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ABSTRACT

Organizations deal with change on a day to daysbasi do people. And from the
literature review, organizations do change to atigemselves with changes both in the
internal and external environments. However, ogtions can also anticipate change
and develop preparedness through building capeabilihecessary take advantage of
future environmental changes. The limitation ofstetudy was the inability to include
many organizations as that would have given ancaisive analysis of the industry
practices of the management of strategic changéhéiyresource on time constraints on
the pat of interviewees and the sensitivity of itifermation sought also played out and
to some extent affecting the quality of resultsisT$tudy investigated strategic change
management practices at Jamii Bora Bank Ltd. Thectie of the study was to explore
the strategic change management practices and tesndee the factors influencing
strategic change management at the bank. The cbsdasign employed in this study
was a case study method. This study collected pyirdata through interview guides.
The collected qualitative data from the interviguides were analyzed through content
analysis. The study found that there is no fornalicy framework to guide strategic
change management at Jamii Bora Bank. However,e ttae strategic changes
occasioned by environmental changes and as suehcaimpany adopts strategies for
purposes of beating competition, remaining relevaart sometimes being unique. Such
changes include expansion programmes to wider régcbpening branches, system
overhaul to boost robustness and become more egffichuman resource changes to
increase skills experience and expertise and inttooh/innovation of new products to
target wider clientele base. The study conclude$ damii Bora Bank Limited must
create a formal policy change management framewmednhance creation of awareness
by developing both formal and informal networks m#lation to get information,
commitment, solidify progress and integrate proegssusing formal analytical
techniques for establishing, measuring and rewgrklay initiatives to ensure significant
change are implemented. The study further conclillas management of Jamii Bora
Bank Limited engage in recruiting a qualified changgent to help the company
members develop good relationship necessary to mizi effectiveness of change
effort, innovate progressive products and servioegptiate for resources necessary for
strategic changes, and to professionally managegeharogrammes.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

Strategic change management defines the approadeddo manage change given the
unique situation or circumstances. It is the mameage of change within an organization
necessary for the organization to reach it's sfjiatgoals or objectives. For successful
change management process, the following are kelglijues; good understanding of the
situation (change characteristics, organizatiortaibates and the impacted groups),
identification of the supporting culture (team stire and the sponsor coalition) and
thorough strategic analysis (risk assessment, ipatex resistance and special tactics).
Strong leadership and excellent communication céignare also good ingredients of

change management.

The rate and extent of strategic change is a fonaif two factors; the state of the firm
and the external environment. And because theednce of firms might depend on
the fit between firms and their external environindéthe appearances of novel
opportunities and the external environment) a chandghe external environment require
firms to adapt to the external environment. As aulte firm’s would change their
strategies to external environmental changes. Ghaigy therefore inherent in
contemporary organizations and it's managementtisal to organizational success and
survival. Along with important changes taking pldaoethe social fabric within which
organizations operate are vital forces impactirganizations within the context of their

business operations (Thompson and Strickland, 199Bgse forces include forces



outside the organization and emanate from the eatenvironment as well as the forces
within the organization itself hence the importanéghe fit between the organizations

and their external environments.

Change can cause people to feel incompetent, naadypowerless. It is therefore
essential for people in the organization to be Ivew in the planning and the execution
of change, to have opportunities to develop neWssiequired by change, and to depend
on psychological support put in place before, dyand after the change is implemented
to avoid resistance to change. Some organizatioasge largely in response to external
circumstances, that is, reactive change while stbkange principally because they have
decided to do so (Cole, 1997). Transforming stiatemto action is a far more complex
and difficult task and therefore requires concerédtbrt from all members of the
organization. Once it is determined that changes Heeen implemented, attention is

directed to institutionalizing the changes.

The banking industry in Kenya has witnessed thedseand impact of globalization that
has forced its players to formulate novel waysafrtering the turbulence. For instance;
automation to better meet the growing complex neefistheir customers and
globalization challenges, new entrants in the ntagked the free flow of labour that
attracts different skills from foreign countries odfer their expertise. These realities
mean that banks must continuously change their nimgonal vision, mission,
objectives and of course the adopted strategiexheeve the intended objectives. The
broad objective of the study will be to analyze thange management practices at Jamii
Bora Bank given the numerous operational changesbé#nk must always adapt and

adopt to survive in the turbulent business envirenin



1.1.1 The Concept of Strategic Change

In response to the fast-change and fluid marketeplnd industry landscapes, many
management thinkers came with theories of straidtage. The first among them is the
theory of “Age of Discontinuity” that describeethway in which changes affect us. In
this model, the four sources of discontinuity adebglization, cultural pluralism,
knowledge capital and new technologies. The magn itbehind the theory is that
extrapolating into the future by using existing ralsdis ineffective as the rapidity with
which change was barreling down on corporationsarsach models redundant within
no time. This proposal was that firms need to engpthe drivers of change and strategize

according to which aspect was most likely to afteetfirm in future.

The second theory is an idea about the interseafodifferent paradigms and the
accelerating rates of change and their impact @mnbss. It describes how the changes in
technology, move towards globalism, resource camgs, and finally, the shortening of
time itself were a kin to the future arriving evaefore one could prepare for it. It is

referred to as “future shock”.

The ‘tipping points’ theory describe the phenomembrirends acquiring critical mass
and then taking off to impact business and sodietlge process. It postulates the concept
of strategic decay to explain how the values ohesitategy decays overtime irrespective

of how good the strategy was in the first place.

In all the theories, there is an attempt to explamv change is the only constant and
hence, businesses ought to be prepared for anytihingppen and hence must strategize

and build their models accordingly. It is also ha$t in the discussion that strategic



change is difficult to predict and control. Henée toptimal way to deal with it is to
expect the unexpected and be ready for anythingeddrcompanies embrace change and
prepare to deal with sudden, unpredictable, discootis and radical change, they are

likely to go down.

The above theories explains why commercial orgéioia have to constantly deal with
the international competitive forces releasedhgyttirbulence within the world economy
created by the general agreements and trade. Angai Andrews (1987), their survival
has depended on their making correct responsexeHbe strong the emphasis given to
understanding the operating environment in ordexsgess how well the rivals are coping
with it. Plans on how to gain competitive edge oaetagonists are developed from this
analysis and the relationship that they have witl;suppliers of necessary resources, the
users of the rivals’ products and services andudis of those who are interested in or

have a stake in their actions.

Such planning requires vigorous examination ofdhallenges facing the various rivals,
their ability to take advantage of opportunitiesicthemerge and logistical expertise.
Further, there must be consistency if those as&dthplement the strategy are to have

confidence in it.

The business practitioners need to be mindful thate implementation begins,
unexpected problems will arise. So success depaemdse ability to recognize the need
to be flexible, to carefully estimate the levelsrisk of different causes of action and to

actively encourage and enable new strategies togeme



1.1.2. Strategic Change Management Practices

Strategic change management is the process ofiraighe internal capacity of an

organization with the external demands of an emvitent. The process forms the basis to
formulate and implement strategies that achievamregtional goals and objectives. For
appropriate strategies to be undertaken, managers oonsider all aspects of the
organization, both internally and externally, RoW989). It therefore means that
analysis of the organizations’ strengths, weakrsesggportunities, and threats should be

carried out.

Successful strategic change is built on an ovestaditegic management system of the
organization with a purpose of ensuring that thganization is heading towards the right
direction. Effective strategic leaders understandt tchange in the environment is a
continuous process. Some organizations change lyange response to external

circumstances, that is, reactive change while sthgticipate change (Cole et al).

A strategic leader must develop sensing networksamd the target audience, gather and
broaden the power base. They should alert the ma#on that change is coming and
actively manage the planning and execution prosesgdinking every day to day action
to the vision for change. Such leaders should naatly communicate the vision, for
change to key internal and external stakeholderesywkabout and plan for overcoming
resistance and get prepared for unexpected butssege mid-course corrections

(Fellow, 1985).



