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ABSTRACT

Strategic change has become a constant phenomehah wnust be

attended to and managed properly if an organizaoto survive. The

purpose of this dissertation is to investigate ithpact of change in the
payment service provider to understand if they significantly reduce the
delays in delivery of cash to the vulnerable grompsociety, The objective
of the study is to determine the change managestiaiegies employed by
the three programmes in the Ministry of Labour, i8lo&ecurity and

Services in response to the delays in delivery aghcto the vulnerable
population in Kenya. The study applied a crossiceat survey design
where the three programmes of the Ministry of Lab&ocial Security and
Services in which the cash transfer programmes werelved using a

guestionnaire and analyzed data using statisiocds$.t The study found out
that there exist a relationship between stratepmnge in organizational
structure and the delivery of cash to the vulnergiobup. There were many
drivers of change at Ministry of Labour, Social @#y and Services which
included changes in the top management of the anoges and the
increase of donor and government support that edeatore challenges of
working. The programmes had enormous challengegimarfrom frauds,

thefts, siphoning of money and loss of working nwramong the staff
which was brought about by too much work that dititranslate to results.

Xii



CHAPTER ONE
INTRODUCTION

1.1 Background of the Study

The increasing popularity of cash transfers i af the most significant
developments in global social policy since the esman of social security in
industrialized countries have been hailed as a wayreduce inequality, help
households break out of a vicious cycle wherebyepgvis transmitted from one
generation to another, and promote child healttrjitrmn and schooling Fiszbein A, et
al. (2009) One conservative estimate of these dadimented benefits suggests that
a 1% increase in years of female schooling is aasat with 0.37% increase in per

capita income (Knowles et al. 2002).

Johnson and Scholes (2003) notes that organizatioss find ways for operating by

developing new competences as the old advantageampetences gained is quickly
eroded owing to environmental changes. Change neamagf Strategies according to
Adato & Bassett, (2009) should be put in place nsuge the beneficiaries receive
them at the right time. Rose and Lawton (1999) nlesethat changes in the service
institutions arise out of the need for efficienegonomy, effectiveness, performance

evaluation ethics and market concerns.

Hallfors et al. (2011) notes that all governmengs/en the sole responsibility of
ensuring that the vulnerable groups of the so@etess the funds as and when need
arise. Traditionally, theories have been develdpgedarious scholars in support of
change strategies employed in response to hahitelalying of cash to different
sectors in the society, such theories include Resofidvantage (R-A) theory which

has affinities with several research traditions.



First, it traces to the resource-based theory effitm and the historical tradition
Conner (1991), this theory views firms as combingrdieterogeneous, imperfectly
mobile resources that are historically situatedpace and time. The ‘resource-based
view’ has been significantly developed by Barne99@), Barney and Hansen (1994),
Peteraf (1993), Prahalad and Hamel (1994), Schegii®®4), and Schoemaker and
Amit (1994). Based on what the theories have hygmed, Balogun (2004) has
reaffirmed that change strategies in managing fuesjsecially to the vulnerable
people should be prioritized. Moreover, the theoinchange approach also explains
the significance of cash flow to the vulnerable gleoin the organizations.

Shoniregun, C.A., (2003),

A number of factors could be considered by the gawent in this process of
progressively extending coverage across vulnegioleps. To start with, on average,
of all vulnerable groups, OVCs are the most likelyive in households that are poor
with over 50% followed by households with childrender 18 years of age at 46%
and then by households with people over 60 yeaemgefat 42%. Simulation shows
that large differences in poverty reduction arelkaty to be achieved by targeting

differently

Shah, (2005) however affirms that some social tasisfer programmes continue to
experience difficulties in making regular, predidta payments to beneficiaries. To
provide effective support, these programmes widchéo review their procedures to
ensure that payments are being made on time. Mogoriantly, for those
programmes implemented through government systepwdassifying safety net
expenditures as personnel emoluments rather thaergleexpenses in the national

budget would reduce delays experienced in fundg Reabhakar, (2004).



1.1.1 Concept of change management

Change management is a systematic approach tangeasilih change, both from the
perspective of an organization and on the individenel. For organization changes,
change management is defined as activities invoimedefining and instilling new

values, attitudes, norms, and behaviours withiorganization that support new ways
of doing work and overcome resistance to changeldibg consensus among
customers and stakeholders on specific changegrdEkiio better meet their needs;
and planning, testing, and implementing all aspeaitsthe transition from one

organizational structure or business process tthan¢Song, 2009).

Change management is the process which encomptssissand techniques to
manage the people side of change to achieve thereegoutcomes on one hand and
also to realize that business change effectivethiwithe social infrastructure of the
workplace (Jeff, 2007). According to Mullins (1998hange management refers to a
set of processes that is employed to ensure thaifisant changes are implemented

in an orderly, controlled and systematic fashioerffect organizational change.

Change management entails thoughtful planning amsitve implementation and
above all consultation with, and involvement of preople affected by the changes.
Problems arise when change is forced on peoplan@htherefore must be realistic
achievable and measurable (Chapman, 2005). Ni¢ROB6) posits that the overall

process of change and change management reméaw rpreth the same.

Thus it's this fundamental similarity of the changecesses across organizations,
industries, structures in different countries, awetts i.e. globally that makes change
management a task, a process, and an area of poofalspractice. Due to the growth

of technology, organizational change is largelyiwated by exterior innovations.



The attempt to understand the psychological presest lead to conceptual change
in the individual has predominantly been the pwwief cognitive developmental

psychology. However, many of the psychologicalghss have been motivated by
proposals in the history and philosophy of scieMdereover, what has come to be

called cognitive-historical analysis has been \meflyential (Chapman, 2005).

This type of analysis involves conducting histdricases-studies of important
episodes of theoretical change in the history doére® and making use of the
analytical tools of cognitive science to provide@mts of the cognitive processes
involved. Such analyses have documented the immpmeteof such process as
analogical reasoning, the use of visual representt and thought experiment,

collectively referred to as model-based reasonmggsses (Mullins 1990).

1.1.2 Change management strategies

Strategy refers to the roadmap that an organizdtsmntowards the attainment of its
long term goals and objectives (Baloun and John2004). Strategic management is
the process of operationalization of the firm’sstgy. Strategic management helps in
the formulation of effective organizational goalBne effective formulation and

implementation of strategic management technigaeslead an organization to the

path of success. For those who believe in the iple that underlie it.

Change management strategies ‘is the interestsanhgement on how organizations
are managed, stressing the role of accountabitityndividual managers in their
positions as managers' (McAuley, Duberly and Col28®0). Most organizational
managers today would agree that change has becamestant phenomenon which

must be attended to and managed properly if amaagon is to achieve its mission.



Powell (2001,) views business strategy as thettwdl manipulates the resources and
create competitive advantage, hence, viable busisrategy may not be adequate
unless it possess control over unique resourceashtdmathe ability to create such a
unique advantage. Changes in technology, the n@aket, information systems,
social values, workforce demographics, and thetipali environment all have a

significant effect on the processes, products andees produced (Sturdy, 2003).

The culmination of these forces has resulted ineaternal environment that is
dynamic, unpredictable, demanding and often detiagtdo those organizations
which are unprepared or unable to respond (Bur2@34). The change process in
any organization normally happens due to the avem®if the need for change. In
the recent years especially, the nature of chaageritreased in degree and pace. In
this regard, an organization has first to identifye factors that have created this
necessity for change, identify their charactersstend then determine how the
changes will be managed. The factors that contiliot change range from cost
reduction, redundancies, technological, culturalange and performance

improvement (Pettigrew, 1992).

