·dl i en mode should be adopted in light of the characteristics of the 
organization. 

Yt. , fsccnd to higher forms o.f reengineering over tim e. Rc-engincering focus should 
\\ith time shift from operationally driven efforts to initiatives where the goal is to 
increase shareholder value. 

Vlt. Afo,•e with speed. 

viii. Communicate truthfully, broadly, and via multiple .fontms. It is important for 
those who wi \1 be affected by reengineering to understand how the effort wi ll 
unfold and how it will affect them as individuals. 

tx. Select the right people. 

x. Focus- most of all- 011 a mind::.et change. 

2.7 Summary '. 

BPR then is "the funJamcntal rethinking and raJica\ tedesign of business processes" that 
re ult in "dtamntic improvement" especia ll y in meeting customer needs and other 
external ltalcgic demands. sing 1cKinscy's organisational model it was siHmn that a 
l'u\1 BPR ptn •t.tmm impmt (l o 7 ol'th otgnni atinnal dimcn. inn . . nmt that it is dtivcn l y the 7th clement. Stt'tlcgy. 

lh tion m. nu 1 th r fct n int II I ' B. I h tn Hilt II 
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the manual prefencd. The structmc at KCB can best be described as falling into the 
category of divisionali cd form. Work is done by autonomous and specialized units , 
which arc quit po\\ crftt l in their decision-making e.g. KCB Card center, Savings and 
Loans, I I' dcp·utmlnl et ·. 

A n.:-hmndin' c ·rcisc, which is still in progress at KCB, is cmphasi7.ing the signilicancc 
~1f shanxi \'alucs. It is aimed at creating a shared vision within the organization. The 
greater goal of thi exercise is a cultural shift. This is a key ingredient in successful BPR initiatiYe as brought out by the Cigna case study. 

K B has a division whose sole responsibility is strategic planning. This divi sion plays a guiding role and also harmonizes tactical plans within autonomous divi sions in order to achieve the corporate stra tegy. 

One can infer then, that a full BPR prograrnme will involve significant organisational change. 



3 RESEARCH METHODOLOGY 

3.1 Introduction 

'I his rhapl ·r tks Tih ·s the methods used in the collection of data or infom1ation pertinent to umm •t in' th · r · ·car ·h question. It is divided into research design, population of study, sampling plan. data collection and finally data analysis. 

It is my postulation that: -

Bu iness Process Re-engineering if used properly, is a significant factor for successful implementation of information systems. 

3.2 Research design 

Research design can be classified as Experimental, Survey, Case Study, Archival Analysis & llistorical Designs (Wanjohi, 2002). In this research an exploratory ens~ study design will be used. This will be a longitudinal study of radical change initiatives undertaken at Kenya Commercial Bank in the period covering 1995 to 2002. Similar exploratory case studies undertaken include the Cuban missile crisis, which was conducted in 1971. 

3.3 Population of study 

'I he population of the study compt isetl entirely of Ken a ( 'nmmetcial Bank employees. 'I htce at cas were focu . t·d on: -

1. Bu incss unit • \\ hich hnvc implemented infot mat ion s ·stem in the pet iod I<)< " 2. 'I hi. include:-

i. cnlt I< l tin'< nlt ( h qu uul I llonic Jll m nt 
.. 
II . I 1 ntt Vi tt ific til n n \ d \it 



111. Card Centre - Proprietary and major card acquiring 

JV. Tratk finan c Eximbills system 

,.. r,~.. .. ,s'" -11 MS 

\1 . .'wtlt center Swift system 

\'11. I Iuman Resource department - 11 R system 

\'Ill. Finance department - General ledger system 

2. IT division, a major stakeholder in theses projects. 

3. Strategic Planning department, which has a role of harmonizing the various 
system Implementation initiatives so as to be in tandem with the corporate strategic plan. 



From the three areas of interest above the target population was as tabulated below. 

-
Department Population Central Clearin C ntre 42 
ATMC.ntr 18 
Cmd C ntro 25 lrnd fin nc 17 
T r n!'>ury 

30 
Swift center 8 
Human Resource department 39 
Fin nce_Qepartment 33 
IT Division 

82 . Strategic planning 4 
Total Population 298 

Table 3. Research Population 

3.4 Data Collection 

1 he primary instrument for data collection in this research was a questionnaire. Primary data was collected by usc of a questionnaire. 

A self-reporting, structured and undisguised questionnaire (appendix B) made up of some closed and open-ended question was administered. 'l he questionnaire was sent to the target population largely through email and also through the KCB internal mail routing center. orne of the questions were based on previous studies done but were enhanced to suit the changes and circumstances cited in the literature review. Section A of the questionnaire gave general infom1ation n the business unit and the ptoject undct im c ligation Section B sought infom1ation on change management and business process te-en •inecring i ·sues . Section B combined closcll-cndcd ami 5 scale likctttypc questions . 

Inter\ i w wctc u cd to eek flllthct clarification and to olicit infmmatinn ftnm th • c: uti\ c man. •cmcnt. 

collect· I fr 1 1 
1 

'H int ""'' lh '"" nl \1\d 1 !ttl tl\tl '' o ltnm •m nt n I m • ztn in h 1 u\ li · d( m in. 



Structured questions were used to generate qmmtitativc data and statistical analysis while open-ended questions wcr used for providing qualitative data for the purpose of recording attitude~ anti , uggcstions regarding the use of Business Process Re-engmecnng. 

3.5 Data analysis 

Data analysis and findings will be presented in the form or tables, proportions and graphs. 

Descri1 tive tatistic will be used to analyze closed - ended questions. Answers to open ended questions will be tabulated to reOect their frequency with a further discussion for a better understanding of the given responses. 

Statistical analysis tools like SPSS will be used to analyze the data. Factor analysis will be done to establish the relative significance of various variables. The objective will he the reduction of' the observed vat iables to a small number of latent !'actors. The underlying assumption will be that amongst the observed variables affecting the role nf infonnation technology, as an enabler of business process reengincering is a number of latent fact rs that is there exist a number of unobserved latent variables (or "factors") that account for the correlations among the observed variables, such that if the Intent variables are held constant, the partial correlations among the observed variables will become zero . 



4 OAT A ANALYSIS AND INTERPRETATION 

Quantitative resent ·h was 'OVered by questionnaires that were sent to the target population comttisin 1 f KCB staff members as highlighted below. Completed qucstionnuir ·s "~~ ' dit ·d for completeness and consistency. The data in the first part of tltl: sttt v · · i.· 1 r ·sen ted in terms of proportions and mean scores. The second part of the qm::stionnaitc i analyzed by usc of factor analysis. 

4.1 Survey participants 

The following table shows the response rate by KCB Divisions. 

--
};opul~:io_n_ 

------- -·-
Response Department 

Reponses rate(%) 
42 12 28.57% 

Central Clearing Centre 

-
ATM Centre 

18 
44.44% -

Card Centre 
25 12 48.00% -

Trade finance 
17 5 29.41 % -- -

Treasury 
30 14 46.67 %_ Swift center 
8 ~ 75.00% Human Resource department 39 121 53 .85% - - ---

Finance department 33 13 39.39% IT Division 
82 \23 28.05% -

~ategic plannin_g 
\2 - 4 

50.00% -
Total Population 

298 116 38.93% -
Tahle 4. Rr. earch Population and response rate 

Out of the 29R participants targeted, 116 responded gi ing an ovcta\l r sponse rate nf lightly bdow 39'!{,, 

1 h" l'olhl\\ in I is n hi ghli ght or the dcmn•t .lphk an:ll ysi or the IL'Spomlcnts 



-- ---··-----
Respondents by Gender 

89% 

[o Male -~~ Female J 
-----

Figure 5. Respondents by gender 

13 females and I OJ males responded to the questionnaire. This gave an overall 

percentage response rate of II% and 89% respectivel y. 