According to Pearce and Robinson (2005), orgammatileadership should be guiding
an organization to deal with constant change. Téwios managers should embrace
change by clarifying the strategic intent that btifieir organizations and share their
culture to fit with opportunities and challengescbe affords. They need to identify and
supply the organization with operating managerspgmed to provide operational

leadership and vision as never before.

Most strategic leaders consciously develop and taiaire variety of information and
power networks. These networks may be the sourédasfarmation that change is
necessary. In addition to serving as sources ofnmdtion, those networks also serve as
sounding boards for new ideas. The people in th&ar&s must be trusted by the leader,

and familiar with the leaders thought processes.

Comstock (2006), recommends that before implemientadf change, an organization
must be prepared for change. The top managemenidskeep employees informed
about the need and process of change because tilleyem perception of change can

increase or reduce change.

1.1.3 Banking Industry in Kenya

The banking industry in Kenya comprises of the cammal banks, investment banks,
micro finance institutions and the mobile bankifige companies Act, the Central Bank
of Kenya (CBK) Act and the Banking Act are the meagulators and governors of the

banking industry in Kenya. These Acts are usedthmyewith the prudential guidelines



which Central Bank of Kenya issues from time todinn 1995, the exchange controls
were lifted after the liberalization of the bankimgdustry in Kenya. Thereafter, the
industry has been operating in the global markatelwhere it has been dealing with the
challenges of competition posed by the global itrgudrend (Kenya Bankers

Association, 2010).

Commercial banks provide a broad array of corpdiiagncial services that address the
specific needs of private enterprise including: af#g, loans and trading facilities. The
industry has also involved itself in automation,uwing from the traditional banking to

better meet the growing complex needs of theirarusts and globalization challenges.
In Kenya, Commercial banks play a number of rolesthie financial stability and

cashflow of the country’s private sector. Thesdude; processing payments, issuing
bank cheques, and drafts; accepting money on texposits, and acting as money

lenders, by way of installment loans and overdrafts

This industry has witnessed the trends and impaglabalization that has forced its
players to formulate novel ways of counteringtimbulence. For instance, the free flow
of labour has attracted different skills from fgmicountries to offer their expertise to the
banks, especially multinationals. In pursuit ofteeservice to the customers, commercial
banks have engaged in increased competition ledadibgtter efficiency, service delivery

and competitive products.



The CBK that falls under the Ministry of Nationaleksury is responsible for formulating
and implementing monetary policy and fostering iliity, solvency and proper
functioning of the financial system. It publishegormation on Commercial banks and

non-financial institutions, interest rates and ohégblications and guidelines.

The banks have come together under the Kenya Ba#ssociation (KBA), founded on
16" July 1962, serves as a lobby for the banks’ istsrand addresses issues affecting
members (KBA, 2008). According to wikipedia of" 4April, 2011, there are 47
commercial banks and non-bank financial institugiob5 micro finance institutions and
48 foreign exchange bureaus in Kenya. Six (6) efrttajor commercial banks are listed

at the NSE.

1.1.4 Jamii Bora Bank Limited

Jamii Bora Bank (JBB) began as the Jamii Bora Tiru&B99, as an initiative of 50 street
families who came together to find a solution teittinancial problems. With the help of
Ingrid Munro and a number of Swedish investors,Jdumii Bora Trust was founded as a
charitable trust and registered on November 1988yighng micro finance solutions to

Kenya'’s low income earners.

On T January 2007, Jamii Bora Kenya Limited took oVer iicro finance operations
from the Trust, managing them until March 2010, wity Trust Bank acquired the
assets, business and liabilities of Jamii Bora kehynited and changed its name to
Jamii Bora Bank Kenya Limited. Today, it is Kenydastest growing bank with a
dedicated customer base of over 300,000 custonner2& outlets country wide out of

which 14 are already fully fledged Central BankKehya approved branches.



The bank’s objective are: to be one of the Kenyaiddle tier banks by end of this year,
to eventually be a pan Africa Micro financier amdgrow with their customers as they
move towards financial prosperity. These they wargchieve by focusing on leveraging
on technology to enable their customers and ait 8takeholders have access to a truly
robust financial services that will enhance anchdfarm their lifestyles anywhere,
anytime and enabling them to do anything. Alsoram¢form more of the sales outlets to
fully fledged bank branches and to rollout a uniqgent banking proposition thereby
reaching more customers. To this end, the bankdupte include; SME and Agri
Banking Division, Personal and Mortgage Bankingifion, Mobile Banking Service

(Chapaa Chap Chap *344+#), JBB Debit Card and Jimauilarafiki Milele.

1.2 Research Problem

Change can be a challenge to organizations andtifell managed, can negatively
affect the performance of an organization. Kot#96), illustrates that effective change
implementation is limited, despite abundant modeld theories for successful change
facilitation. Partly to blame for the failures ofost change efforts are the change

management practices being used.

All organizations exist to achieve certain purpases given point in time. Hilton (1991),
observes that most organizations exists to mad#t,pio grow, to achieve financial self
—sufficiency, minimize cost, to achieve productdeship, diversify market, increase its
market share, produce quality products, preserw&ramment and achieve corporate
social responsibility. The purposes are achievedutyh exploiting and transforming

various resources from the environment to prodecsemable outputs. The outputs are



also consumed by various consumers in the envirohr@ganizations therefore possess
a service and dependent relationship, Ansoft (198&h the environment. The
attainment of organization purposes are also atkdty changes of forces in the

environment.

As organic systems, organizations are forced gnatneir limited internal resources in
order to adapt to the changing forces in the eateemvironment to ensure their
competitiveness and survival. This adaptation isoarce of problem to nearly all
organizations because change is a source of dilenThes is because there is a general
desire by organizations to change in order to ren@mpetitive, adopt more and
efficient technology and methods on one hand, wdni¢he other hand there is a general
tendency for organizations to resist change bec#usg desire to remain stable and
predictable in terms of output, costs, and finanthe desire to understand how
organizations deal with this dilemma makes changeagement an interesting subject of

study.

Jamii Bora Bank limited is worth studying becausexists in a changing environment
with increasing competitors, changing customer etgstcut-throat competition,
diminishing resources, increasing technology, chrapgemography, changing political
landscape and innovative range of products. S&8@5) maintains that these forces in
the turbulent environment requires for organizalofitness which can only be

guaranteed by ease with which organizations adeagpiet changing environment.
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Kanter (1989) indicated that most of the organ@atiimplementing change are usually
faced with challenges of imbalances in the domdipawer, resources, benefits, trust,

loyalties, scope, commitment and internal corpocat#lict,

Several studies on change management practicesbkaveconducted in Kenya but none
that the researcher is aware about at Jamii Bor&k Bamited. Such studies include;
Mogo (2003), studied strategic change managemectps at Kenya Commercial Bank,
Nyamache (2003), studied strategic change managegmnecess at the Public Service,
Nyororo (2006), studied the strategic change mamagt process at the National Social
Security Fund (NSSF), Maingi (2005), studied chamggnagement practices at the
Municipal Council of Mavoko and Maridadi (2010), udted strategic change
management practices at the University of Washmgt@niversity of Nairobi
collaborative Mombasa research site. Pettigrew JP@0itiques much of the change
literature in terms of the general absence of damation of contextual issues and the

consequent adoption of a universalistic view ofndeapproaches.

This study will contribute to the literature andgearch on strategic change management
practice by establishing whether the practices dbeised at Jamii Bora Bank are the
universal practices found in most strategic chaligeature. The study will seek to

answer the question; what are the strategic charajeagement practices at Jamii Bora

Bank Ltd and the factors influencing them?

1.3 Research Objectives

The study sought to explore the strategic changeagement practices and to determine

the factors influencing strategic change managemedamii Bora Bank limited.