1.1.3 Government of Kenya

The Cash Transfer Projects under the Ministry obdwa, Social Security and
Services has approved the expansion of the Progesnfrom155, 000 households
caring for the vulnerable group in Kenya to arous@D,000 households which
translates to increasing the coverage of individogrammes. The Ministry of
Labour, Social Security and Services was disbursiegtransfer payments using a
manual technology however using IDA resources, vative technology was

introduced to transfer payments to beneficiaries faster and more secure.



A new payment delivery mechanism has been seleittedffer a cost-effective,
efficient, accessible, accountable and secure sydte the delivery of the cash
payments. However there are quite a number of ehgdls that are envisaged by the
introduction of the new payment service providerghat there is need to critically
study and analyses the advantages that are gaimedttie change as against the old
method of provision of transfers and if it has besdle to alleviate the delays

experienced by the households.
1.2 Research Problem

Strategic change has become a constant phenomeimich must be addressed by
organizations in all sectors and industry if anamigation is to remain competitive.

Changes in technology, the marketplace, informasigstems, the global economy,
social values, workforce demographics and the ipalitenvironment have a

significant effect on the processes, products amdices produced (Simons, 1999).
While organizational change is a constant expeeemirowledge and awareness
about many of the critical issues involved in thanagement of such change is
important in ensuring the organization lays dowprapriate strategies to reduce such

effects on its operations.

The three main cash transfer programs which atee Older Persons Cash Transfer,
the Cash Transfer for Orphans and Vulnerable Giildmd the Urban Food Subsidy
Cash Transfer, have collectively increased therecage over tenfold since 2005 and
currently provide regular support to 1.65 millioegple. Despite these gains, cash
transfers in all the programmes have not been tafedg been able to transfer the

benefits to the households in a more economical wag to institutional and

operational factors . Some of these factors caattipkuted to the type of strategy that

has been implemented.



These hindrances are brought about by the way rtbgrggnmes disperse the much
awaited cash by using certain payment providers wat® either not effective or

ineffective. It is with this background that theogrammes did apply a change
strategy by using a different payment service glevias a change strategy to test

whether there will be change in delivery of casth®vulnerable groups in society.

While cash transfer programs tend to be small, tfgn overlap geographically, and
this is likely to increase as programs continugitow. This limitation undermines
how effective these programs can be in helping l&é&nychronically poor and
vulnerable populations. In spite of these shortem®i cash transfer programs are
widely regarded as a more effective form of safedy support than emergency food
aid. It is with this background that the researchends to carry a study to
understand how effective the change that has biéected to the programmes by way
of changing the mode of transferring the cash ¢éoatbneficiaries in addressing delays

in future.

Locally, studies on change management strategigside: Gekonge (1999) who
conducted a survey of the strategic change managemmctices by Kenyan
companies by considering the case of companiesilisy the NSE; Bwibo (2000) did
a survey of strategic change management practiceginwnon-governmental
organizations in Kenya; Otiso (2008) studied sg@mtehange management practices
the case of Africa merchant assurance company;riA@@00) did on strategic change
management practices within non-governmental orgaioins in Kenya; and Mbogo
(2003) did a study of strategic change managemerteps in commercial banks in
Kenya; Kivasu (2012) tackled the strategic change managemegram at Kenya

Society for the Blind.



From the researcher's wide reading, no related ystod change management
strategies that has been done on change managetnategies employed by the
government and especially the Ministry of Labousci@l Security and Services and
the three programmes in response to the delayslivedy of cash to the vulnerable
people in Kenya. What change management strategees employed by the three

programmes in response to the delays in cash dgliwe¢he vulnerable in Kenya?

1.3 Research Obijectives

To determine the change management strategies gedplyy the cash transfer for
orphans and vulnerable children, older person’s ¢ensfer programmes and urban

food subsidy programme in the Ministry of Labounct&l Security and Services.
1.4 Value of the Study

The results of the study was to benefit the thmegrammes and other organizations
in identifying strategies that they can adopt idevrto manage change in response to
delays in funding and revision of budget estimdtgsionors. It would be a useful
source of information to its management of stratefianges. The study would be of
importance to other public institutions whose iastrlies on improved services
delivery for customer satisfaction. It will equalhg a useful source of information to
the management of strategic changes in the mingdtrgbour, social security and

services, especially in so far as operation ofptlegrammes is concerned.

The study was also useful to government and patiekers in different programmes
in formulating policies on areas that necessitatdeggic change management and will
really heavily on resource advantage theory whieeeuse of resources by the firm
whether tangible or intangible has to be effecyivahd efficiently managed for the

purpose of maximum production. The study will pdeviadvice to the government on



issues to do with strategic change management myd&eand how they can use
different strategies in order to effectively mandbe change process. Equally the
study will provide critical areas that will givesight to the government on certain

strategic directions to follow when designing ahcaansfer.

The study also intended to contribute to the fi#fidtrategic management in general
and the management of strategic changes in patienhong organizations especially
those relying on donor funds to run their prograrenine study was to provide a
platform for further research in the area of changmagement especially both the
resources advantage theory and the resources tiesag of competitive advantage
which stipulates that it is important to identifjevelop and deploy key resources to
maximize returns (Fahy, 2000). The study will fertlcontribute in strategies and
practices that can be employed in government niiessand departments in order to

bring up change in provisions of services espeacialsocial transfers.



CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This chapter seeks to look at what other scholasse twho have carried out their
research in the same field of study which are tjoselated to the theme and the
objectives of the study. The specific areas covdrere are concept of strategy;

strategic management; and strategic change process.

2.2 Theoretical Foundation

This section seeks to expound on what theoretmahdations that will be relied on
while seeking to understand the change stratetjias dre effective in addressing
delays to delivery of cash to the vulnerable groumpghe social security sectors in

general.

2.2.1 Resource-Advantage Theory

Resource Advantage (R-A) theory has affinities wgitlveral research traditions. First,
it traces to the resource-based theory of the &inah the historical tradition (Chandler
1990; Conner 1991). Defining resources as the bdmgand intangible entities
available to the firm that enable it to producecéghtly and/or effectively to a market
that has value for some market segment(s).

This theory views firms as combiners of heterogeseonperfectly mobile resources
that are historically situated in space and timee Tesource-based view' has been
significantly been developed by Barney (1992), Tthisory effectively translates
valuable resources that are neither perfectly iofgtanor substitutable without great

effort Barney, (1991).

10



R-A theory draws on evolutionary economics (Hodgsi#93; Langlois 1986;
Marshall 1898; Nelson and Winter 1982; Schumpe®&0). Evolutionary economics
views competition as a selection process, a spaeestruggle. It is this process of
competition that produces innovation, ‘creativetdegion,” increases in productivity,
and economic growth. R-A theory draws or, as wil brgued in this paper,
warrantedly claimso draw on Austrian economics (Kirzner 1979). Far Austrians,
competition is a process of competitive rivalryviich entrepreneurship and such

institutions as money and private property ardlyiienportant for creating wealth.

R-A theory's view of resources not only differsniréhat of neoclassical economics, it
also diverges from the long-standing position isibass strategy. For example, Day
and Wensley (1988) distinguish between ‘skills’ aredources’ on the basis that the
former are ‘the distinctive capabilities of persehrand the latter are the ‘more
tangible requirements for advantage. In contrastA Rheory maintains that

intangibles can be resources and views the sKiilsdividuals as kinds of resources.