-- ---- -
- -·· -- ~ --

Respondents by Age groups 

---- jo2s -3o 31-3s o36 - 4o 041 - 45 ~46 ~o] 

Figure 6. Respondents by age groups 

Only I% of the respondent were in the 25-30 years age bracket. 34%, of the respondents 

were between 31 and 35 years. The vast majority 43% was in the 35-40 year bracket. 

r--- -- -----
Repondents by years worked at KCB ---

8% 

, 

[J1 

I i •u•· 7. H 1 one! 11 
Ill cl lt • ( n 



34% of the respondents ha e between 5 and I 0 years of experience at KCB while 36% of 
the respondents had at 

Ro pondonts by level of education 
------

8% 11% 

81% 

----

Figure 8. Respondents by Level of education 

II % of the respomlents have high school level educat ion . 81% of the respondents had 

either a higher national diploma or a bachelors degree while 8% have masters degree. 



4.2 Questionnaire response 

To facilitate analysL the qu stionnnirc answers have been summarized and ranked and descending onkr. 

In \'our opinion how i lllf ortant are the jollov\1ing factors to the bank when considering a new S\'S(('/11 :. 

-----------------H.nnk Ycr~· Important ::; 5 
'fJNo __ Not lmpor:...:;l.::.a:.:nl~=--=1 ____________________ 1--- ---1 1 lmprO\ing quality of service ------------------- 4.83 2 Reducing processing time 
4.64 3 Opportunities offered by new technolog·y"--------------------- ~--~- _ lntcg~·ating the business unit to other systems withinJ.h~ban~- 4.59 1:\ Competitive pressure 
4.59 6 Conforming to an external requirement (statutory, supplier, regulator 

7 

~ 
9 

10 

requirement) 
'U?_?_ Active pursuit of KCB strategic plan 
4.42 Increase in employee productivity 
4.:...:.·-=:.:33=---1 Problem recognized in business process 

Extending the functions of an existing system 
4.32 

3.6 
Table 6. Factors" hile considering a new system (II) 

Improving the quality of services 2tands out as the most imp01tant ractor , hen considering a new system . Active pursuit of the KCB strategy ranks 7' 11 while extending the functions of an c. isting system 1 the considered the least signi!icant !actor , hen undc1 taking rc-cnginccring exercise. 

7 



77u' following stakeholder are inmlvcd in pn~ject implementation at KCB. 

I~ an k Vc.·ry lmpurtnnt- ~ 
l]No Nut lmpurtnnt l 1-

I 

3.85 z 
3.69 ' 3.03 H 
2.89 artment 
2.77 6 Customer service 
2.56 7 Shareholders 
1.99 <. 'ustomcrs 

1.72 -- - - -· - -
Table 7. Stakeholder involvement 

From the survey results, senior management arc involved in most projects that arc undertaken by the bank. However customers are rarely involved in the projects . The IT department is involved in 70% of the business process reengineering projects. 

The following tenets are practiced during prqjcct implementation. 

Rank \Very lmpmt::mt = 5 
_ ~ot !nlJ>Ortant = 1 l]No 

A pilot group for testing the new scenario is usually established berore 
z 

the new system i implemented? 
3.64 An 'as is' (cuncnt state) analysis is done hdme emhatking <;;-; nc\\ ' tem'! 
3.08 

---i-'"---

' A . \talc •y is defined on how to reach the 'to he' (target) situation utlim::d in the vi ion'! 
2.89 shatcd vi ion with every r11ojcct. e.g. '\ •e ' •a nt tn ha\'e the most innovative ll_l_l_u_c_t._··_. -----------------_ ~ 2.8'7 

"I hi R. ' I { n nt pntdil'rcl clurinJ.! implc.•nH'nt:ttion 



A shared vision is only espoused in 57% of the projects undertaken at KCB. A strategy on how to reach the desired situation is defined in 58% of all projects undertaken. An 'as is' analysis is can icd out on I 60°{1 of the cases. 

Clwn,t!,C'S I<'<JIIin·d in a 1 '/ ical husincss unit to successjitlly implement an i17fomration S\'.\'(C/11 (1/ I\ ( '/1 , 

------------------------------------------~ rJNo 

2 

.__ _ _.Chang_~ i~1 ~he organisationaln~)dcl . __ 

Table 9. Changes required in order to successfully implement pro,jects 

The respondents felt strongly that many changes needed to be effected tn order to facilitate project implementation. All changes suggested in the questionnaire scored well O\'er 80% as depicted in the table above. The tespondcnts lclt strongly that their needs to be a change in the communication modes adapted during project implementation . . , he survey also indicates strongly that it is necessary to redefine the processes and wotktlow when implementing projects at KCI3 . 



Organizational change mwwgemcnt techniques used during pn~ject imJJlcmcntation at KC/3. 

Rank 

2 

l 

5 
6 

7 

8 

9 

lO 

11 

12 

13 

14 

Very lmportnnt 5 
Not lmpurtnnt 1 __ 
/\lignin • amlmnl ilising kam kaJers 

3.3 l 'nl'ilt~t.:<Hilin ·~kill building (to acquire~~ behaviour) 3.19 Com:hin!.!. nl 1 coplc involved --· 2.97 Fstablishing a conce t tore 1_ularly communicate with eo lc involvcJ 2.94 btallishin!.!. a ( hared and motivating) vision 2.92 
- '< 

Vocal and, isible su ort of senior management (Walking the talk) 2.81 !\iring. 1 romoting, developing employees who can implement the \'IStnn 
2.72 

2.66 ----

lnstitutionalise new a 
Establishing a sense of urgency 
Dcalin with resistance 

(to build 

orllhe change initiative ------------------

2.65 

2.62 

2.6 

2.59 

2.49 

2.45 

2.36 

Early involvement of co )le being affected Build a critical mass for change: buy-in ami stay-in (Winning mass SU) )Ott)t._ _______________ _ 
Creal~ 11n~phcre of o 1cnncss and It ust_ 

2.3 

2.12 
Table 11. ~ hange management technique 

Aligning and mobilizing team leaders sc Hed highly while other chan •c management techniques cored pont ly" ith an average of 50%. An atmosphere of opcnnc'\s am\ It ust ''" wnkcd the lnwc ' l with most tcspnndcnts imlicatin' that they felt thatthctc \\as littk 01 nne • nd ttu 1 dtll ing 1 rnjcct implementation. 



J~jjcctivencss of channel (~{ comm11nication 11sed at KCIJ d11ring project implementation. 

-lrtant - 5 
r/No ·tunt l 

1 

3.65 2 111\L'I n:\1 II ews kt tcr 
3.6 ~--. -- ----' W\Hk:IH'I '~ 
3.35 v idt:(l 
3 \\\:h site, internal web ages) 
2.72 --- ---

S lnttand { 
6 Notice Bt lard 

2.47 -----
Table 12. Communication channels 

Email was rated as the most effective mode of communication amongst project starr. However this has its limitations, as email penetration is not I OO'X, within KCl1. The usc of the corporate intranet to propagate project information ranked very low with an effectiveness rating of 54%. 