11



1.4 Value of the Study

The findings of this study is important for the rmgament of Jamii Bora Bank as they
can help them understand the importance of manageshehange practices as they seek
to increase their market share in Kenya and the Aagan region. The study can also
provide an insight to the industry players in ustiemding the challenges they are likely
to face when implementing change management pesctictheir organizations and the
strategies adopted in overcoming the challengedhantienefits of indulging in strategic
change management. To other organizations, it brugythe best change management
practices which can be borrowed and applied toratbetors of the economy by those

facing similar challenges and opportunities arighogn changes in strategy.

The study presents researchers in the field of gdhananagement and organizational
development with a range of useful approaches aodefa used in one document for
ease of referencing. Further, it adds to the ergstiuthoritative, logical and empirical
knowledge in strategic change management. It atsmd part of the foundation for

carrying out future and replicable researchers.

The study may also help policy makers, the Cel3ealk of Kenya formulate policies to
guide financial institutions undertaking strategltange how to manage such changes.
The government may also borrow from the findingscpces that may guide running of

changes in their institutions/parastatals througlicp frameworks.

12



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter outlines the literature and authaite strategic change management.
Issues of strategic change management have bderalbyireviewed focusing on the

theoretical foundations of strategic managemenbicept of strategy, strategic change
and its practices, resistance to change and fingigllenges in the management of

strategic change.

2.2 Theoretical Foundations of the Study

Three schools of thought from the central planksmmich change management theory
stands; the individual perspective school, the grdynamics and the open systems
school (Burnes, 2000). The three schools complereanoh other in their approach to
managing strategic change, differing only in cirstemces in which each applies. The
individual perspective school’s supporters ared#di into two; the Behaviourists and the

Gestalt-field psychologist.

The Behaviourists view behaviour as resulting framindividual’s interaction with the
environment. In this theory, all behaviour is lesin the individual is the passive
recipient of external and objective data. Humaroastare conditioned by the expected
consequences. Rewarded behaviour tends to be edpaatignored behaviour tends not
to be. To change behaviour, conditions causingo#teviour need to be changed. The
behaviourists seek to achieve organizational chamgg by modifying the external

stimuli acting upon the individual. The Gestat-Bi¢heories argue that an individual's

13



behaviour is the product of environment and reakearning is a process of gaining or
changing insights, outlooks, expectations or thoygttterns. An individual’s behaviour

is explained in terms of persons actions, the nesg® these elicit and the interpretation
the individual places on these. Individual membearg helped to change their

understanding of themselves and the situation, wvitt lead to change in behaviour.

The group dynamics school's emphasis is on bringabgut organizational change
through teams or work groups, rather than indivsluaewin (1951) argues that an
individuals behaviour at any given time is an iptay between intensity and valence of
the forces impinging on the person. To bring abchdnge, we should concentrate on
influencing and changing the group’s norms, roled @alues instead of concentrating on
changing the behaviour of individuals who are ca@ased by group pressure to conform

on the overall performance (Lewin, 1947).

The open systems school’s primary point of refegeiscthe entire organization where
organizations are seen as composition of four ¢otamected subsystems, which are;
goals and values, technical, psychosocial and nesigdBurnes, 2000). The school is
concerned with understanding organizations in taeiirety. Any change to one point of
the system will have an impact on other parts efdfistem. Hence, the functions of a
business need to be structured in such a mannethéhaverall business objectives are

collectively pursued in order to achieve synergy.

14



2.3 Issues of Strategy

According to Pearce Il, Robinson Jr, and Metal0{20 strategies are large scale, future-
oriented plans for interacting with the competiterevironment to achieve a company’s
objective. Strategy provides a framework for mamagedecisions and reflects a
company’s awareness of how, when, and where itldhoompete, against whom it
should compete, and for what purpose it should @enpStrategy formulation is a
market driven activity whose success depends omukeess vision, solid industry and
competitive analysis and shrewed market positigniflgompson Jr. Strickland 1l &

Gamble (15 edition).

For strategy to work well, the process of formwati implementation and execution
must be managed well. Strategic management arsethef decisions and actions that
result in the formulation and implementation ofndalesigned to achieve a company’s
objectives. This is an elaborate process that csmphne following tasks; formulate the
company’s mission, including broad statements alisygurpose, philosophy, and goals;
conduct an analysis that reflects the company’srivdl conditions and capabilities;
assess the company’'s external environment, inajudioth the competitive and the
general contextual factors; analyze the companyt®ns by matching its resources with
the external environment; identity the most ddédeaptions by evaluating each option
in light of the company’s mission, select a setlafig term objectives and grand
strategies that will achieve the most desirableoogt develop annual objectives and
short term strategies that are compatible withseflected set of long term objectives and

grand strategies; implement the strategic choicgsneans of budgeted resource

15



allocations in which the matching of tasks, peopleyctures, technologies and reward
systems are emphasized and create the success sfréitegic process as an input for

future decision making.

2.4 Strategic Change

Defined as the difference in the form, quality d¢ats over time in organization’s

alignment with its external environment, there nsassumption in what is written about
strategic change that there will be a tendency tdsvanertia and resistance to change;
people will tend to hold on existing ways of migithings and existing beliefs about
what makes sense. In addition to the external enmient (the appearance of novel
opportunities and threats in the external enviramehe state of the firm’s internal

environment will also affect the occurrence of t&géc changes for instance, firms tend
to adopt new strategies in the face of financiatress for purpose of breaking the
critical situations. However, an organization adso anticipate change and develop

preparedness through building capabilities necgdsar successful change process:

Staffing the organization — putting together strong management team, réoguand
retaining employees with needed skills, experiearaintellectual capitals.

Building core competences and competitive capabiigs — developing proficiencies in
performing strategy critical value-chain activitiasd updating them to match changing
market conditions and customer expectations.

Structuring the organization and the work effort — organizing the value chain
activities and business processes and deciding moeh decision making authority

pushes down to lower level managers and frontdmeloyees.
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Managing of strategic change issues include; stglesnanagement used to manage
change and the roles played by strategic leadaetsotiver change agents in managing
strategic change. Means employed to managing charegeelements of cultural web,
including changes in structure and control, orgatonal routines, symbols and political

activities as are the roles of communication andenspecific tactics.

The above are critical since when a major changaiarganization and activities occurs,
the old social order breaks down and for a timene is sure of; where to get and give
bits of information, who has influence in the rexdspower structure and whose
suggestions to be taken seriously. By identifying principal areas of disruption, one
can anticipate where the trouble is likely to ocddne can also shape the new social
structure by; supporting selected people in disguteeding information through

particular channels or by weighing and, if possilalccepting recommendations coming
from staff or line. Individual values and habitsvedao be modified, Newman, Logan &

Hegarty (1989).

2.5 Strategic Change Management Practices and Appaiches

The planned change approach and the emergent clappgeach are the two main
approaches of managing strategic change but theresgecific practices also used
together with the broad approaches. The plannedbaph is based on Kurt Lewin’s
pioneering work and has dominated the theory aadtige of managing strategic change.
He coined the team “planned change” to refer tanghahat was consciously embarked
upon and planned by an organization. The emerggmoach developed in the 1980’s

(Burnes, 2000) stresses the developing and unpabtikcnature of change.
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The property address employees’ opposition to ahange need to clearly understand
the underlying reasons causing it. Clear identificaof sources of resistance to change
is the beginning of countering the main challengeshange in an organization. A lot of
corporate change efforts initiated at tremendoustscbave been halted by resistance
among employees in the organizations. There is llysaalot of uncertainty about
requirements for change and excessive concernst dbeuuture resulting to anxiety,
conflicts, stress and resistance. Change sugdesting go of habits, roles, processes,
procedures and structures (Pearce & Robinson, 19@¢prding to Erickson (2004) it is
important for change managers to have an undeismd why people resist change
because this allows them to manage strategies atmadnaging change challenges from
the onset. Resistance to change is an ongoinggmobitat makes managing change a
very difficult task. Any managements ability tohéeve maximum benefits from change
depends in part on how effectively they maintaicliemate that minimizes resistance

behaviour and encourages acceptance and supmirange (Coetsee, 1999).