2.2.2 Resource-based theory of competitive advantag

The resource-based view stipulates that in strateganagement the fundamental
sources and drivers to firms’ competitive advantage superior performance are
mainly associated with the attributes of their teses and capabilities which are
valuable and costly to imitate (Mills, Platts anduBne, 2003). Building on the

assumptions that strategic resources are heterogggedistributed across firms and
that these differences are stable overtime, Ba(h891) examines the link between
firm resources and sustained competitive advantager empirical indicators of the

potential of firm resources to generate sustairedpetitive advantage can be value,

rareness, inimitability, and non-substitutabiliBeteraf and Bergen, 2003).

11



In Barney (1991), firm resources include all assepabilities, organizational
processes, firm attributes, information, knowledgé. controlled by a firm that
enable the firm to conceive and implement strateth@t improve its efficiency and
effectiveness. A resource must enable a firm toleyna value-creating strategy, by
either outperforming its competitors or reduceowen weaknesses. Relevant in this
perspective is that the transaction costs assocveté the investment in the resource
cannot be higher than the discounted future rdras ftow out of the value-creating

strategy (Mahoney and Pandian, 1992)).

The resource-based view of the firm (RBV) has emerg recent years as a popular
theory of competitive advantage. The term was oally coined by Wernerfelt in
1984 (Fahy, 2000) and the significance of this kbation is evident in its being
awarded the Strategic Management Journal best jpaizerin 1994 for reasons such
as being “truly seminal” and an “early statementanfimportant trend in the field”
(Zajac, 1995; cited in Fahy, 2000 Its basic logiairelatively simple one. It starts
with the assumption that the desired outcome ofaganal effort within the firm is a

sustainable competitive advantage (SCA).

Achieving an SCA allows the firm to earn econoneats or above-average returns.
In turn, this focuses attention on how firms acht\and sustain advantages. The
resource-based view contends that the answerg@ttgstion lies in the possession of
certain key resources, that is, resources haviagltiaracteristics of value, barriers to
duplication and appropriability (Fahy, 2000). Thiw is not dissimilar to that
proposed by Barney (1991) in that a sustainable peditive advantage can be
obtained if the firm effectively deploys these mes®@s in its product-markets

efficiently and effectively.
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Therefore, the RBV emphasizes strategic choicergoia the firm's management
with the important tasks of identifying, developiagd deploying key resources to
maximize returns (Fahy, 2000). In summary, FahyO@0 notes that the essential
elements of the resource-based view are includstsisable competitive advantage
and superior performance where the characterigtidstypes of advantage-generating

resources; and strategic choices by managemeathieved.

2.3  Strategic Change

All organizations are currently undergoing someetygf change. Many of these
change programmes arise from management fads suchlire change, business
process engineering, empowerment and total qualither change initiatives are
driven by the need for organizations to reposititeemselves in the face of changing

competitive conditions.

There is no single universally accepted definitidrstrategy. Quinn (1980) defines
strategy as the pattern or plan that integratesrganization’s major goals, policies
and action sequences into a cohesive whole. He fiother to state that a well
formulated strategy helps to marshal and allocat®rganization’s resources into a
unique and viable posture based on its relativeermal competencies and
shortcomings, anticipated changes in the enviromnaem contingent moves by

intelligent opponents

Strategy helps to position a firm in the wider exsg environment. It also defines the
obligation of the firm to its stakeholders (Johnsml Scholes, 1999). Strategy helps
to define the specific business of the firm in termf products, markets and
geographical scope. Strategy can also be considesea firm’'s game plan that

enables the firm to create competitive advantagar@ and Robinson, 2000). The
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firm needs to look at itself in terms of what thempetitions are doing. This is
critical because firms in the same industry tend@ddmpete for the same customers.
Ansoff and Mc Donnell (1990) define strategy aseaf decision making rules for

guidance of organizational behavior.

A strategy reflects a company's awareness of hdwerevand when it should compete
and for what purposes it should compete (Quinn 19BBe underlying issue of this
definition is that the main thrust of strategy @ dchieve long term sustainable
advantage over the other competitors of the orgdioiz in every business in which it
participates. It recognizes that competitive adaget results from a thorough

understanding of the external forces that impadherorganization.

According to Jauch and Gluech (1989), strategic agament is a stream of
decisions which leads to the development of effecttrategy or strategies to help
achieve corporate objectives. Ansoff and McDonelR90) define strategic
management as a systematic approach of manageuggit change and consist of
positioning of the firm through strategy and plammireal-time strategic response
through management and systematic management sftaese during strategic

implementation.

Hoffman and Hegarty (1993) defined it as being @wned with top management
behavior in developing organizational structure andetermining the efficacy of
these strategies for coping with organizationaliemment. Strategic management
provides overall direction to the firm and is relhtto the field of organization
Studies. To gain competitive advantage a busineategy of a firm manipulates the
various resources over which it has direct cordral these resources have the ability

to generate competitive advantage (Reed and Rilli§90).
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Strategic change involves not only deciding whathange but how and when to
change specific elements of one’s strategic oriemtaWorley, Hitchin, and Ross,
1996). This change may be driven by dramatic cheingghin the environment,
declining organizational performance, or perhapeneboth. Within the realm of
higher education, strategic planning can be comstd@s steering the university’s
teaching activities such that they are in alignmeith organizational mission and
vision (Lofstrom and Nevgi, 2007). As the list aflme educational providers grows,
those organizations which have not considered ioffehis type of education already
may be forced into a position which causes thenthink about the adoption of
educational technologies as a path to survivatenfature.

The strategic change process encompasses fourdtepi as follows (Worley et al.,
1996): Step one: Strategic analysis which entafalysis of an organization’s
external environment, its current strategic oritatg and the degree of its
effectiveness at meeting its objectives and missstep two: Strategy making which
begins with the decision to change its vision anération in the future and includes
defining the products and services to be offerpdciying the markets to be served,
developing a position to be competitive in thosekets, and assessing the underlying

organizational processes and culture that willezidnable or inhibit the change;

The third step is Strategic plan design which aefihow the change process will be
logistically accomplished through sequencing andingain light of the prevailing
culture as well as anticipated resistance whilefdlieth Step is implementation of the
plan that encompasses the transition to the nesntation and includes developing
budgets and timetables, assigning roles and tas&s will guide the process,

garnering commitment to ensure that there is a legdl of ownership in the process.
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The process has been likened to individuals, Co(2@03) states that organizations
are like individuals and have a speed of changéhath they operate best. This speed
reflects the degree to which the organization césod major change while
minimizing dysfunctional behavior. Also, an orgaatipn’s speed of change is
variable and can fluctuate dramatically based atifip circumstances. But at any
point in time, an organization’s capacity to effeely assimilate transition it

encounters is limited by its level of resiliencespeed of change.

To increase an organization’s speed of change eaedsio look at change differently.
(Conner 2003) He continues to argue that the twpmmae-requisite for change are
pain and remedy selling. Pain management provid#s/ation to pull away from the
present while remedy selling provides the motivato proceed to the desired state.
Managing change in any organization be it smalboge requires that organizations
to adopt some strategies. Depending on the natutheo organization, different
strategies will be used to ensure successful charay@gement and implementation
(Kotter, 2008). The business needs assessmenegstrég used very early in the
change process to help define the value or needhéorchange initiative. It helps
define or clarify the sense of urgency and providasership with a business case for

change and the strategic importance of the chamtative.