Areas of emphasi;;es during information system related training at KCB. 

Rank Very Important - 5 
r/No - Not !mporlant = 1 

I Son wa rc training_ t Funt;t_i9na I it y) 
3.61 

- -- -2 Skilll)uitding regarding the lnfonnation system VIS lOll (new process I training) 
3.24 -r'' - ( omtmmi<:ation '1 raining 
2.88 -

,5 !"raining in team Jcvclopment, team wotking 
2 88 

--~) 
-I wining in conflict m;.ma11cment, gmup~xnamics 

2.78 

.._ 

-
'1 ahlt.• 13. Project related trainin~ 

Fmph. i ( 11 tt.tinill I dlll in 1 hu inc. s p1nccss H.·cngincctin • ptnicrts mnstl \at gels fl r functinnulit •. 'I hi PI cat to l at th' c. p~.:11 c of' ttninin1 in communicatio11 , m I uildin 1 111 I connict num g mcnt. 



'lhefol!uwing arc the main c/wllcngcs (/}I'Ohlcms) during JJroject implementation phase. 

- ·--Rank Very lmportaut 5 
lJNo Not Important I 1-

1 Orgainisutionul politics 
4.42 -·· 2 

I ime lot impl •tm.:nlation needed, long_er than expected 
4.11 -

-1 
Budget needL·d. highet than expected 

!.1__ ~ -
( >r •ants,ttion and pmcedmes arc not adapted to the new si tuation 
~kchnol{lgical and organisational inlcl[ation on difrcrent levels) 

4.03 5 
Tcchnologtcal limitations (pcrfOtmance/missing runctionality) 

3.89 - t---:. . 
6 Focu too much on technological aspects, too little focus on people 

3.88 - -7 Resistance of middle management to change 
3.85 -8 BatTicrs bet ween departments 
3.84 9 R~sistance of users to change - 3.8 -10 

Not enough support from senior management 
3.7 It Project does not have appropriate priority 
3.69 12 

Scope not well defined, project is oversized 
3.6 13 

Not enough resources available (e.g. Technical expertise within KCB) 
3.05 14 

Availability of people from implementation team 
2.66 15 

Intercultural £.!:_oblcms (i.e. language barriers) 
2.15 

L 

--
Table 14. lain challenges during project implementation 

·r he main challenge in business project reengineering at K B was cited as organintional 

politics with a on overwhelming RR 11 ~1. lmplementntion time wns also seen as a big 

hinderance to ptnjt.:ct success. At 4J% lntercultma l hntt it.:ts \\en: seen as ofTet ing the 
ka ·t challenge dwing business ptoccss rccnginceting. 



1f1e services o./]'cred hy the IT dit·ision can he mted as. 

-- -Rani< Very lmporfnnf - 5 
r/No Nof I lllJH>rfnnt 1 

I 'I he stalfha.· !..mm I d 1 ·to ans'l: cr my questions. 
3.39 -2 I he q u:tlt t y n I "nt 1\ 1 'I formed is exce llent. 
2.91 J My \\ot!.. i · p ·rformed at the time promised. 
2.89 ~- I han: nn doubt· about the services I will receive 
2.89 - -- -- -~ The set, ices arc improved continuously. 
2.89 (, 'lhestaff ho\\' a sincere interest in resolving my problems. 
2.81 7 ~ly \\'Ork isperformed right the first time. - 2.76 rhc staff is consistently polite, considerate, and friendly. 8 

2.71 9 The department offers comprehensive and effective training. 
2.66 10 The staff keeps me informed on the status of the work. 
2.65 II The staff tells me exactly when services will be performed. 
2.61 12 The staff finds out my needs and tries to fit their services to my needs. 
2.59 IJ The stall is never too busy to respond to me promptly 
2.56 My problems are addressed quickly. --14 

2.56 15 The staff is interested in what r say and listen to me. 
2.55 -

-
II~ dcpatllll~tt procedures arc up-to-date nnd easy f(lr 111 c to l'ollow. -16 

2.32 - ----- -- --17 
The department makes me aware of all rules and regulations affecting 

I- my work 
2.29 18 The department insists on error-free records . -
2.09 -

Tahlc 15. IT l>h·ision cffcclivcncss • 

<.:cording to most of the rec;pondcnts the IT division posscssc the tcquisitc knm\llcd to addrcs. 1110 t issues. IIO\\C\ er the division scotcd c:;oo o on moc;t of the other issu gc 
cs. 
rc 

ccording to the sutvey members of the dcpat trnent do not sho\ 
to deli\ ct Cit or lice services. an ovetwhclming tlcsi 



To ll'hat extrnt are the .foi!OII'ing f>CJ:/(mnal/cc illlfJJ'O I'f.'IIIC'Ilts realized .fi'am pmjcct 
illiliatil'es at KCB 

1rtant - 5 
·t 1111 t 

Rmtk Very lmpc 
Not lmpo• 

Improved 
I 

2 ( 'ustomtt 
thwt~tput 

s·tti'>lhcti< n 
1 Fntplo · · • pt odu ·ti\ i~}'_ 

1m proven 

Reducliot 

1enltn quality 

1 in costs 

Tnhlc 16. Perfonnnnce improvement 

- ----
r/No 

·---

3.42 

3.22 

3.22 

3.15 

2.98 - -----

C)Rn n of the respondents felt that the projects implemented at KCB resulted in 

1 crformuncc improvement. Only 58% or the respondents felt that the projects resulted in 
cost reduction. 

To what extent are the fo!lowillg negatil'e effects of project implementation felt at KCB 

Rank 

I -2 

3 

Very Important= 5 
Not Important= 1 
Costly 

Decrease ~employee morale 
Disruption of business 

Tahlc t 7. egnth e effects of BPR 

r/No 

3.73 

3.19 --
2.8 --....J 

Increased costs were cited a the biggest negative effect or BPR with a store or 75n' 
, n. 

Dcctca c in employee 11101 alc wa. al o inuicatcu as a majot negative consequence of 

BPR. BPR wa al 0 seen to cause disru1 tion in Sc% of the bu. iness units \\'here BPR '"'s 
llll lert · ken. 



Cross tabulation Level of Education I Years worked at K( 'B ('X,) 

lligh schoo l 

Bachelors 

1-5 Year. 5-10 Years 

JR 
2\ 

10- 15 Years 
- -

17 
-· 

19 

13 

15+ Years 

-73 

II 

2 

--
Tnhl~ 18. ('russ tabulation Lc cl uf Educntion I Y~ars workt•d at KCB 

From the above cross tabulation it can be deduced that a vast majority of the respondents 
with high school education have worked for the bank for longer period than the 
rc pondents with a bachelors degree or masters degree. 62% of the respondents with a 
lllaster's degree have worked for the bank for less than fi ve years . 

4.3 Factor analysis 

Pactor ana lysis was used in analyzing section II of the questionnaire. J\ total of 95 likcrt
typc sta tements participated in the factor analysis. 'I he table below shows the statements 
participating in the factor analysis with the respective descriptive statistics. 