The following are some of the key issues and prastthat change managers and agents
must address in their change management. Stratega practicessommunication; as
change process advances, people will have newiguogdb be answered; new idea and
understanding of the immediate final states willdeeloped. In response, people have
to be kept up to date with actual and future stafésey need to understand the pressures
that make it necessary to change. Explain to thém te current state used to make
sense but the organization must change becausenthenment in which it exists is
changing and explain what will happen if the orgation does not change and what it

will mean for them as individuals (Burnes, 2007).
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Learning; according to Hills and Jones (2001) employees hadearn about the way
the company wants to work and how they are expetiedork. They have to learn
skills, behaviour, culture and the tools that weilable them work in an expected way.
Learning is a foundation stone for building thiddarstanding and therefore should be a

continuous process.

Reward; David (1997) asserts that employees will look ée sn what basis the carrot
gold stars are going to be distributed. If they eseards being handed over the way they
always were, then they are going to behave thethayalways did and are not going to
change. People will always work for rewards. Rewargployees first for changing, then

for behaving in the right way.

Integrity; change managers and agents must always strive aiotaim integrity
throughout the change process. One of the key ndefe of human dignity, the late
judge Tuttle said ‘the professional man’s only asséimself. If he does not contain the
quality of integrity he is worthless. If he doeg is priceless’. Good change managers

must have a quality of integrity and are pricel@say and Smelter, 1989).

The ADKAR model was first published in Prosci in9B9after research with more than
300 companies undergoing major change projects fasd released in 2006, as a
complete text on change management. This modelgarded as one of the best models
in organizational change management. The modelstéadalign traditional change

management activities to a given result or goalandgers can use this model to identify
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gaps in change management process and provideieffeoaching for their employees.
The model can be used to; diagnose employee nesésteo change, help employee
transition through the change process, craft aessfal action plan for personal and
professional advancement during change, and dewelepange management plan to

employees.

Understanding the relationship between the conagpthange, resistance to change and
management of change is critical to any successfidnge management initiative.
Flower (1962), observed that the solution for thossaging change involve finding out
what change means from the employees perspectevardgtied that additional opposition
may be triggered by the way a manager respondsetaitial change reactions. To him,
managers can overcome resistance to change byidprgwvthe employees with the
opportunities for participating in change procdssjlitating two way communication,
avoiding to impose change, making change consistenth employees self image and

dealing with employees individually and not as augr when managing change.

Recent studies by Prosci tend to suggest that iange to succeed, it needs to be
managed like any other project. To illustrate tRisysci developed a new model known
as ‘The Prosci PCT (Perfect Change Triangle). Thiglel demonstrates that effective
change initiative will require the support and comnment of top management to provide
leadership and sponsorship as well as strategectdin. The top management support
has to be backed by project management techniquééxtzange management skills to

ensure participation and support of the key playethe change process.
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The combined effort of these 3 factors will enstivat the change process is completed
on time, attains the desired objectives and guaeagbod Return On Investment (ROI),

just like any other good project.

2.6 Models for Managing Strategic Change

A number of renowned practices have contributeantmlels on change management.
The Action Research (AR) model advocates for aesyatic collection of data and then
selection of a change action based on what theyzswldata indicates. It aims at
providing a scientific methodology for managingrpiad change. The process of action
research consists of 5 steps which are diagnasadysis, feedback, action and evaluation

(Lewin, 1951).

The same approach seems to be supported by Daw®&6)(through the process/
contextual perspective. It states that to undedsthe process of change, we need to
consider the past, present and future context imclwlthe organization functions,
including extra and internal factors. The substamfechange itself and its significance
and timescale including the transition processesstaactivities, decisions, timing,
sequencing, political activity, both within and ewxtal to the organization and the
interaction between these factors. Dawson idestiive specific aspects of the internal
context which are human resources administrativecttres, technology, product or
service, and the organization history and culttte.also identifies from key features of
the substance of change which are the scale, fisirtg characteristics, its perceived
centrality, and the time frame of change initiasiv&he substance of change influences

the scale of disruption to existing structures pts$. The transition process may be slow

21



and interventional or rapid. In addition, manageas draw upon evidence from the
context and substance of change to marshal suppdriegitimize their own proposal
through organizational political action. Its thenef the intervention between context,

substance and political forces which shape thegs®of organizational change.

Lewin (1951) also developed the three-step modéthvstates that successful change in
organizations should flow the steps of freezing gt&#us quo, movement to a new state
and refreezing the new state to make it permaiiéma.status quo can be considered to be
an equilibrium state. For one to move from thisidguum, there is need to overcome
the pressure of both individual resistance and gamnformity — unfreezing is necessary.
It can be achieved by three ways where the drifanges, which direct behaviour away
from the status quo can be increased, the resimaforces which hinder movement from
existing equilibrium can be decreased or combimatibfirst two approaches (Robbins,
2003). However, Huczynsin and Buchanan (2003) skete refreezing no longer seems
to be an option given constant transformation wisamow the norm, many organizations
now face a high velocity environment. They continaesay that turbulent and rapidly
changing external conditions are translated intooenplex, multi-faceted, fluid and
interlinked streams of initiatives affecting workida organizational design, resource
allocation and system procedures in continuousmgii® to improve performance. The
environment for most organizations is likely to @mvolatile, or become even more
turbulent. Current trends do not lead to prediciohcontinuity and stability in the near

future.
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Bullock and Batten (1985) summarized their moddbim broad stages, thexploration
phase which involves awareness of need for change araickmg for solutions,
planning phasewhich involve understanding the problem, collegtinformation, setting
change goals, designing action plaaxstjon phaseinvolving arrangements for managing
change, feedback processes amtegration phase involving consolidating and
stabilizing change and reinforcing new behaviodisis model was an expansion of
Lewin 3-step model and did not factor the volatildand dynamism of organization’s

environment.

Kotter (1996) came up with the eight-stage changecgss whose initial step is
establishing a sense of urgency crucial in gaimegded cooperation. This is because
when urgency is low, its difficult to put togethar group with enough power and
credibility to guide the effort or to convince kadividuals to spend the time necessary
to create and communicate a change vision. Thendestep is creating the guiding
coalition since a strong guiding coalition is alwayeeded. The coalition must have the
right composition, level of trust and shared objextBuilding such a team is always an
essential part of early stages of any effort tdruesure, reengineer, or retool a set of
strategies. Four key characteristics seen to bengakfor effective guiding coalition
which are; position power, expertise, credibilitpdaleadership. The third step is
developing a vision and strategy. Vision refersatgicture of the future with some

explicit or implicit commentary on why people shdstrive to create that future.
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In a change process, a good vision serves in yilagithe general direction for change, it
motivates people to take action in the right diceciand it helps coordinates the actions
of different people. A strategy provides both logi a first level of detail to show how

a vision can be accomplished.

The fourth step is communicating the change visioiwe the real power of a vision is
unleashed only when most of those involved in aererise or activity have a common
understanding of goals and direction. That showatse of desirable future can help
motivate and co-ordinate the kind of actions thatte transformation. The fifth step is
empowering broad-based action to empower a breaé bf people to take action by
removing as many barriers to the implementatiothefchange vision as possible at this
point in the process. The biggest obstacles thtahafeed to be attacked are structures,

skills, systems and supervisors.

Generating short term wins is the sixth step, ihisecessary as a major change usually
take a lot of time. There is need to have connig@vidence that all the effort is paying
off especially to non believers who require eveghbr standards of proof. They want to
see when data indicating that the changes are mgimd that the change process is not
absorbing so much resources in the short term esdanger the organization. Running a
transformation effort without serious attention dbort term wins is extremely risky.
Seventh steps is the consolidating gains and piegunore change since the first major
performance improvement will probably come welldsefthe halfway point, the guiding

coalition should use the credibility applied by 8tert term wins to push forward faster,
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tackling even more or bigger profits. The finalpsie anchoring the new culture since
according to Kotter, culture changes only oftencegsfully altering people’s actions,
after the new behaviour produces some group befwfia period of time, and after

people see the connection between the new actimhtha performance improvement.