Leading change successfully requires people. Lshgeis the most important factor
to make change happen in organizations (Bridge@9)20 Leaders can help people
develop commitment and go quickly through the psjmfical phases of transition.
To do this, leaders must create and re-create sesainurgency that keeps people
focused on what could be achieved. Leaders museareit during times of

significant change and transition to build a straoglition to drive the change as the

opportunities to demonstrate leadership are presany day (Kotter, 2008).
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2.4 Models of Change Management

Models can reveal why change occurs that is hovehiaemge will occur and what will

occur (the content of change, outcomes, and wayse@sure it). Furthermore, each
model helps us to understand different aspects pathmeters of change.
Organizations are facing larger and more frequéainges in the current economic
climate. A changing marketplace, empowered worldorand technological

advancements have created an environment whergehsrbecoming ‘business as
usual.’” In this environment, organizations are beijig to recognize the importance

of building the competency to rapidly and succdbstihange Kotter (1995).
2.4.1 Kotter's Model

Kotter (1995) developed a list of factors that ledidves lead to successful changes,
and those that lead to failure. He has devised ate8 method where the first four
steps focus on de-freezing the organization, thd tieee steps make the change
happen, and the last step re-freezes the orgammzaith a new culture. When people
need to make big changes significantly and effetivhe says that this goes best if
the 8 steps happen in order. Kotter (1995) summsitize eight phases.

Establishing a sense of urgency which involvesinglkof change, this typically
begins with some people noticing vulnerability re torganization. Develop a sense
of urgency around the need for change. This ismply a matter of showing people
poor sales statistics or talking about increasespatition. Open an honest and
convincing dialogue about what's happening in time 6r marketplace and with your
competitors. Kotter (1995) notes the threat ofriggground in some way sparks these
people into action, and they in turn try to comnuaté that sense of urgency to
others. Competitive advantage is a key determioirguperior performance and it

will ensure survival and prominent placing in tharket (Powell, 2001).
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Secondly form a powerful guiding coalition chand®ms often start with just one or
two people, and should grow continually to includere and more who believe the
changes are necessary. These phase needs to gdtirge enough initial core of
believers who should be powerful in terms of thiesdahey hold in the organization,
the reputations they have, the skills they bringl dhe relationships they have

McCalman, (2000).

Senge (1990) affirms that successful transformatésts on "a picture of the future
that is relatively easy to communicate and apptalsustomers, stakeholders, and
employees. A vision helps clarify the directionvimich an organization needs to
move". The vision functions in many different wayshelps spark motivation, it

helps keep all the projects and changes aligngupitides a filter to evaluate how the
organization is doing, and it provides a ratiorfatethe changes the organization will

have to weather.

Thirdly communicate the vision as Kotter (1995) gests that leadership should
estimate how much communication of the vision isdegl, and then multiply that

effort by a factor of ten. Empower others to acttbe vision which entails several

different actions and allow organization membersntke changes in their areas of
involvement and budget. Carve out time on meetgmndas to talk about the vision.

Change the way your work is organized to put pewoylere the effort needs to be.
Free up key people from existing responsibilitiegtsey can concentrate on the new
effort. A clear vision can help everyone understary you're asking them to do

something.

In short, remove any obstacles there may be tangedh with the change (Paton and
McCalman, (2000); Plan for and create short-termswsince real transformation

takes time, the loss of momentum and the onseisafpdointment are real factors.
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Most people won'’t go on a long march for changesslthey begin to see compelling
evidence that their efforts are bearing fruit. Sigreperformance outcomes and
superiority in production resources reflects contipetadvantage over other firms in

production of goods and services (Day and WesI&g)1L9

Lastly consolidate improvements and sustain the emdum for change: As Kotter
(1996) warns, "Do not declare victory too soon"tiUchanges sink deeply into the
enterprise culture a process that can take fiterioyears new approaches are fragile
and subject to regression. Again, a premature de@a of victory kills momentum,
allowing the powerful forces of tradition to regajround. Bridges (2009) notes that
leaders of successful efforts use the feeling ctiovy as the motivation to delve more
deeply into their organization: to explore changethe basic culture, to expose the
systems relationships of the organization whichdnéening, to move people

committed to the new ways into key roles.

Leaders of change must go into the process begehiat their efforts will take years;
Institutionalize the new approaches: In the finadlgsis, according to Senge (1990)
change sticks when it becomes "the way we do thamgsnd here", when it seeps into
the bloodstream of the corporate body. "Until neghdwiors are rooted in social
norms and shared values, they are subject to detipad as soon as the pressure for

change is removed".

Quinn (1992) further emphasizes that two factoesparticularly important for doing

this. First, a conscious attempt to show people Hmvnew approaches, behaviors,
and attitudes have helped improve the enterpridewied by ensuring that the next
generation of enterprise leaders believe in chamgeembrace the new ways. Equally

good communications that informs stakeholders efréasons for the change.
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2.4.2 ADKAR Model of Change Management

The ADKAR model was first published by Prosci in989after research with more
than 300 companies undergoing major change project®006, Prosci released the
first complete text on the ADKAR model in Jeff (B)0This model is intended to be
a coaching tool to help employees through the obgm@pcess. The first step in
managing any type of organizational change undsistaow to manage change with

a single individual.

Prosci's model of individual change is called ADKARn acronym for Awareness,
Desire, Knowledge, Ability and Reinforcement. Insesce, to make a change
successfully an individual needs awareness of tbednfor change, desire to
participate and support the change, knowledge @ntbahange, ability to implement
required skills and behaviors and reinforcementstistain the change. ADKAR

describes successful change at the individual level

When an organization undertakes an initiative, ttt&enge only happens when the
employees who have to do their jobs differently enahhe Awareness, Desire,
Knowledge, Ability and Reinforcement to make thewfpe happen (Westwood and
Linstead, 2001). ADKAR is a goal-oriented changenagement model that allows
change management teams to focus their activitiespecific business results. The
model was initially used as a tool for determinihghange management activities
like communications and training were having thesiee results during

organizational change.

The model has its origins in aligning traditiondllaoge management activities to a
given result or goal. Awareness of the businessoremafor change is a goal of early

communications related to a business change (TitB$3). Change management
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processes may include creative marketing to er@btenunication between changing
audiences, as well as a deep social understanimgt amanagement, administration

as well as leadership’s styles and group dynamics.
2.4.3 PCT (Project Change Triangle) Model

The change management is based on Prosci PCT MBdgkect Change Triangle)
which entails the application of the tools, proesssechniques and principles for
managing the "people" side of the project or itit@ to achieve a desired outcome
(Jeff, 2006). While the Project Management corsediocused on the tasks related to
designing and developing a solution, the Changedgament corner's focus is how
to encourage employees to embrace and adopt tluébso

Project management involves understanding the afadbetween the time, cost, and
scope of change that can be achieved. The time @oemp is related to the key
milestones and timeframe for the specific initiatiifrom problem identification
through solution implementation. According to (J&®06) cost is associated with the
resources used in the development of the solutioth the people resources tied to
the project team and others in the organizationpsuamg the project and the
investment in the selected solution. The scoperitescwhat is changing as part of

this initiative and what is not changing or 'outscbpe

Change management requires two perspectives wheaebyndividual and an
organizational perspective (Westwood and Linst@@01). For individuals to make a
change successfully as characterized by Prosci'$ Rtodel (Project Change
Triangle)  model, they need an Awareness of thednir change, Desire to
participate and support the change, Knowledge om tw change, the Ability to

implement the required skills and behaviors, anmhfRecement to sustain the change.
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Change management is the process of helping emgdadyansition from the current
state to the future state (as defined by the chamgea way that minimizes
productivity loss, negative customer impact and leyge turnover, while at the same
time maximizes the speed of adoption and ultimatiéization of the change
throughout the organization. Tools like communizatisponsorship and coaching are
used to help employees make their own individuaigition. Business results are only
achieved when employees are involved and particigat the change (Tichy, 1983).