According to table J\9 (appendix) ~mproving quality of service, has a mean of 4.RS, 
Which indicates most respondents, viewed it as \Ct Y crucial. Cultmnl change in 
conllllllnication st) 1c had a mean or 4.R I, this implies th:tt most respondent" thought thnt 
their needs to he a cultwal shirt in the wa infotmatinn is passed on dtning project 
i rnp lcnH!ntat ion. 

< u tion G. ,()2, 7. 56, 5 had a mode of 5. I his implies mo. t ol the rcs1 ondcnts a 
11 

ed 
on tc i tn 11cc to change, harrier bct\\'ccn dcpatlm nt . time for implementing 1 tnjccts as 
th 111 'or hin It nee in hu in procc rc- n 'lilt.: tin' trn 'ct' l . 

th I, r ' numl r o 
11 II It tHliiO\\' dm n 

ti i1 atir ' itlt hi •h \iathn hi\ 
n m II \in•th ith I tnn I t I d i ti 1 • thi . I il li II ol 



consistency of choice on the part of the respondents. 



The following table shows statement s lcctcd for the factor analysis. 

Question 
No. 
1 
2 
3 
4 

5 

6 
7 ---8 

ariable 
No. 
1 

Standard 
Deviation 

-----------. _ 9.:3_79_378_ 

requirement {statutory/ supplier 

11 enior ma~age-:::m.:..:.e::.;n.:..:.t __ _ 
13 - 12 arget users 
1e-1-3 --1-:...c::ustomers ---_------ .889008 

14 ultural changes {e .g. change in communication techniques to a -- -
more open communication and collabor~o.!:!_c~tur~_t __ .3937

29 
Reengineering/Redefinition of processes (e.g.approaches 

orkflow chan es 



Table 20.Variahlcs used in lhc farlor nnal:,~is 

Correlation matrix is the bn. is fot generating factors . The correlation matrix attached in 

the appendi x, shows that v:uia l ks I (i mprovi ng quality of service), 29 (rocus on 

technology and lit tit: f(H: tt ~ on pcopl •), 31, 10, 18 and 9 have a positively high correlation 

with tlw other ,.,11 inl ks at iablcs 25 ( 'ommunication training), 19 (Facilitates 

training/~kill building . 12, , G and 23 have a low correlation with the other variables .. 



lnilial ComiJHIIlalily Esli111a!cs arc Squa1ed Mulliple ( 'orreln lions. 

·-- -
Variable Communality Estimates as percentages 

-·- -- --·- -----1 98.9/4 - -- -2 99.177 -3 99.091': -4 99.095 -5 99.ogr: -6 73.239 -7 98.832 
8 -

90.797 
9 - 98 307 
10 -- --96.56 
11 96.487 
12-81 .641 
13 83.687 
14 
1- 99.032 
15 98.75 
16 98.454 
17 

1- 98.014 
18 96.158 --19 - --------t- 90.366 
20 95.063 
21 95.672 - ------22 -- 92.304 -
23 91. 112 - -24 92.053 --
25 91 .057 26- -r-:: 96.986 . 
27 - 94 .241 
28 -- -
29--97.593 - - -98.065 --r--
30 -
31--92.062 

97.532 . ...;,. 
~2 90.554 
~3 93.683 
~---- -t-1. ~08 35 --...... _ 96.044 --
1 

ahJ 21. ( Ullllllllllalify E fimah.· asp rcrnt. g : 

lllJttun, 111 
th pror ort ion of th \ n blc ' '' ri lion ' ' the tnt I '• ri lion th, I i in, nh d in lh 

lo '" I r n of th tt c ntr utiort ll 1 1 
I 101 l lu 

lh con Ill , I nd I r c nun 1 tn 



4.3.1.1 .1 Roots (Eigenvalues) Extracted: 

Eigen -·---- ,~- --- ----·---·---- --------
Root Eigenvalue % of trace in each root 
1 25.682 73.376 
2 - ---------- ------

4.242 12. 119 -3 1.72 4 932 - - --~---·---- -·-~--4 1. 18 3.939 -- --- -5 - 0.504 1.439 
6 0.298 0.85 -7 0.267 0.763 -8 0.223 0.637 -9 0.153 0.437 -10 0.121 0.346 ---11 --- -----0.097 0.278 
12 ,...__:;: 0.068 0.194 
13 0.051 0.147 
~ 0.042 0.119 
~5 0.024 0.068 

~ 0.021 0.059 
.1I 0.015 0.044 
.!§_ 0.014 0.041 
19 0.013 0.036 
f~ 

- - ----- - -- ---- -- -
0.01 0.03 

r~ 0.009 0.025 -
22 0.007 0.021 -23 0.007 0.02 -24 0.006 0.017 
2s- ·---- --;:;.._ 0.005 0.0~5 
26 

~005 0.014 2?- --
r:=-- 0.004 0.011 
28 -- 0.003 0.009 - -29 --- --- .OJ?03_ 0 007 -30 - ----- 0.001 0 003 
31 - --·- 0.001 0.002 
32 --- 0 0 
33 -

0 0 -
3--- - -

0 0 --
@.~ ·- -- - - ---0 0 - -- --
1 nhh· B. Root ( J:igt•nvaltH ) E fr, d d 
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2 

0 

5 6 

PLOT OF EIGENVALUES EXTRACTED 

2 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 
ROOT NUMBER 



Eigenvalues indicate how well each or the ractors lit the data li·om all the respondents . 

Factor I, scores 25.68. 'I his cxplnins TL 0 11 of the variation. Factor 2 explains 12.12%1 

ol' tl1 c variation while 111ctor. J and-~ nc ·ount ror Y% and 4rX1 respectively. 



No. or iterations := 25 

Varinwx Rotated I ,<Hidings wit h 11 5 eases. 

-- --4·- --------
[Fnctor 2 Factor 3 Factor 1 Factor 4 -- -- -

var1 0.9r.:1 0.027 0.29 -0.008 ------ --var2 0. 8 0 026 0.36 0.001 ------
var3 0.9r-3 0.011 0.24 0.157 -var4 0.953 0.011 0.24 0.157 -- -
var5 0.953 0.011 0.24 0.157 -var6 0.253 0.071 0.592 0.56 - - - ·-· --·~----·-
;!.._ar7 0.949 0.07 0.234 0.168 

var8 0.549 0.121 0.732 0.239 -- --------
var9 0.907 0.075 0.353 0.176 

-
~r10 0.867 0.303 0.225 0.267 

var11 0.906 0.211 0.252 0.191 

var12 0.062 0.876 0.184 0.107 -var13 0.404 0.66 0.263 0.41 

~r14 0.957 -0.024 0.271 -0.01 

var15 0.9 1 0.007 0.365 0.161 - - ---
~ar16 0.939 0.021 0.242 0.21 

~r17 0.91 0.138 0.35 0.099 - --
var18 0.893 0.138 0.318 0.2 11 -- ---
Var19 0.015 0.883 O.OGG 0.347 -- -------- ---
~20 0.751 0.054 0.492 0.377 

~21 0.889 0.2 0.215 0.283 -
~22 0.227 0.569 -0.727 0.142 - --V~23 0.203 0.222 0.438 0.793 

Var24 0.44 0.268 0.75 0.304 ---
var2s - 0.067 --

0.005 0.95 0.06 

Var26 0.756 0.364 0.516 -0.008 

var27 0 543 0.054 0.766 0 242 - -Var28 0 933 0.189 0.248 0 088 

Var29 - 0.232 0.372 0.867 0.194 

~~0 -- 0.805 0.468 0.181 0.148 --
~r31 0.897 0.233 0.246 0.235 -var32 0.604 0.303 1Q_.192 1~642 -,~ar33 0.027 0.372 19.:.096 1~88 --~r3_~ 0.505 0.439 0.681 QJ_39 

~~35 0.923 0.146 p.2r.5 0.1__19 

I :thl I 2~. '~rima nutat d I o.uliug 



Factor l is loaded heavily by variables I J, .\, 4, and 5. The questionnaire statements 

corresponding to these variables arc: 

1. To what C'dcnt nre ru~tnrn 'rs involved in project implementation 

11. I low irnpnrtant arc oppor tunitics ofTcred hy new technology when 

considering a nc\ system? 