Beckhard and Harris (1987) also proposed a chamrgeular. The change formular is a
mathematical representation of the change prod@éssbasic notion is that for change to
occur, the costs of change must be outweighteddsatisfaction with the status quo, the
desirability of the proposed change and the praliycof the change. There will be
resistance to change if people are not dissatisfigith the current state of the
organization, or if the changes are not seen amprovement, if the change cannot be
done in a feasible way, or the cost is far too highe multiplicative nature of this
formular indicates that if any variable is zeronear zero, resistance to change will not
be overcome. In other words, the variables do onotpensate for one another, and when

one is very low, the cost of change is likely tatbe high.

2.7 Resistance to Change

What faces those charged with bringing about chaimgerganizations is much more of a
mess than a difficulty. There is evidence to sggg®at the universal, prescriptive model
of change management is inadequate to descrildivibesity of approaches actually used

by organizations. (Dumphy and Stance, 1993).
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Some seek to restrict the meaning of change maragetn the felt need to improve
organizational performance and members’ own positwithin the organization
(Goodstein and Burke, 1991). It is well known tpabple, one, for the most part, resist
change of any sort. This is especially true in ¢hse of transformational change. In
government sectors, many factors come into plagh sas fear of the unknown, the
possibility of economic insecurity, threats to sbeelationships, and failure to recognize
the need for change (Nadler, 1988). Such reasdhsesilt into change that is ultimately
stamped out and equilibrium returned, unless de&stders as change agents step in to
facilitate acceptance of the change. Managemenildhaclude effective reforms, in-
depth, personal, top management communication amachodstrative and regular

monitoring.

Resistance to strategic change is often considerd® the major source of resistance
within organizations and the key reasons why chantjatives fail and persists to even
the future. Well thought out acceptance within esgpts and employees is based on an
approach that integrates everyone involved in a vy promotes commitment and
desire to change (Schein, 1993). As organizati@mirtue to experience changes even
the slightest, management must ensure that em@@® that the change process had
priority, is beneficial, and is permanently presant that key information is not lost
within the chain. Therefore, the key to succesghef attention management include
effective branding, indepth personal, top manage¢m@mmunication and demonstrative,

regular monitoring (Davenport & Beck, 2000).
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Another issue of importance in change theory is difference between how the
government sectors looks at present and how ipeaed to look after the change. The
importance of identifying state parameters priochange has been noted in only a few
cases. Depending on the existing culture and tigeedeto which a change differs from
that of culture, public sector may be more or lessdy for such a change. Tichy and
Devanna (1986) discuss ‘creating need for changesffect opening up the government
culture to be receptive to the change. Resistamahange is especially relevant if the
vision of a change agent differs from the values baliefs of the existing organizational
culture. If that is the case, the cultural issu¢hie government sector must be addressed
(Schein, 1991). This is part of the process thaasy to overlook in major change efforts
in organizations. If the government traditions f&l assimilate the vision and its
implications, desired change will never become piezkand will ultimately not achieve

the set goals and objectives.

2.8 Challenges in Strategic Change Management

The challenges of strategic change managementhareniny ways one can use to
proceed and the number of bedeviling issues thast nye worked out. They are
compounded by the size of an organization; the dséighge organization or the more
geographically scattered its operating units, theremthe process depends on the
cooperation and implementing skills of the changenéss who can push the needed

changes at the lowest organizational levels andarprocess deliver good results.
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Moreover, employees may be skeptical about thetsnefi the strategy, seeing it as
contrary to the organization’s best interests, keii to succeed or threatening to their
departments or careers. In addition, different eyg®s may interpret the new strategy
differently or have different ideas about what ihiernal changes are needed to execute
it. Long standing attitudes, vested interests,tiaend ingrained organizational practices
don’t melt away when implementers decide on aeqgsatand begin effort to implement
it — especially when only comparatively few peopbeve been involved in crafting the
strategy and when the rationale for strategic chahgs to be sold to enough
organizational members to root out the status duaequires a dept managerial
leadership to convincingly communicate the newtstya and the reasons for it,
overcome pockets of doubt and disagreement, séoeir@mmitment and the enthusiasm

of conceived parties and identify and build consens
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This presented the research design and methodofotipe study. It entailed the way the

study was designed, data collection techniguedtandata analysis procedure.

3.2 Research Design

The research design employed in the study wasestady. It was preferred over other
designs since it placed more emphasis on full conéd analysis of fewer events or

conditions and their inter relations. It also alemivfor prudent comparison of research
findings. Because of multiple sources of informatia case study put emphasis on detail

hence provided valuable insight for problem solyieegpluation and strategy.

A case study also allowed for evidence to be \emtifand avoided missing data.
According to Kothari (2004) it involved a carefuhdh complete observation of social
units. It was therefore be appropriate to be usedidtermine the strategic change

management practices at Jamii Bora Bank Ltd.

3.3 Data Collection

The study collected primary data using interviewidga which were directly
administered by the interviewer (researcher). Thethod of data collection was also
chosen since it gave an opportunity to probe redgats with a view to getting factual
and detailed results. The interview guide containestructured (open ended) questions

and structured questions. The set of structured amgtructured questions were to ensure
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that time and money were conserved as well agtiell easier analysis as they were to
be in immediate usable form; while the unstructuge@stions were be used so as to
encourage the respondents to give an indepth aotdal response without feeling held
back in revealing of any information. The respartdewere top and middle level

managers who are involved in the formulation anplémentation of change practices.

This study sought to come up with the strategicngeamanagement practices at Jamii
Bora Bank Limited covering the period of strategiange between the years 2010 to
date. The change in strategy was necessitated dngehof business from micro finance
institution to a fully fledged banking institutiooffering banking services. From the

changing normal operations of the institution, ¢heras need to transform services and

products to match the competition of the bankingme

3.4 Data Analysis

The study collected qualitative data by use ofrinésv guides administered to the
respondents on the strategic change managemeinicpsaat Jamii Bora Bank Ltd. The
data were analyzed using content analysis, defased technique of making inferences
by systematically and effectively identifying sgexcharacteristics of message and using
the same to relate to trends. It provided theameder with a qualitative picture of the
respondents concern, ideas, attitudes and feelihiggenerated a qualitative report

presented in continuous pros.
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The general information analyzed were; interviewe®tal work experience, duration
worked in the company, gender of the interviewestigsategic change management
practices, environment and business operationscig®lthat govern strategic change
management practices, processes employed to essymdicant changes, strategic
changes that have taken place at Jamii Bora Basneflts of strategic changes in the
organization, the pace of strategic change atiJaora Bank, the major outcomes of
strategic change management, the responses tagisgamnvironment and the challenge

experienced in strategic change management at BamaiBank Limited.

31



CHAPTER FOUR: DATA ANALYSIS, RESULTS AND DISCUSSION

4.1 Introduction

This chapter presented analysis, findings and dgon of the study as set out in the
research methodology. The results were presentetieostrategic change management
practices at Jamii Bora Bank. The study collectathdrom 11 respondents who were
interviewed and worked in all the departments &f tank. The data were gathered
exclusively through an interview guide as the regeanstrument. The interview guides
were designed in line with objectives of the staayl were used to collect qualitative

data.

4.2 General Information

This outlined the respondents department of wady pposition (rank) in the department,
the duration they have worked in the organizatibair total work experience in the

industry and lastly, their gender

4.2.1 Respondents’ Division

The study sought to know the division/departmeatrfrwhere the respondents worked
in. From the findings, the respondents were workimghe following divisions of the
bank; SME and Agribusiness, consumer banking, trgaghannels, institutional, audit,

finance, credit, human resources and informatiohrtelogy.