Change management is the final element of realizirange effectively

2.4.4 Kotter's Model on Change Process

Kotter (1995) affirms that managing organizatioclange will be more successful if
you apply the simple 8 steps principles. Achieyiggsonal change on the other hand
will be more successful too if you use the samer@pgh where relevant. Change
management entails thoughtful planning and semsithplementation, and above all,
consultation with, and involvement of, the peopfte@ed by the changes. If you

force change on people normally problems arise.

According to Senge (1990) change must be realisiitjevable and measurable.
These aspects are especially relevant to managirepmal change. Before starting
organizational change, ask yourself: What do wetwarachieve with this change,
why, and how will we know that the change has badrieved? Who is affected by
this change, and how will they react to it? How mw€ this change can we achieve
ourselves, and what parts of the change do we hekdwith? These aspects also
relate strongly to the management of personal dé age organizational change.
Without leadership and direction, a project willugigle to remain a priority and can

be lost in the confusion of the other work goingimithe organization Kotter (1995).
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CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Introduction
Research methodology set out various stages thag feowed in completing the
study. This chapter discusses the method that sed in the collection and analysis
of data and how data presentation was done. ltifspadly covers research design,

data collection and data analysis.

3.2 Research Design

This study adopted a cross sectional survey wlsichalass of research methods that
involved observation of a sample of a populationaaepresentative subset, at one
specific point in time to give inference to theimnpopulation. Cross sectional survey
was chosen because it collected information abeaples’ attitudes, opinions, habits
or any of the variety of education or social iss{@sodho and Kombo, 2002).

The study aimed at collecting information from rmsgents on the change
management strategies employed by the programnuks tre Ministry of Labour, in
response to the delays in delivery of cash to thi@erable groups in Kenya. The
study did look at various change management stestdgefore and after that have

been employed by the ministry in respect to theaesh question.
3.3 Population of the Study

According to the available data at the human ressusection of Ministry of Labour,
Social Security and Services there are 387 offieenking for the three programmes
who are distributed in various parts of the courtuy the researcher endeavored to
gather data on the areas where the Ministry has &bk to introduce the change the
payment service provider and study the effect at thange in relation to the time

spent by beneficiaries to get cash from the payrsemnice provider.
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Out of the total number of 387 field officers, thavas a sample choice of thirty nine
(39) respondents in the field stations that weteruiewed for the purpose of the
survey. As earlier alluded to a sample is defingd Bowman (1998) as a
representative of a large group of the entire patpui. It is usually adopted since the
entire population cannot be adopted due to theamka complete survey might not
be economically feasible. According to Isanghedigial. (2004) this approach
ensured that the selection was a representativgpleaas it was the only viable

sampling technique in obtaining information fronaeay specific group of people.

From the above target population, purposive samgpichnique was used to select a
sample for the study and thirty nine (39) respotgl@rho were purposively selected
for the study. This selection ensured that the $anvps fairly representative in terms
of geographical spread, programme spread and gibpulation demographics.
According to (Gay, 1983) a sample size of 10% af Hrcessible population is
sufficient for descriptive studies hence a sampde sf thirty nine (39) respondents

was therefore identified for use in the study.
3.4 Data Collection

The study used primary data collected through astiprenaire which was structured

in a manner to cover all the research objectivesdlude open ended questions. To
enhance quality of data, Likert type questions weovided whereby the programme

officers were to indicate the extent to which thatements representing various
variables applied.

A five point likert scale was used and the strustiuquestions were used in an effort
to facilitate easier analysis while the unstruaduguestions was used so as to

encourage the respondent to give an in-depth respaithout feeling held back in
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revealing of any information. The questionnaire wdministered in person to ensure
a high response rate. The questionnaire considtetiree parts whereby Part A
collected general information about the respondenhite part B collected data on the
change management strategies at the three diptingtammes before the change was
introduce.

The third Part collected data on the impact of ¢dhanges in the delivery of cash to
the beneficiaries after the change of the paymenvice provider had been
introduced. According to Isanghedigi et al. (20083 was helpful to see the trend of

the changes before and after introduction of ttengh.

3.5 Data Analysis

The completed questionnaires were first edited dompleteness and consistency.
Quantitative data collected was analyzed by the afsdescriptive statistics using
SPSS and presented through percentages, meardarstaeviations and frequencies
(Gay, 1983). The data was split down into differaspects of strategic change
implementation aspects and organizational competidss and the impact of the

change.

The analysis offered a systematic and qualitatresgntation of the researchers study
objective and in order to generalize the findirths, collected data was grouped using
percentages and measures of central tendency ecagivnference to the outcome of
the collected data. Descriptive statistics inclgdioross-tabulation, frequencies and
percentages, mean and standard deviation wereisésbfor comparison purposes.

(Mugenda 1999).
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CHAPTER FOUR
DATA ANALYSIS AND INTERPRETATION OF RESULTS

4.1 Introduction

This chapter presents analysis and findings ofstinely as set out in the research
methodology. The results are presented on theegicathange management program
at the Ministry of Labour, Social Security and Seeg. The study targeted a total of
39 officers who responded through personal intersievith the researcher thus
giving a response rate of 94% while the other radpats returned the questionnaires
by post. All the three programmes derive their nea@drom Acts of Parliament,

seasonal paper No 10 of 1965 and Vision 2030 th&@tbéshes a government that
promotes the welfare, education, health and proteatf the poor and vulnerable

members of the society.

4.2. General information

The researcher has endeavored to present thesr@suydie charts, graphs, frequency
tables and equally discuss the analysis in eaclstign@aire in order to give an

inference of what is expected from each question.

4.2.1 Programme worked for

This question was asked to the respondents in dodanderstand which particular
programme within the ministry the respondents haweked for since the study was
based on three programmes within the ministry obdua, Social Security and
Services. The main aim of the question was to getuaderstanding by the
respondents that are engaged in the programmehangatticular programme of the
duration they have been engaged in the programmécashare lessons learnt from

the implementation of the strategy.
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Table 4.1 Programme worked for

Programme Frequency Relative frequency Perceifitage
CT-OVC 26 0.67 72.22%

Older person 9 0.23 23.08%
UFSP 4 0.10 10.26%

Total 39 1 100 %

The frequency table above shows that more respitsmaesre employees of the cash
transfer for orphans and vulnerable children (CTOVC) by virtue of the
geographical expansion of the programme which i&a22%. The other respondents
were from the older persons cash transfer program23.08% and Urban Food
Subsidy Programme at 10.26%, however of intereiteagesearcher was the fact that
all the employees are actively involved in any loé three programmes within the

ministry of labour social security and services.
4.2.2 Duration engaged with the programmes

This question was posed to the respondents in dmlemderstand how long the
officers have been engaged in each programme witleirMinistry of Labour, Social
Security and Services. The aim of the question wwadetermine if they have been
able to understand the changes that have evolvertiove and their effects if any and
of interest to the researcher will be if they h&veen able to visualize the changes in
the programme within the ministry of labour socsdcurity and services. The
researcher further intended to understand if byu®iof their stay in the programme

they are able to envision any changes to the pnoga by the change of the strategy.
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Figure 4.1: Duration engaged in programmes

Duration engaged in the programme

B Below 1 year
W 2-3years
W 4-5years

B Above5 years

The pier chart above shows the duration the resguisedhave been in the
organizations they represented, the findings rexdetiiat majority of them had taken
about 4-5 years, although some of them accordingeaesearch finding had taken
less than five years. This finding was significanidentifying the experience of the
respondent regarding what the research probleradesie fact that the respondents
have been in those organization for the specifieeg fjustifies the validity of the

information they gave.