111 . I low important is integrating the business unit to other systems within the 

bank when considering a new system? 

1v. !low important rs competitive pressure to the bank when considering a 

ne\ system? 

Factor 2 is heavily loaded by variables 25, 19, 12, and 13. The questionnaire statements 

corresponding to these variables arc: 

1. To what extent is communication training emphasi7ed during infotrllation 

system related training? 

11 . lim often is learning and skill building used as an organisational change 

management technique during project implementation at KC'B? 

iii. To what extent arc the target users invoh ed in pr<~crt irnplcrm:nt,t tion '' 

tv. I low important is compctiti,·e pt e Ute to the bank "hen con idcr ing a new 

' tcm '! 



Factor 3 is heavily loaded by variables JO, 27, 4, and R. The questionnaire statements 

corresponding to these variables arc: 

1. Is resistance or middl · 11Wnagcn1<..:nt to change a challenge during project 

impll'mt·ntatinn Jlllls •'. 

11. Is "Hud~et needed higher than expected" a challenge (problems) dming 

project intplementation phase? 

111. I low effectively used are intemal newsletters as a communication channel 

1v. How important is Increase 111 employee productivity to the hank when 

considering a new system 

Factor 4 is heavily loaded by variables 33, 23, 32, and 22. The questionnaire statements 

corresponding to these variables are: 

I. 

II. 

., heIr di\ ision insists on ettor-l'rcc reco1dS 

1 low often is creating an atmosphere of openness and trust used as an 

organisational change management technique dill ing p10jcct in1pknH:ntation 

at Kt B'? 

Ill. The I r divsion dcpattmcnt procedulcs me up-to-date and c ts~ for me to 

fo II o w. 

I\'. I low often is build in 1 ctitical 111 '1 fi.1t chan •c: hu ·-in and st ·t · i1, '\\'' • 
< • \ 111Jli1J I 

111 •1 liP I 011 ) u d a n han 1 
11H11HI ' m nt t <:hniqu du 1 i 11 , J'loj 

itnl lcmcnt Ilion at n H. 



5 SUMMARY AND CONCLUSIONS 

The objective of thi s study was to 'X flor ' the role of information and con1munication 

technology in business proc ·s. r ' •noin ·cring. 

5.1 Conclusions 

5.1.1 Conclusions on surYcy parficipants 

Ten KCB business units were used as the factor analysis test cases. According to the 

survey respond ents, each of these business units had undergone through a business 

process re-engincering exercise in the period covering 1995-2002. 43% of the 

respondents were in the 36-40 year age group. 34%, of the respondents ha ve worked at 

KCB for between 5 and I 0 years, with a good majority of them having served in more 

than one business unit. Over 91 %, of the respondents had above high school education . 

5.1.2 Conclusion of the factor analysis 

From the survey improving the quality of services came out as the si ngle most 1· 111 1 · · · por ant 

factor when considering a new system, while organizationa l politics was ci ted as the 

biggest cha ll enge when implemcn! ing a new system at Kenya Commercial Hank . 

According to the su rvey findings cus tomer invoh·crncnt in KCB projects i'> ' 'Ct y low \\ ith 

an involvement rate of 34%. A shared vision is only espoused in 57°~1 of the . 
' J11 OJCCt'\ 

under taken at K( B. 

1 he l:t>lldation matrix indicates a strong n:lationship hct\\'c n too mucl 1 r 
' lOCUS on 

technology at the e.,pense of people. a p<nrly defined scope, organi7atinnal culture and 

irnph.:rncntation challenge . '1 he co11clatinn matr i: lilllttcd the n~ "I stn1•, ol th, liwtor 

anal . is that de·tl with •cncr 1tin' the fadors . 

I h mal, rim·•. u 1 ti 11 HI •hl ut four i •nili · nt f: h t • 



1. Factor one is greatly inllucncccl hy va ri ab les touching on customers, 

technology, systems intcgrati n and com petition . Three of these variables arc 

ex terna l environment fit ·tors. , ystcms integration is itself' driven by 

availability of technolog ' hich re-emphasis the influence of the external 

cnvirontncnl ott f~t ·tor one. 'J hese var iahles scored poor averages, which 

indicates that K 13 needs to adchcss ex ter nal environment issues when 

umkrtaking lusim:ss process rc-cngineer ing. 

tt . Int erna l communication, learning, sk ill building, internal capncity 

development, and target user involvement heav ily loaded fitcfor two. These 

factors revolve around change management. From the survey analysis these 

variables have a negative influence on the success or busi ness process 

initiatives at KCB as they scored poorly in their respecti ve ca tegnries. 

11 1. Factor three draws it's influence from tesista nce of middle management to 

cha nge, budgetary issues, effectiveness of internal newsletters as a mode of 

communication and employee productivity. 'I hcse variab les relate to style of' 

implementaion. At the planning level it is imperative that budgetary issues arc 

addressed and ctTcctivc communication methods arc put in place . 

rv. Factor four is influenced by variable that touch on organi7atio 11 teadincss. In 

the survey, organization readiness can be seen through issuec; rei t' · · a rng to 

atmo phcre of openness, building critical mass for change and 1 r di, ision 

proccd mcs. 

belt of the four factors had ·tmng in nuencc fwm In format ion and ( (ltnlltttn ica I ion 

Tt:chnology variables. 

5.2 Limitations of the stu Y 

ll II 1 arti iJ. nt l tt gctcd \\CI c "'I I I d qu tic nuair in tint 

l1 irinputw uldhavc mi·h dthi ut\ , l,i\' nth 



of KCB, proximity was a constraint where lacc-to-lucc interviews with so111c respondents 

would have further enriched this surve . 

1\.s with all research, th ' tcscmc.:h had a number of' limitations. In the questionnaire 
' 

respondents were required to rast th •i r minds back in time in order to answer many of the 

questions. Th<.: ability of till.: r ·:-~pomlcnts to tecall past events could potentially lead to 

errors. The study i.JIS( u.:licd on respondent perceptions. Using a survey and perceptual 

rncasmcs is problematic because it introduces the potential for bias. 

5.3 Recommendations for further research. 

As this study lays the foundation for further work in the area of IT-enabled business 

process rc-enginccring, it proviJes several useful study opportunities for future research. 

The results suggest that it might be useful to develop a number or comprehensive models . 