4.2.2 Interviewees’' Positions in the Division

The study sought to know the designation of therinéwees’ within the divisions. From

the findings, the respondents were the Chief Omerddfficer (COO) and the heads of
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various divisions within the organization. This iiieg that, ordinarily the respondents
were involved in the formulation of strategic démis of the company and therefore

were aware of the strategic practices that had bdepted in the company.

4.2.3 Respondents’ Duration with the Organization

The study sought to investigate the duration thepoadents have worked with the
organization. From the findings, the respondentesacthe divisions have worked in the
firm for periods spanning 2 ¥2 months to 4 yeards Batisfactorily covers the period of
the study and is explained further by the fact dhganization is a new entrant in the

banking industry.

4.2.4 Respondents Total Work Experience in the Indsiry

The study sought to know the total work experienger which the respondents had
worked in the industry. From the findings, the @sgents had working experiences
ranging between 5-18 years in the banking industhys implies that information on
strategic change management practices were calleftiean personnel who had
experience on formulation of strategic decisiond amanagement of the implementation

of the strategic moves to achieve the intendedctibgs.

4.2.5 Respondents’ Gender

The study sought to investigate the gender comipasitof the respondents. From the
findings, and out of the 11 respondents, 3 wereaferwhile the rest were male. Further
probe into the composition of gender representattwealed that 40% of total staff are

female while the rest are male.
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4.3 Strategic Change Management Practices

This presented the study findings in relation tite strategic influences on company
operations in terms of strategic alignment, pofici® govern strategic change
management processes employed to ensure significglmanges are implemented,
strategic changes that have taken place at the, blamkpace of strategic change at the
bank, the personalities involved in the strategiange management, benefits of strategic
change to the organization, factors favouring eg@&t change process in the
organization, factors inhibiting the strategibange process in the organization, major
outcomes of strategic change management in theniaageon, major successes of the
strategic change management in the organizatiajornsuccesses of the strategic
change management process, the organization’s nturesponse to the changing
environment, how the strategic change managemactipes are affected by the firms
structure, how the company’s mission, vision antues affect the strategic change
management practices, how leadership influencesegic changes management at the
bank and lastly, the challenges experienced irstitaéegic change management at Jamii

Bora Bank.

4.3.1 The Strategic Influences on Company Operatiain Terms of

Strategic Alignment

The study sought to investigate ways in which emmnental factors influence the
operations of Jamii Bora Bank Limited in terms dfategic alignment. From the
findings, majority of the respondents indicatedttbhange in the external environments

influences the firm to adapt to external environtatohanges. The respondents indicated
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that rapid and constant changes in the externat@maent require appropriate responses
from the management by deciding on appropriate rozgéional strategic changes to
cope with the environmental changes. The studpéurfound that environmental factors
force the bank to adopt new strategies in the fa#cdistress for the sole purpose of

breaking the critical situations.

Key among these environmental forces are; theigallienvironment that has brought
about county governments, forcing the bank to ghapproach and follow the counties
and the new government policy that 30% of goverrirtestders will go to the youth (will
see the youth control kshs. 30-50 billion), legatimonment especially the changing land
laws and their implication on mortgages and taxbamk charges that certainly will
reduce income to banks, and lastly the compet#iv@ronment that has seen the bank
quietly follow on the footsteps of equity, cooperatand family bank through the
introduction of their lead product, Jiinue na M#iathat commits 10% of the bank
revenue to customers and staff a first in the warld also introduced salary protection
cover for protect any person salaried, also®airl Kenya and Africa. Lastly the
technological environment since the industry isdmeag highly technological and the

bank is taking deliberate actions i.e remote actopaning and online loan application.

4.3.2 Policies to Govern Strategic Change Managenten

The study sought to investigate the existence eércholicy frameworks to govern

management of strategic changes. From the findthgdyank has set out project teams to
undertake and chat the implementation of projdaisther, it also came out that the team
only exists whenever there is a project to be imglieted and ceases with the completion

of projects.
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4.3.3 Processes Employed to ensure Significant Cligas are

Implemented

The study investigated the processes that are gegplim ensure significant changes are
implemented orderly at the bank. From the findingsgjority of the respondents
indicated that management of Jamii Bora Bank Lichiteeates awareness by developing
a formal network of relation to get information acgmmitment with top management
acting as the key generator and enforcer of tteegfic decisions and management. The
study findings also revealed absence of consensildiny processes and commitment

creation by way of reward schemes and formal sirast

4.3.4 Strategic Change that have taken Place at JarBora Bank

The study sought to investigate the strategic chsutgat have taken place at the bank
over the first 3 years. From the findings, respansléndicated that the organization has
a structured methodology for responding to chamgdise business environment such as;
the merger of Jamii Bora Micro Finance Kenya Ltd &ity Finance Trust, which led to
Jamii Bora Bank Limited to consolidate resourdaspduction of Agribanking to serve
the agricultural sector, introduction of consumganking and personal banking to serve
individuals and mortgage banking to serve propsetor, institutional banking to serve
institutions, diaspora banking targeting the ksh80B remitted by Kenyans in the
diaspora, procurement of a new banking system ¢strmbustness and efficiency while
handling bigger numbers and human resource charggé®m 20 graduates out of total
staff of 80 by end of 2012 to current 80 graduatesof 160 staff, are head hunted to

enhance efficiency, expertise, and experience.
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The study further found that the company had estaddl coping mechanisms for

responding to changes in the work place such aspoéivies or changes in technology.

4.3.5 Pace of Strategic Change at Jamii Bora Banktdl

The study requested the respondents to describpatte of strategic changes that have
taken place at the bank. From the findings, majaritthe respondents indicated that the
bank has seen swift transformation to cope with metitor, political and government
influence and demanding customers given it opetsedoors for operation just 3 years
ago. The success, from the findings, has also laibuted to pressure from the
management on employees through demanding tatpetgverall strategic plan of the
organization guiding the efforts and the leadergithe bank self acknowledgment that
the company is a late entrant in the market andetbee must adapt fast to meet the

demands of the market and beat competition

4.3.6 Who are Involved in Strategic Change Manageme

The study sought to identify the key persons ingdlin strategic change management at
Jamii Bora Bank Limited. From the findings, and @ding to most of the respondents,
strategic decisions are made by top managementdatibles as the overseers while the
rest of the staff implements. The bank has adoptédp down approach in handling
strategic issue. The main decision making orgah@bank is the board of directors that
approves any (all) strategic changes. Just belewbdard is the executive committee of
management (EXCOM) which is the decision makinggarof the board, consisting of

the Chief Executive Officer (CEO), Head of Finandead of Credit, Head of HR, Head
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of Treasury, Chief Commercial Officer (CCO) and Mieief Operations Officer (COO).
Below the EXCOM is the Business Committee (BIZCOjichh implements the business
related operations while operations committee (OP@®dplements operation-oriented
changes. As a policy of the bank, any project iglemented and overseen by the project

team, with at least a member from each committee.

4.3.7 Benefits of Strategic Changes to the Organizan

The study sought to investigate the benefits ddtsgic change to Jamii Bora Bank
Limited. From the findings, the respondents intidahat the strategic change have help
the bank grow in the market place, increased ojpaalt efficiency and has boosted
profitability (i.e from a ten year back to backda®making to registering positives returns
last year). The bank is also growing as a gooddteence furthering positive business

opportunities in the near future.

4.3.8 Factors Favouring the Strategic Change Proce# the

Organization

The study sought to investigate the existence ctiofa favouring the strategic change
processes in Jamii Bora Bank limited. From theifigd, and according to a majority of
the respondents, there exist clear reasons thanhés it relatively easy for the bank to
formulate and implement strategic changes and timed@de; open-management system
that attracts new ideas, the empowering of managermake decisions, dedicated
workforce and the fact that this is a small ban# Hrerefore limited number of decision

makers aiding faster consultation.
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4.3.9 Factors Inhibiting the Strategic Change Proas in the

Organization

The study sought to know the existence of factoingbiting the strategic change process
in the bank. From the findings, the following werieed as major reasons affecting the
processes of strategic changes; limited resoutashias forced the staggering of major
strategic changes while also seeing some shelvéteishort term, lack of clear policy
framework to guide management of strategic chaagesthe obvious failure to involve
all staff in the planning, implementation and ewion of the changes hence pockets of

resistance.