4.2.3 Frequency of cash disbursement before change

This question was asked to the respondents in @acdanderstand the frequency of
cash disbursement to the beneficiaries before tlenge of the payment service
provider was introduced by the Ministry of Labo8qgcial Security and Services. This
is an essential parameter so as understand thietatality of the cash disbursements
in the programmes before the envisaged change nasliiced. This question was
critical due to the fact that the programmes hadsemmed that they shall be paying

reliably in every two months.
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Table 4.2: Frequency of cash disbursement before ahge

Duration Frequency Relative frequency Percentespp f
Monthly 2 0.67 5.13%
Quarterly 22 0.56 56.41%
Bi-monthly 8 0.21 20.51%
Semi-annually 4 0.10 10.26%
Annually 2 0.05 5.13%

Others 1 0.03 2.56%

Total 39 1 100

The table above represents the respondents vietherirequency or rate of cash

disbursement to the beneficiaries. According to tbsearch findings, majority of

people said that it was done quarterly at 56.4186wsg how long it took them to

access their benefits; while the other respondeglisved it was bimonthly.

4.2.4 Rate of disbursement before changes were made

This question was asked to the respondents in cwleunderstand the rate of

disbursement of cash before the change was inteatlbyg the Ministry of Labour,

Social Security and Services.

Figure 4.2: Rate of disbursement before changes weemade
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The bar graph above indicates findings of the meteavith regard to the rate of
disbursement of cash before any changes were effethe findings from the graph
indicate that many respondents revealed that $imidBement was delayed at 64.10%.
This justifies the fact that the process of reaajvihe cash disbursement took time

before the change management was effected to gamiaation.

4.2.5 Time taken in the queue before changes werede

This question was asked to the respondents in dalermderstand the time the
beneficiaries used in the queue to get cash dismests from the payment service

provider before the change was introduced by thaditiy.

Table 4.3 Time taken in the queue before changes reemade

Duration Frequency Relative frequency Percentagp
1-2 hrs 5 0.13 12.82%

3-5 hrs 9 0.23 23.08%

6-8 hrs 20 0.51 51.28%

24 hrs 3 0.08 7.69%

More than 24hrs 2 0.05 5.13%

Total 39 1 100

The table above explains the findings of the rededrased on the time the
beneficiaries took on line before any changes wmawde on the disbursement
procedure. It revealed that people spent more #bwit 6-8 hrs (at 51.28%) to get
their benefits, however this delay should be aited to quite a number of factors but
it is critical from the researchers view which gulays a critical role in the delay of

cash disbursement.
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4.2.6 How they know service provider

This question was asked to the respondents in todescertain how the beneficiaries
knew their payment service provider before the gkeawas introduced. It was
important to know the mode in which the respondémisew that a new payment
service provider has been introduced to disperse tathe vulnerable.

Figure 4.3: How beneficiaries know their service poviders

How beneliciaries know (heir service providers.
Inird party

Telephone 3%

.
5%

When asked about how they know their service pergidmajority of respondents,
pointed out that they do this through the informatirom the headquarters, (66%) the
rest mentioned county officers, circulars, teleghealls and third party as shown in

the pie chart above. This revealed the weaknet®inoommunication system.

4.2.7 Awareness of how payments are made

This question was asked to the respondents in aodanderstand whether they are
aware of the frequency of cash disbursement béferehange of the payment service
provider was introduced by the Ministry of Labo8ngcial Security and Services. The
guestion was important to the researcher so asdlyze the changes before the new

strategy is introduced.
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Table 4.4: Awareness of how payments are made

Awareness Frequency Relative frequency Perceffitage
Yes 26 0.67 66.67%

No 10 0.26 25.64%

Not sure 3 0.08 7.69%

Total 39 1 100

The table above shows that the beneficiaries \mezeaof how their payment is made
(66.67%),however, there is a good number of ther @ not know at 25.64%, and
others who are not sure, at 7.69%, this findinglarp that there is no proper

information flow and communication channels regagddayments.

4.3 Change management Strategies employed by themisitry.

The following questions were designed to get infation on the change management
strategies that have been employed by the programand above all to get the
perception of the respondents on the strategié¢sviéa@ introduced by the Ministry of

Labour, Social Security and Services.

4.3.1 Rating promptness of disbursement before chges were made

This question was asked to the respondents in eodenderstand the promptness of
cash disbursement to the beneficiaries beforelihages of the new payment service
provider was introduced by the Ministry of Labo8ngcial Security and Services. The
guestion was important in order to compare theaut of the rate of disbursement

later after the change has been effected.
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Figure 4.4 Promptness of disbursement before chang@ere made

Prompdness of disbursemnend Lefore chunoes were made
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The bar chart above shows that before changesmade, people felt that the rate of
disbursement was very poor, with 43.49% acknowleglghis while 26.64% and

15.38% recognized that the feeling of people wakdyal fair respectively. This was
attributed to the longer time they took on linegklaf proper guidelines on terms of
payment, lack of adequate communication between ntlamagement team and

beneficiaries.

4.3.2 Experience of beneficiaries on frequency arréliability of cash

disbursement before changes were made

This question was asked to the respondents in dodenderstand the experience of
the beneficiaries on frequency and reliability aisk disbursements before the
changes were introduced by the Ministry of Lab&grcial Security and Services. The
guestion was important in order to have an undedstg of the experience of the
beneficiaries on frequency and reliability of cassbursements.

Table 4.5: Experience of beneficiaries on frequencgnd reliability

Rate Frequency Relative frequency Percentage freq
Excellent 2 0.05 5.13%

Good 4 0.10 10.26%

Fair 6 0.15 15.38%

Bad 10 0.26 25.64%

Poor 17 0.44 43.59%

Total 39 1 100
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In terms of reliability and frequency of cash dimment, the respondents claimed
that this was still poor, at around 44.5%. This Wwasause the beneficiaries were not
getting their money in time, furthermore, when tlvegre given money, some not all

the portions the transfers was given to them,

4.3.3 Rating time beneficiaries take on queue aftehanges have been

made
This question was asked to the respondents in cwlesscertain the time the

beneficiaries take on the queue to get the cadhudiements from the payment
service provider after the changes were introdumethe Ministry of Labour, Social

Security and Services.

Table 4.6: Rating time beneficiaries take on queuafter changes have been made

Rate Frequency Relative frequency Percentage freq
Excellent 8 0.21 20.51%

Good 25 0.64 64.10%

Fair 3 0.08 7.69%

Bad 2 0.05 5.13%

Poor 1 0.03 2.56%

Total 39 1 100

In terms of rating of the time beneficiaries take queue after changes have been
made, the respondents noted that at least it wad gb 64.10% and 20.51% was
excellent. This was attributed to the change mdshathat had been put in place to

cushion the beneficiaries on the time they spenthemueue,

4.3.4 Time beneficiaries take in queue after change

This question was asked to the respondents in eodenderstand the time taken by
beneficiaries on the queue to get the cash disimases from the service provider

after changes had been made by the Ministry of ugl#ocial Security and Services.
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Figure 4.5: Time beneficiaries take in queue aftechanges
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The bar chart above shows that there was improvemehe time the beneficiaries
take on line after some changes were made, mangigasaid that it was good at
64.10%.this was due to the improved payment praeediome of the information
have been computerized to accelerate the paymdatgever, some individuals still

expressed dissatisfaction at 5.13% and 2.56% -bdgbaor respectively.