Thus, future research can extend this study to include additional factors such as 

organizational maturity, IS sophistication, etc, and test a variety of such factors .. 1 he 

survey can he cxpr111dcd to co cr other financial and non-financial institutions. 



APPENDIX 

l<rnya Commercial Bank 

IT Division, 

7'" Floor Kencom House 

N~tirohi 

Dear Colleague, 

.nef: Letter of introduction 

I am a po tgraduate student in the faculty of commerce, University of Na· . b' 1 rro 1. am 

undertaking a research in 'The role of JnfC.)J'mation and Technology in Bus1•1 , . 
· lCSS pt OCCSS 

rc-engineering: The case of Kenya Commercial Bank'. I am appealing for ) '('t . . 
·· tt assrstancc 

in completing the attached questionnnire. 

I he information provided will be treated in c;trict con fidence. 

Your assistance \\'ill be highly appreciated. 

Your. inccrely, 

'I om KahiJ,!II 



QUESrriONNAII{E 

Oivisio11/Dcpa rl mt•n I ..................................................................... 

Bt1.11incss Unit (St•dion) ..................................................................... 

(Pit·asc frt•l fn•t• to ~;kip uny question) 

St•cfion A 

I. I Name (Optional) ····································································· 

J.2 Gender 
[ .Male ------------,-

[Female 

----
----j 

f.J Agl•(Y<•nrs) -- -· -- -- --- - -~ 
18- 24 -
25 

------- - -- -- ---- - -- 30 - -
f_J I -- 35 

. - -
Jo 40 ---

41 - 45 --
46 --50 -
50 + --- -- ------- ---- ---
1.4 Education Le' el -- :;,__ ___ _ 
II igh School ---I --
() i p loma ,·~ . .:.:_111:-. v-c-rs:-i-1 \-, c-u:-t-tc-a--:-t i-ot-1- ---- -- ---------

Othcr(S ce il>-; - · ----------

----- --.. 

------

I .5 II an you hard any hankiug training '? Yt· /No 

1.6 On a li(:tl of I - 5 how do) 011 ralr) Oil I' IT t' 'P rli '? 

Rndica l I Increment t1 

l 1 [ 



~any years 1avc you 1.7 llown 
Less than I Y.. 

1-4 years 
.1..-:_ I 0 years 
Il - lS years 
Greater thnn 

car ·-

IS yean_:· _ 

b ccn em 

---·-
oyNI at KCB'? 

-
-~ ----------. -

--

-·-- ---~ ---- ------·-

1.8 llow long han nm been nt your current posting" 
' -- - - -----·-----

Less that~J._yc<u ------
1-4 y~rs ---
5-10 years --

I 1-15 years 
(ircatcr than 15 years -

-----

1.9 How many sections of KCB have you worked in? -------

II 



2 Section B (Please relate to a project you have been involved in 
within the last 7 year ) !J. 

2.1 Pro.lcct Nnntc (Opllonol) ................................................................. . 

2.2 \\' hat was the J!I'Ojcct tartin oint'! 

~
~ c~isting point (lmpto\'clllcnt of ~ 
tst111) s stem) ------r-----------------
ckan late A nc\\· system --

2 3 '"' 
w mtttatc d I t te j>fOJec -·-Senior level llHIIWgcmcnt ·-

Middle level management 

Other members of staff 

2.4 \Vhat was the scoj>C of the proj_cc_t_? __ _ 
Within one business unit 

-------- -- -------~ 

Traversing more than one business 
unit 

2.5 If the project had failed how high were the business risks involvt'd'? 
5 - Vety I ligh I - Low 

. I 5 

l~:(~J c \\' hat t) pe of pro~ ~~·rht• project foct~ 011 rc-cnginerring'?- -----

~upport _ 

2.7 I low w~thc proce 

I hose already in ttoublc -:....._ ______ 1 

l .H Ill' uf B11 in 

[ 

Ill 

--
-

Pro l' l' ' lh·- t· n~in l' l ln J! in th 

1 



2.9 On a scale of I - 5 how do you ratr {'hangt•s that wen• n•quircd in nth('!' 
business unils as a n.•sult of dwngrs in) uur unil'! 

5 Bier changes I No changes 
c-~- · J_ 5 _r 4 =c-3 =c·2 - I _J __ _ 
- ___ _]_ 

2.10 Is your businr~> . unil im oh cd in other clwngr initiatives (project) or is one 
nnticipatcd sewn·. ______ _ 

[Y~s No 
lf'ycs please explain ___________ _ 



3 Section C (KCB in General) 

3.1 On a scale of I 5 hem can you de. cnht' changes in IT systems that have 
occurred at I<CB in the Ia t 7) t.':us'? 

5 Rndicai(Rapid) I lnr rl: llt ' rttal 

1 5 t_ 4 _
1
_ 3 __ =c 2 _ 1- -~ --- 1 

3.2 In your opini()n hon important arc the following factors to the hank when 
t ') cousidcring a new S) 51 em. - --- ·-5 4 5 Vcr )' illlEOI Ia!!.!_ I ot rnrportant 3 2 I -- - -- --· -·-----Reducing processing time - ---- - -

Increase in employee prouuctivity --- --~-

Improving quality of service 
Integrating the business unit to other 
s~stems within the bank -
Extending the functions or an existing --·-- -----
system 

-Active pursuit of KCB strategic plan 
Opportunities ofrered by new 
technology 

-Conrorming to an cxtemal requirement 
(statutory, supplier, regulator 
rcqu i rem en t) --f---·---- ---Competitive pressure - ~--Problem recogni7ed in business ---
process . ----- - - - - ~--Other (Please spcci fy) 

3.3 To nhat cxt~!!_!!._re the folloning imohed in project implementation '! 
Cr} oncn oncn Occasronall} Seldom 

NC\CI 
Senior ma nagcmcnt ----------

--~ Target u crs --- --IT I >ivision 



3.4 IJow frC(jtJCntly arc the folltm ing tctH.'L pnlcticcd? - - -
\'cr) Ofkn Ofkn Occasi;;wlly -- .-----

Scldorn Never -
!\ shured vision with every project. ---------
e.g. "we want to hn vc !In: most 
innovative product s''. 
An 'as is' (rnr n:nl stall:) <llhtlysis is 

- -- -- 1- --

done hcl(>re cmbar "-in 'on a ne\ 
syst~.:m? - -- -!\strategy is ddincd onlH1\\ to 
reach the 'to be' (target) situation 
outlined in the' ision? - ---
A pilot group for testing the new ---·---
scenario is usually established 
before the new system is 
implemented? 

3.5 \Vhat changes are required to successfully implement an infontt• t' • . . . cl 1011 system 
111 a typtcal KCB busmess umt? · 

5 = Ver im )Ortant I =Not im ortant 

Reengineering/Rcdefi nition of 
processes (c.g.approachcs, workflow 

5 

change ) "'----''------ ---------·---!---
Cultural changes (e.g. change in 
romnHIIlicatinn tcrl111iqucs to a more 
opL'rl conmurniration and collahmation 
culture) 
l:mpnwcr ing of' pcnJ le I teams 
(e.g. !\ 1 I center has direct access to 
deb.i.!_£ ard merchants) __ 
'hanges in the mgani . ational model 

(e .g . I cmoving ()rIa ycrs 0 r hierarchy to 

mmc Dnttct sttu~~---

4 3 2 
----

---- --- ----

---



3.6 In your opinion how often arr the folhmiug organisational change 
management techniques u, d during project implementation •tt KCB" - • • . - -

l'l { )flen Orten Occasionally 
.. 