4.3.10 Major Outcomes of Strategic Change Managemeim the

Organization

The study sought to know the major outcomes oteggie change management at Jamii
Bora Bank Limited. From the findings, the major aamhes of the strategic change
management adopted by the banks were motivatedhapdy staff due to increased
income attributed to its “Jiinue na Marafiki” pr@agnme, customer satisfaction arising
from increased efficiency and better customer serviommitment from staff since the
“Jiinue na Marafiki’ products make them part andcpaof the organization for posterity

and increased revenues arising from improved custonembers.
4.3.11 Major Successes of the Strategic Change Maysmament Process

The study sought to know identifiable successeth®fstrategic management process at
the bank. From the findings and based on the ntgjofithe respondents, the successes

include faster adoption of strategic changes arfdemement of strategic objectives
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deliverables, efficient utilization of resourceac® a lot of resources is saved from lack
of educative campaigns to achieve consensus atet fascess of decision making since
top management makes decisions which is passedwer Icadre staff to implement

without questioning. The sum total of the above $@&n the realization of new brands,

new products and increased customer base.

4.3.12 The Organization’s Current Response to thelanging

Environment

The study sought to investigate how Jamii Bora Bhainkited currently responds to the

changing environment. From the findings, majoritytree respondents indicated that the
bank has adopted strategic approaches targetinqiimwne earners as they form the bulk
of the population. To this extent, the bank isadticing a product for the low-cost

housing schemes that can be built within ten dagsdemo house to be unveiled by mid
November before rolling out the project in masse Biudy further revealed expansion
programs with the objective of delivering serviadsser to their customers while also
upgrading their management system to further eréhaficiency. The company has also
recruited a strategic team whose objective and rsslponsibility is to constantly assess

the business environment and advise on better mggssive ways of adaptation.

4.3.13 How the Strategic Change Management Practeare Affected by

the Firm’s Structure

The study sought to investigate how the stratelggmmge management are affected by the
firm structure. From the findings, the respondeimdicated that the failure by the

organization to align and design its structurdne Wwith the strategic needs and failure to
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clearly state the roles of strategic implementera recipe for poor management of the
strategic process. This to some extent has affeittedcohesion of the teams while
providing little room for accountability since ressibility is shared across the line
managers. The only change in structure is the resipa in width at the level of

divisional leads since each product introduced tressoa full division with a full fledged

head. This lack of organizational structure taidbr® fit strategic changes has the
potential to affect the implementation of the =gt changes especially as the

organization continues to grow.

4.3.14 How the Company’s Mission, Vision and ValueAffect the

Strategic Change Management Practices.

The study sought to find out whether the companyission, vision and values affect the
strategic change management practices at Jamii Ban& Limited. From the findings,
mission and the vision inspire or provide long tetirection of the organization while
showing ways of achieving the goals. The companglaes of customer satisfaction and
dedicated service also commits the organizatiorotdginuously innovate on better ways

of customer service while providing products thaetrtheir needs.

4.3.15 How Leadership Influences the Strategic Chages Management

at Jamii Bora Bank

The study sought to investigate how leadershipuarftes the strategic change
management at the Bank. From the findings, theoreggnts indicated that leadership
influences the strategic change process by prayidirection and guidance, allocation of

the much needed resources for implementation ane@nhancing/enriching strategic
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ideas. The respondents further intimated thatienorganization, leadership is everything
given that strategic decisions and how they ard@mpnted are made at the top and
instructions given down the company structure faplementation. Strategic changes
therefore are at the whims of top management imdesf choice, timing and pace of

implementation.

4.3.16 The Challenges Experienced in Strategic Chga Management at
Jamii Bora Bank

The study requested the respondents to indicatehtiléenges experienced in the process
of managing strategic change at the bank. Fromfitittngs, resources has been the
major impediment as it dictates the pace of impleimg the changes and the scope of
changes at any given time. Lack of clear all inespolicy framework to guide
formulation, planning and implementation of strateghanges to enable wider
acceptance and as such eliminates resistance eFudbk of compensation scheme that

rewards change champions and enable institutiatadiz of the changes.

4.4 Discussion

The study established that the environment hasuence on the operations of Jamii
Bora Bank Limited in terms of strategic alignmeRtom the findings, change in the
external environment influences the firm to adapt adopt to the external environment.
The respondents indicated that rapid and constaarges in the external environment
require appropriate responses from managementdiahk in deciding upon on the best
organizational actions. It is therefore clear ttte# company changes its strategies in

response to the environmental changes. The studiiefufound that environmental
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factors forces the bank to adopt new strategiesdrface of competition and demanding

customers for purposes of being and remaining ctitiyee

This implies that the environment influences tregfgrmance of Jamii Bora Bank
Limited as its strategic choices to the volatilel dnghly competitive banking industry
forces the company to implement major corporatgbs such as expansion by opening
branches across the country, product diversificatiorough introduction of several
products initially not associated with the compamgduct differentiation by introducing
products unigue to the organization, branding agdificant human resource changes.
This concurs with Thompson and Stickalnd (1999) wifticated that with important
changes taking place in the social fabric withimicka organizations operate, are vital

forces impacting organizations within the conteixtloeir business operations.

The study established that given the scope and gfasteategic changes within the bank
since 2010 as a response to changes in the ex@amiabnment, the management of the
bank has deliberately made efforts to better manhgage. This has seen the creation of
an innovation team with the purpose of generatmgpetitive ideas and a project team

to manage the process of implementing strategingds

The study found out the importance of selectingitsmhs to address issues that confront
the company and this is enabling to adopt fairlyl wethe competitive market. The
study revealed that the benefits of strategic mamept to Jamii Bora Bank limited so
far has been growth in the market place, increasfficiency, increase in profitability,
highly potential business opportunities and @eaimpetitive edge over its rivals in the

market.
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The study established that the factors that fatberstrategic change processes in the
bank includes; management styles that is opene@sidthe empowerment of managers to
make critical decisions, open minded and dedictgach, flexibility in decision making
and the open door policy that speeds up the spegeksion making. The organization is

also fairly small with key decision makers undee roof.

The study established that the major outcomesrategfic change management at Jamii
Bora Bank Limited were happy and committed stafbtigh the “Jiinue and marafiki”
that increased their income, customer satisfacttoough quality service and good
financial performance occasioned by the growth afkat share and efficiency in service
delivery. The study found out that due to the idtrction of the strategic change, there

has been improved efficiency and as such leadimgpoovement service delivery.

The study found out that the bank was respondinghtanging environment through
adoption of a flat organizational structure by giieach product introduced a full
fledged department for purposes of good focus asd ef accountability. The study also
established that the company was opening branamtessathe country to reach as many
customers as possible and to respond to the neatedt county governments and

position itself strategically for the national ybdtind (the Uwezo fund).

The study found out that strategic change managenvere being affected by the
structure of the organization which were not aliyt@ the needs of the strategy and the
relationships among various positions and ac#isithot well prescribed. This was
compounded by the absence of clear policy frameworlguide strategy planning,

formulation, implementation, evaluation and indtdnalization. The creation of a project
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team to oversee implementation of all strategengfes further explains the company’s
approach to exclude some staff from strategic sskarther, the study indicated that
only top management are involved in strategic fdatn without regard to the

opinions, feelings or input from other members tafffs This has the potential to bring

about resistance to strategic changes at the pbimplementation.