4.3.5 Strategy employed by management

This question was asked to the respondents in todescertain whether the strategies
that were introduced by the Ministry of Labour, BbcSecurity and Services
introduced to reduce delays in disbursement of tashe beneficiaries was workable
or whether they reduced the delays.

Figure 4.6: Strategy employed by management
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The bar chart above shows that majority of the bela€es at 48.72% accepts that
the strategies employed were good and workablddnegsing the issue of cash delay,
however, some people still feel that much has eenbdone which means that some
administrative issues need to be addressed by dmagement. This is consistent with
the RBV theory whereby Varying performance betwdems is a result of

heterogeneity of assets (Peteraf 2003,) and RBdassed on the factors that cause

these differences to prevail (Grant 1991,)

4.3.6 Sorting out challenges in delayed payments

The respondents were asked the question in orderderstand how the beneficiaries
perceived the strategies that the Ministry of Labdaocial Security and Services
introduced to reduce delays in disbursement of tasiine beneficiaries.

Figure 4.7: Sorting out challenges in delayed paymés
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The pie chart above explains that 64.10% agreehlananagement has done enough
to relatively address this issue. This may be duadw strategies that have been
incorporated to the ministry of Labour Social S&guand Service to address the

delay in disbursing of the cash.
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4.3.7 Response of ministry of labour, social sectyiservices

This question was asked to the respondents in éodascertain how the programme
managers in the Ministry of Labour, Social Secuaitg Services responded to all the
challenges posted by the disbursement promptnehks toeneficiaries.

Table 4.7: Response of ministry of labour, sociaksurity services programmes

Rate Frequency Relative frequency Percentage fre
Excellent 1 0.03 2.56%

Good 5 0.13 12.82%

Fair 7 0.18 17.95%

Bad 17 0.44 45.59%

Poor 9 0.23 23.08%

Total 39 1 100

From the analysis the frequency table above inegétat some of the programmes
within the Ministry of Labour Social Security andcal Services are not happy with
the its response and it is generally believed ithatdue to the administrative aspect
of the ministry that such indicator of 45.59% ifribtited to the poor variable. Many
people still feel their response is very poor ab9%.

4.3.8 Change of programme payment service provider

This question was asked to the respondents in dodascertain whether they are
aware if a new payment service provider has beeftracted or not. This helped the
researcher have an insight and an understandintheofawareness level of the
respondents in addressing the delays.

Table 4.8: Change of programme payment service prader

Awareness Frequency Relative frequency Percefitage
Yes 28 0.72 71.79%

No 9 0.23 23.08%

Not sure 2 0.05 5.13%

Total 39 1 100
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The frequency table above show the peoples viewearoing the changes made by
the new service provider at 71.79% of the respondeid Yes, while 23.08% of the
respondents said No, which means that they understaat there is change in the
way funds have been disbursed to them by way ofigihg of the payment service
provider. This is consistent with the RBV theory estby Varying performance
between firms is a result of heterogeneity of as{Peteraf 2003,) and RBV is

focused on the factors that cause these differdoga®vail (Grant 1991,)
4.3.9 Challenges addressed by the programmes in §ag delays

This question was asked to the respondents in omleascertain whether the
challenges that were faced by the three programiedésre contracting the new
strategy have been addressed by the individuaranoges in the Ministry of Labour,
Social Security. This was essential since eachrproge is at a different level of
implementation hence challenges in the programmeliffierent.

Figure 4.8: Challenges addressed by the programméassorting delayed cash

transfer.
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Although the challenge has been addressed to sorak the research finding reveals
that it has not been fully addressed, when respusdeere asked the give their
opinion over the issues, 71.79 % said the No imgahe problem has not fully been

addressed, the respondents pointed cases where lsmmeéciaries have not been
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given their money for long period, others mentiotieal inability to get the money in
time. However some beneficiaries still wait for rtfunbefore they receive their funds
which still explain the theory of the resource adege theory which allows for

weakness in any strategy during implementationikshd991).
4.3.10 Changes brought by new payment service pra\ar

This question was asked to the respondents in omleascertain whether the
challenges that were now being experienced aretaubke change in the payment
strategy that was introduced by the Ministry of dah Social Security and Services
or otherwise. The researcher’s interest is to kmdvether the change strategy that
was introduced was purely on the change of the paynservice provider or

otherwise.

Table 4.9: Changes brought by new payment serviceqvider

Awareness Frequency Relative frequenay Percefitage
Yes 28 0.72 71.79%

No 8 0.21 20.51%

Not sure 3 0.08 7.69%

Total 39 1 100

When respondents were asked whether the new sepwisader has brought any
change, 71.79% agreed that indeed there is ch#mgeattributed this to the fact that
people now take shorter time in the queue as caadptr the previous periods of
payments. The respondents also mentioned theyataliaccess their money through
the banks which has brought significant changesh& wastage of time at the
collection point. The frequency table above show llwat many people accepted that
there is change brought in by the new payment cerprovider. This is consistent

with the resource based theory whereby a resosrcare, potentially value-creating
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and imperfectly imitable, an equally important agpé lack of substitutability
(Dierickx and Cool, 1989). If competitors are atdecounter the firm’s value-creating
strategy with a substitute, prices are driven dowvthe point that the price equals the

discounted future rents (Barney, sheikh, 1991).

4.3.11 Rating the changes

This question was asked to the respondents in éodascertain how the respondents
rate the changes that have been achieved by thistMiof Labour, Social Security
and services. This is essential in order to esahfi there is any other factor other
than the payment service provider that will affiéset rate of change.

Figure 4.9 Rating the changes
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60.00%
51.28%
50.00%
40.00%
30.00% 23 08%
20.00% |— SR 15.38%
o || [ ] 7.69%

10.00% 2.56%
0.00%

Excellent Good Fair Bad Poor

Percentage freq.

The research findings as revealed on the bar gadplve indicate that change has
been established in that 51.28% of the responderkisowledged that the change is
good, followed by 23.08% of people saying that thange is excellent, while only
7.69% and 2.56% mentioning bad and poor respegtiVéiis can be attributed to the
comparative way in which the programmes are dedigrmipled with the level of

implementation.
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The above findings are consistent with the resolrased advantage whereby a
competitive advantage can be attained if the cugtategy is value-creating, and not
currently implemented by present or possible futampetitors (Barney, 1986).

4.4 Impact of the changes

The following questions were designed by the redearto get information on the
impact of change that has been employed by thergmugesin relation to the

delayed delivery of cash to the vulnerable grouphe social protection sector.

4.4.1 Rating the effectiveness of programmes addsasg delays

This question was asked to the respondents in dmwlesscertain the rating of
effectiveness by individual programmes in the Miyiof Labour, Social Security in
addressing the nature of delays in disbursemeanasli to the beneficiaries using the
new payment service provider.