Seldom Never - - -- 1--Early invol vement of pt.:opk ht.•in 1 

aiTcctcd 
~ -- - ~ - ---Fstahlishing n comTpt tot<.:gulat I ' --- ---- ·---

commllllicntc with pcuplc in\'ol cd --- - ~--Establishing a (shared andmoti ati ng) 1---- --

VIS lOll - - - ---- ------ -Create an atmosphere of openness and --
trust -- ----- --- ---Planning, realising and celebrating 
short term wins (to build confidence) 

--Aligning and mobilising team leaders 
Coaching of people involved - ------ -Build a critical mass for change: buy-
in and stay-in (Winning mass support) 
Vocal and visible support of senior 
management (Walking the talk) ----- -- -Dealing with resistance 
Facilitate Ieaming/skill building (to 

----- - -
acguire new behaviour) 
Feedback (i.e. through employee r---

survey, customer inquiry) 
htablishing a sense or urgency -- -- --

-
l ~ mpowcring peupk tcatns to act on 
the' ision ddincd -- -- - t~ - - -~-t~ 

lnstitutionalise ne~\ app10aches - -I lit ing. pwnwtinc. de\ eloping 
employees'' ho can implement the 
vision ----- -- -( hanging n.!\\ ani systems to support 
the chan~c initiative --- - - - - --Others (Specify) - -- · ~ 

II 



3. 7 In your opinion, how cffecth cl~ arc the following channels of communication 
used in KCil projects'! 

5 - Very erJ'cctivc I Not ·nl: ·ti' • ,-- - - -5 4 -~ 2 I -

·- - --·--·· -Workshops - - -- -- - ·-- --·--Intranet Web site. intl'Jilal "cb pa~ ----- - - ---·-Notice Board -- ----
e-mail - --- ---lnt crnalncw~ctt<:..!:_ 

Other (Please specify) 

3.8 In your opinion, to what extent are the following areas emphasized during 
I t d t . . t KCB? information srstem rea e raum~g a . 

Very Oflen Oflen Occasionally Seldom Never 
Software training (Functionality) 
Skill building regarding the -
information system vision (new 
)rocess training) 
Communication Training_ -

---Training in team development, 
team working 

f--- - ---- - --!'raining in conllict management, 
~group dynamics - ---- --Others (Please spccifyl --______ ,____ ----

-

Ill 



3.9 At KCB what are the main chall<•ngt•s (prohl('ms) during project 
implementation pJw.;c'? ' 

5 - Very irnpm tant I Not im1 nrlilttt 
.. 

5 ,, ---J 2 I - - 1- - - - - --- ---·- -Not enough ~uppot t l'nHll Sl'lti~H 
management -- - - ---· ----- ----~arriers between dcpat ttm:nls --1---- ----l·ocus too much on tech nological ---·- ---·-
aspects, too little Iucus on people_ --- - -----Rcsistnncc of middle mnnngcment to --· ----
change 
Scope not well defined, project is 
oversi7ed ----I----
Resistance of users to change 
Time for implementation needed, 
longer than expected 

-- --Not enough resources available (e.g. 
Technical expertise within KCB) 
Project does not have appropriate 
priority ---- --Technological limitations 
(performance/missing functionality) 

-Organisation and procedures are not 
adapted to the new situation 
(technological and organisational 
intcgrati~t on difiCrcnt levels) - - -- --A.\'ailability of people from -
implementation team - ---- - -lhrd~ct r~c~~l.:_highc~'!.!.1 expect~ --- --Intcrcultmal problems (i .e. language - --
barriers) -- -- ---- 1-Or ga i nisat ion a I pol it il's -- -- - -~--·~ I~ -
Others ( Plcnsc St~i f}•) 

~ ·-



3.10 II ow wouhl you ratr th st.•n kt.•s offrn•cl hy the IT division'? 
5 -= Strongly Agree I Strong! Dr sagrce r- -- . , _~ ---- .-5 1 3 - 2------,--

- I -
The deportment oiTcrs comprehensive -
and dfe<.:ti\'c training. --- ----- --- -l'hc department makes me a\\ are of all --- -
~ulcs and regulations affecting my work 
The quality of work 1 crfonned is 

----1----- - ·---
excellent. 
My work is perltmncd right the first ----~ 

time. 
My work is performed at the time ------ -
jpromised. 
The staff is never too busy to respond to -
me promptly 
My problems are addressed quickly. ---

The stafT shows a sincere interest in -- -
resolving my problems. 
The stafT has knowledge to answer my - --
questi~1~. - -- ---- - -'I he staff is consistently polite, -
considerate, ~d friendly. 
I have no doubts about the services I ·---. will receive - - -- -- ---·- ----I he "taff tells me exactly\\ hen scr vices --- ---
:'ill he perftmncd . 

~-- - 1-- -- - -I he sta IT kcrps lllL' i nlillnlt.:tl on l he 
status of the work. 
I'hc sta ffi. intcte. ted in what I say and -- - -
listrn to me. - ---- --- t~ - --- -·r he staff finds out m • needs and tries to 
li I their sc1vices to 111 • needs. 
'fhe dt:paJtmcnt 1 Jocedure ----~ arc up-to- -
dute and easy I r me to follow. ·- - --l 'h d P• 11111 nt in i t. on CJWJ-ficc --- ·-
1 ccouls. 
rhe SCI\ icc I im1 roved contitlllt u ly. I~ - --

:othcrs{Picn • 1 c if · 
~~-



3.11 In your opinion to what extent ar the following pl'rformance improvements 
realized from project initiative. at I( n (please tick) 

5 = lligh I Low 
r- - -- - --·-- .. - .. 

·-5 4 3 2 I -- _,_ --Reduction in costs 
·- - ---- - -- ---Improved throughput - - --------r----Improvement in quality 

------- -( 'uslomcr satisl~tctinn 
-- --- -----Ftilplnycc pmdttcl i' it ' 

--- ------ - ---Others (Spccily) 

3.12 To what extent are the following negative effects of project implemcnfalil~n felt at KCB (please tick) 
5 11 · I I T v = tgll = ,0\ 

5 4 3 -
2 I - ( Disruption of business --

Decrease in employee morale --
----Costly 

Others (Specify) 
---- --- ... ._ _____ 

-- -- - -

3.13 If you were to carry out a project today, what would you do differently'? 
•• 0 ••••• 0 •••••••••••••••• •••••••• ••••••••• •••• , ••••••••• •••••••••• 

0 
•••••••• 

0 
.................. 0 0 •••• 0 0 ••••••• 

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

••oooo ••• •••••• •• 0 ooo ••• oo• oo• 00 0 ••• oo••········ •••••• 

Dalr ······························································ ·· ····· 

'rhanl ou very tnuch. 
' 



Standard 

Tables 
.~:.::..::.::..::.:.:..__...,--------------~----- --------~----~ Question 

()ucsfiounairc StateiiH'nt !\lean Mode Deviation - - -. -- -·-Improving qLmlity of s rvic 4.83 5 0.379378 --- - ---Reducing proc ssinQ lim ____ 4.64 ~--- 0.690262 
Oj.>portuniti s off 1 d by n w technology _ _ 4.59 5 9.494649 
lnt gr. ling th bu in un1t to oth 1 systems within 