The study also found out that limited resources armgmpediment to implementation of
strategic changes at Jamii Bora Bank Limited. Hais resulted to projects being phased
for lack of enough funds while others have beerveldein the interim. Lack of enough
resources is also a problem at the heart of comapensof personnel in charge of
implementation of change programs will kill moraled a recipe for negative altitude.
Some of the projects implemented include; new mememt system, opening of new
braches, introduction of new products and servicesthaul of the human resources and
rebranding to enhance the company’s corporate emaége study also found out that
lack of change management framework to coordinateraanage change processes has
also affected the quality of change delivery andneatment from some key
stakeholders. The changes are at times vieweedltmd to the selected few while most
of the staff comply to implementation directivesiply for lack of power and authority to

refuse and fear of victimization.

The study also established that the company’s wjsiaission and values plays crucial
role in strategic change management process. HAspjyté and give long term direction to
the organization while providing the ways of aclmevthe goals. The company values
that are hinged on quality customer service hasladdped in the creation and innovation

of products and services all geared to ensure mesteatisfaction.
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CHAPTER FIVE: SUMMARY, RECOMMENDATIONS AND
CONCLUSION

5.1 Introduction

This chapter provides the summary of the findimgsnf chapter four, and also gives the
conclusions and recommendations of the study basedte objectives of the study. The
objectives of this study were to explore the sgiatehange management practices and to
determine the factors influencing strategic changgnagement at Jamii Bora Bank

Limited.

5.2 Summary

The study summarized that the environment influsribe operations of Jamii Bora Bank
Limited in terms of its strategic alignment. Andedto rapid and constant changes in the
external environment, the management of the bamkin® prompt responses in deciding
on appropriate organizational activities as th@gany changes its strategies in response

to the changing environment.

The study summarized that environmental factorsels Jamii Bora Bank Ltd to adopt
new strategies in the face of competition and defimgncustomers to break critical
situations. In the face of a dynamic environmehg tompany implemented major
corporate changes such as expansion strategy dnjngpbranches across the country,
management system overhaul to introduce a moragseige and efficient system, staff
restructuring through a recruitment exercise tamgetexperience, youth and skills,
product and service diversification by introducumgique and customer focus products,

and through rebranding meant to enhance the coyigpanrporate image.
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In response to the forces of external environmém, study noted that the bank’s
management should enhance creation of awarenestewsioping both formal and
informal networks of relation creation to get infation, improve on commitment, ways
of solidifying change process and integrating psses and interest, using formal
analytical techniques for establishing, measuring @ewarding key initiatives to ensure
significant changes are implemented. The studgp &sind that the company was
practicing selective solution to addressing isshes$ confront the organization for it to

adapt well in the industry given its late entry.

The study summarized that the management of Jaona Bank Limited should always
adopt strategic change management practices so aelp the management of the
company to recognize the power of human dynamica ¢hange process; recruiting of
gualified change agents/leaders to help the compaeaybers develop a relationships
necessary to maximize effectiveness of a changertefihnovative more of pioneer
products that will bring new paradigms, implememrttér the strategies, implement
proactive/progressive expansion programmes, magimise of resources while
implementing change programmes, negotiate for moesources, manage the politics
within the organization and rally enough supportessary for effecting changes and

lastly to work around effective compensation schetoamotivate the change team.

The study further summarized that strategic changeagement that were being adopted
in Jamii Bora Bank Limited due to the changing emwinental conditions includes
rebranding to enhance the image of the organizatioennel expansion to wider physical

coverage, system overhaul to increase robustmekeféiciency, product diversification
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and differentiation to focus on the uniqueness li## tustomers and innovation to
introduce pioneer products with the potential teate future new paradigms in the
industry. The study also found that the compargnigaging in activities meant to align it

with new policies in the government including thieation of the county governments.

The study found that strategic change managemeste vbeing affected by the
management style and the organizational struchaevtere not in sync with the needs of
effective implementation of the strategies. Theatiehships among the key strategy
implementers were not well prescribed and alsodeftactual strategy implementers who
definitely would feel sidelined in the formulatioithis is a recipe for resistance to
strategic changes. They would resist change duthdofear of the unknown and

ignorance of the intended objectives due to exotusf the formulation stage.

5.3 Limitations of the Study

The main limitation of the study was the inabiltty include more organizations. This

study was only limited to a case study and couldehiacluded more banks so as to
provide a more broad based industry analysis @tegfic change management practices.

However, resource constraints placed this linotati

The study also faced challenges of time limitatieith some respondents granting
maximum of 30 minutes for interviews while otherrrearked respondents failed

completely to get time —citing tight schedules.
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The study also faced challenges of distortion spomses done deliberately by some
respondents due to the sensitivity of the infororatiequired for the study findings to

achieve preset objectives. Further, the study éxpeed delays when the management
of Jamii Bora Bank insisted that the interview gulthd to be scrutinized and approved

by their legal team to ensure that company seesitiformation is not released.

5.4 Area for Further Research

This study investigated the strategic change mamagt practices of Jamii Bora Bank
Limited. On analysis of the findings, a furtherdtwon resistance to change should be
undertaken owing to the absence of clean policynéwaorks to management
implementation of strategic changes. The study siggests that a further study on the
effectiveness of strategic changes to test theagiekbetween management of strategic

change and achievement of change objectives.

5.5 Conclusion

A study sought to explore the strategic change gemant practices and the factors
influencing strategic change management at Jamma Bank Limited. The study findings
shed adequate light to draw major conclusions disated based on the summary of the

findings.

Jamii Bora Bank Limited had to some extent obserwvé#drmal practices in change

management. This in doubt helped the organizatmrsiuccessfully initiate change

programmes appropriate for beating and remainileyaat in the business.

49



However, effective channels of communication andusion of employee into the
change process were missing and this led to lackwoiership of the change process by

critical stakeholders within the organization.

The study further concludes that like many orgaions, Jamii Bora Bank Limited was
faced by two main challenges; resistance to chamge management of people factor

within an organization in the change process.
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TO WHOM IT MAY CONCERN
The bearer of this letter . Gz S EN . CHESBIL- ©LONT
Registration NoDGllbml A3 U

is a bona fide continuing student in the Master of Business Administration (MBA) degree
program in this University.

Hefshe is required to submit as part of his/her coursework assessment a research project
report on a management problem. We would like the students to do their projects on real
problems affecting firms in Kenya. We would, therefore, appreciate your assistance to
enable him/her collect data in your organization.

The results of the report will be used solely for academic purposes and a copy of the same
will be availed to the interviewed organizations on request.

MBA ADMINISTRATOR
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APPENDIX Il

INTERVIEW GUIDE FOR JAMII BORA BANK STAFF

1. Name of the diVISION ... e
2. What is your position in the diViSioNn .............ooiiiiiii i e,
3. For how long have you worked in this company? ......... . eeeiiiiiiinnnnen.
4. What is your total work experience in this industryyears?...........ccccccnn.
5. What is your gender? (please tick)

Male [ ]

Female [ ]

Part B: Strategic change management practices

6. What environmental factors influence the operatiohghe company in terms of

strategic alignment? Please indicate both inteandlexternal factors.

7. What policies have been put in place to governsth&egic change management at

Jamii Bora Bank since 20107



8. Which processes have been employed by the orgemizéd ensure significant

changes are implemented in an orderly manner?

9. Which are the strategic changes that have takee @iJamii Bora Bank over the last

3 years?

10.How would you describe the pace of strategic chahge have taken place at the

institution?



13.What factors favour the strategic change processte organization?



18.How are the strategic change management practifeztesl by the firm’s structure?

19.How do the company’s mission, vision and valuesdffthe strategic change

management practices?

21.What are the challenges experienced in strategiogdn management at Jamii Bora

Bank?

Thank you for your cooperation!!



APPENDIX I

JAMII BORA BANK LTD MANAGEMENT STRUCTURE

BOARD OF DIRECTORS

CHIEF EXECUTIVE OFFICEF

(CEO)
I I
Chief Commercial Office Chief Operations Offict
(Cco) (C0O0)
Head of Head of Head of Head of
Head of SME  Head of Head of Head qf Audit Finance Human IT
& Consumer Treasury Institutional Resources
Agribanking Banking Banking

Source: Jamii Bora Bank website (2013)
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