No. 
1 
2 
3 

th bank __ 4.~_9 __ .5 ___ 0.494649 
5 Co111potitivo press~ 4.59 5 0.494649 

Conforming to an external requirement (slnlulory 
6 u~ plier/ regulalo!:_ie uirem~- ___ ~ . 52_ - --15 0.7105_1 _ 
7____ clive p~rsuit of KCB strategic lan ______ 4.42 4 ____ 0.496087 
r---- Increase in ern loyee producliv.:..:.ity'----------J'!:_33 ___ 

1
_5 __ 0. 702869 

9 Problem recognized in business process 1-----+---
1 0 Extending the functions of an existing system 1------1 ___ 3.6 __ 3 

~65407~ 
0.811647 11 Senior mana ement 3.85 4 0.713282 

~1::_2 ___ +1..:..T....=D~iv:.'..is~i.:::on~--------------t=3...:.....4:..::2:.___-lL_ _ 1.203495 
~1~3 --~~~~~-------------t3:-:-.3::..::2=----r3:._____ o.647716 14 

15 

16 
17 
18 

19 

5 ~393729 

5 0.691347 
--------L 0827742 

4 0.60309 -
3 -- oji0692s-

0.752521 



.-----.-------------------.-----·,--·---r-----., Question 
Standard N(_J. ___ Questionnaire Statement Mean _ ~1-~ldc Deviation Feedback (i.e. through employee sur v y/ cu torner 

1=-3...:...4 ___ 1inquiry) _ 2..:..·..c:;.5.::..2 __ 13•=-----l~ 909631 35 Empowering propl /t ms to act on the vision defin~ 2.4 __ 8 _ ___,3 0.944563 

36 

37 
30 

Plonninq/ r ,, lislnq nnci c I Jn<Jlrng short term wins (to 
build confid nc ) 2_.3::....::6:.......__ 3 
Changing r ward syst ms to support the change 
initintivo __ _ ?._§_8 __ 1__ 
lnstilulionnliso now approoches __ _ 2. 76 __ ~ __ _ 0. 925325 

1.142847 ......... _._ 
1
.::....::_ __ -JEstablis_!]_ing a sense of urgency 1.92 2 0.912809 

---1 Dealing with resistance 2.22 3 0.834818 
Early involvement of eo le belng~ected_ _ l·~~- 2 0.76501 --- Build a critical mass for change: buy-in and stay-in 

1-=----I(Winning mass support) ___ 2 . .?_I_ _ 3 0.830535 
~----+=C~re::.<:a~le~a:.:n ..::a:.::tn:.:..lO:::.:s::.t:.:.h:..::e~re=-=-of:....:o::..c....::e:..:...n:..:...n.::..es=-:s:..:...a=-:n:..:...d::::..:....:..tr-=-us=-:t ___ -F-2:..::. 2:..:::9 __ 3 Q :.Q28693 _ 
122----l'~~-----------------l3_.36 __ 4_ ·- 1._19_7_2_19_ ~---~~~~~~--------- ----~~96 __ 4-- 0.743574 

1.553665 
0 

___ ,3.05 5 
ideo ___ _ 3 3 

Intranet (Web site/ internal ~eb pages) 2.35 2 1.291716 Notice Board 2.44 3 0.971096 ~5~0 ___ -4S~o~f~lw~a~r~e~t~ra~in.:,:i:...:.;ng~(F-:u:;:..n:..::c~tio:::n..:..:a~li~ty;-)---::-__ -:- ----!3.28 
Skill building regarding the information system vision 

4 ___ +1.201977 

51 
52 
53 

(new rocesstrainin 2.9 __ 4 1.059166 
Communication Trainin 3.17 3---- 0.37 4 766-

rainin in team development/ team working__ 3.16 4 1.0073 -
raining in_conflict management/ rou d nami~s 2.82 3--- 0.7934 - -

~---+· r_gainisational politics 4.1 ~ 1.338937 
ime for im~mentation needed/ longer than expe_sted 3.~1 _ 5 1.203osg 

Budget needed/ l}lgher than expected _ 4.46 5 0.681561 -- ~ganisation and procedures are not adapted to th 
ew situation (technological and organisational 

58 ntegrat!on on different levels) 4 03 ~=---- echnological limitations (performance/missin 
+4 ___ 0 678377 

59 unctionalityl t;..;.;~-- 4 ___ 1J...!.8755 ~---t-F-ocus too much on technological aspects/ too 

~--

ocus on peor::PI:.:::.e ___ _ 3 
~----t 

Resistance of middle mana ement to change ___ ~----



Question ·--~---· 

Standard No. Quest ion nairc Stat em en t 1\'1 can Mode L>evia ti on - --- --70 Tt1 e stC'lff l1as knowledge to rmswrr my qucslio11s. 3.09 4 1.049549 1 he CJU['IIity Of WOI k p I formed is XC<' liOn!. -71 
2.36 2 1.12575 -72 My work Is p r forrnod nt th tim - prornis tl . 2.35 2 1.11164 7 --73 lhav no doubt qbout tho 1 vices I will receive 2.67 4 1.212859 - -74 The s r vic s {,, llllRI oved contrnuously. 2.64 3 1.28204 -- - ·- --- --Tho stnff how a incerc interest in resolving my 

75 probl ms. 3.07 4 1.252775 - ------. -76 My work i per formed rigt!!. tl~irsl time. _ 2.21 2 1.046566_ -- ------ ·----rhe st rr i consistently polite/ considerate/ and 
77 ri~r~IY_:_ __ ·---:-- 2.46 2 1.142869 --- -----ifhe department offers comprehensive and effective 
78 training . 2.73 3 1.316983 -- -----79 [fhe starr kee~s me informed on the status of the work . 2.46 3 1.Q348_!~ 
r-c----

[fhe staff tells me exactly when services will be 
---

80 performed. 2.4 3 1.071587 [fhe staff finds out my needs and tries to fit thei ---
81 services_lo my needs. 

- 2.65 4 1.175293 - -- --82 lfhe staff is never too busy to resf_2ond to me (2rDm(2tly 2.79 ~- 1Jl!855 83 My problems are addressed quickly. 2.24 2 1.051241 r---84 ifhe staff is interested in what I say and listen to me. 2.95 3 0.904962 lfhe department procedures are up-to-date and easy ----
85 or me to follow. 2.05 3 0.828856 lfhe department makes me aware of all rules and 
~6 regulations affecting 121 work 2.06 2 1.056379 - -· 
~7 irhe department insists on error-free records . 2.24 3 0.834541 - - - - -188 Improved throughput 2.98 4 1.29082 -~9 ___ Customer satisfaction 3.48 3 0.7371 t- ---- -~0 Employe~ productivity --- 3.19 3 1.169039 ---- -91 lmprovem_ent in quality . 3.11 3 1.145664 - --92 Reduction in costs -- 3 05 3 0.947631 --
93 lg_ostly~ __ 3.73 4 0.595019 - -94 Decrease in emf:>loyee morale - 2 83 4 1.469142 -- - -- -95 Oisru_P.lion of business 2 38 3 - 0 929953 

Tahlc 1 t 9. talctm·llt In the que tionnalrc, lcan, ;\lode . tnndard d vlatio n 
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