Figure 4.10 Rating the effectiveness of individuglrogrammes addressing the

challenge of delayed disbursement
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The bar graph above shows the research findingghen effectiveness of the
programmes established to address the delay ofdiabbirsement to the vulnerable
people or beneficiaries, the findings indicate #l&tough there is some little positive
improvement, there are still other issues that rhasaddressed in order to attain full
effectiveness of the change.
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The findings indicate that 51.28% of the peoplernviewed felt that the effectiveness
of individual programmes was bad. This is becahseawailable strategies that have
been developed over the recent past have not bisstively been articulated well to
the beneficiaries therefore awareness levels antbagbeneficiaries is low and
resistance to change is high. The findings are istamg with the RBV in that a
valuable resource that is controlled by only onenficould be a source of a
competitive advantage. This advantage could beasadile if competitors are not

able to duplicate this strategic asset perfectbtgraf, 1993).

4.4.2 Rating the effectiveness of changes made isltlirsement

process

This question was asked to the respondents in amwlesscertain the rating of
effectiveness employed by the Ministry of Labouoci@l Security and Services to

reduce delays in disbursement of cash to the hsaeés.

Figure 4.11: Effectiveness of changes made in disisement process.
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Although the issue has not been fully addresses@as in the research findings, many
people now acknowledge that the changes are eféeictihandling the problem where

46.15% said it was good while 25.64% said excelleotvever, some people still feel
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that much needs to be done at 7.69 and 5.13% tbabd poor respectively. This is
because some people still lack basic informatiganmding the cash disbursement, low
awareness levels while others are yet to receige gending payments which were

noted by the researcher.

Based on the empirical writings stated, RBV prosidiee understanding that certain
unique existing resources will result in superierfprmance and ultimately build a
competitive advantage. Sustainability of such araathge will be determined by the
ability of competitors to imitate such resourcekhdugh a competitive advantage has
the ability to become sustained, this is not nexrdgsthe case. A competing firm can
enter the market with a resource that has thetwldi invalidate the prior firm's
competitive advantage, which results in reducedriiBy, 1986).

4.4.3 Rating promptness of disbursement after chaeg were made

This question was asked to the respondents in acdascertain the promptness of
cash disbursement after the changes were introdbgethe Ministry of Labour,
Social Security and Services. This question waergsd given the fact that the
beneficiaries were staying on the queue for a [megpd of time hence the researcher
wanted to understand whether the time spent attieeie has been reduced by the
change that was introduced.

Table: 4:10 Rating promptness of disbursement aftechanges were made

Rate Frequency Relative frequengy  Percentage freq
Excellent 9 0.23 23.08%

Good 20 0.51 51.29%

Fair 6 0.15 15.38%

Bad 3 0.08 7.69%

Poor 1 0.03 2.56%

Total 39 1 100
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After changes were made, there was change in apiaideast majority had the view
that it was good. Over 50% of respondents expresagsfaction that there was some
form of improvement, they attributed the phenometmrboth the reforms in the
system and the payment service provider becauséhefswiftness in making

payments.

The findings according to King (2007,) confirms RBV theory that mentions inter-
firm causal ambiguity that results in sustainabtenpetitive advantage for firms
where causal ambiguity is the continuum that dbssrthe degree to which decision
makers understand the relationship between orgdonzd inputs and outputs
(Johnson, 1998). This is true since the argumevdrazed by King (2007,) is that the
inability of competitors to understand what causles superior performance of
another helps firms reach a sustainable competiaiantage for the one who is

presently performing at a superior level.

4.4.4 Knowing service providers after changes wemade

This question was asked to the respondents in omleascertain whether the
beneficiaries know their service providers aftearues were made. This is essential
in order to understand the awareness levels aesgondents and beneficiaries.

Table 4.11: Knowing service providers after changewere made

Awareness Frequency Relative frequency Percefitage
Yes 30 0.77 76.92%

No 8 0.21 20.51%

Not sure 1 0.03 2.56%

Total 39 1 100

44



The frequency table above indicates that the beaefts know their service
providers after changes were made, 76.92% agreedorly 20.51 % said they still
don’t know their service providers. This is becaulke awareness levels at the
Ministry of Labour, Social Security and Serviceslasv and as such the ministry

should have put up strategies to ensure that leeyndouch with the beneficiaries.

4.4.5 Duration taken in queue after establishmentfdhe new

provider

This question was asked to the respondents in eodescertain whether the duration
taken by the beneficiaries in the queue after thabdéishment of the change by
introducing the new payment service provider hanbreduced. This is critical in that
the researcher will want to know whether the charagebrought any impact.

Table 4.12: Duration taken in queue after establisment of the new service

provider
Duration Frequency Relative frequengy  Percentaege
1-2 hrs 27 0.69 69.23%
3-5 hrs 6 0.15 15.38%
6-8 hrs 3 0.08 7.69%
24 hrs 2 0.67 5.13%
More than 24hrs 1 0.03 2.56%
Total 39 1 100

According to the research finding in the bar grablove, the duration taken in the
gueue after the establishment of new payment sepiovider reduced the duration
the beneficiaries stayed on the queue significanglyp9.23% in that the respondents
mentioned that they take 1-2 hrs on the queue f6e& hrs previously, this is
attributed to the new techniques that have beeawdaoted to reduce the delay in
disbursement.
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4.4.6 Rating the challenges addressed by establisbnt of the new

payment service provider

This question was asked to the respondents in omeascertain whether the
challenges were handled by the introduction ofrib strategy in the introduction of
the payment service provider or otherwise by ahgostrategy.

Figure 4.12: Rating on how the challenges have beaddressed by establishment

of the new payment service provider
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The research findings further shows that with idtrction of new payment service
provider, the challenges were at least handleditatim with perfection in that

majority of people at 61.54% said it was good, tipeynted out the reduced time,
change of attitude, quick service delivery as theticbuting factors. The findings are

shown in the bar graph above.

This is consistent with the resource based vieut agyhlights the fact that not all

resources of a firm may contribute to a firm’'s ausible competitive advantage.
Varying performance between firms is a result ofetmgeneity of assets (Peteraf,
2003) equally resource based view is focused on fémors that cause these

differences to prevail

46



4.4.7 Perception of beneficiaries in reference taioent changes

This question was asked to the respondents in todescertain the perception of the
beneficiaries in reference to changes that were emiadthe payment of cash

disbursement to the beneficiaries. This is critgate it will form the basis of further

research if any.

Figure 4.13 Perception of beneficiaries in refererto current changes on cash
disbursement
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The research findings as indicated in the graplvalsbow that the beneficiaries have
positive perception on the changes that were madiédé payment system in that
59.97 % said that it was good, this is becausetaer positive moves that have been
made like faster service delivery, less time takethe queue, attitude of the payment
service provider, awareness levels etc, the baagés now know how they are paid,
where they get their money and the amount of meénatythey will receive.

4.4.8 Rating the effectiveness of the changes madalisbursement

This question was asked to the respondents in eode@scertain whether the changes
that were made in the disbursement were good aiedtiek, they pointed at the
reduced time taken on the queue, ability to geat thenefits in time, the awareness of

the amount of money that was being disbursed.
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Table 4.13: Rating the effectiveness of the changesde in disbursement

Rate Frequency| Relative frequency Percentage freq
Excellent 8 0.21 20.51%

Good 19 0.49 48.72%

Fair 6 0.15 15.38%

Bad 4 0.10 10.26%

Poor 2 0.05 5.13%

Total 39 1 100%

The research findings revealed that the changasathiee made in the disbursement
were good and effective, they pointed out at trduced time taken on the queue,
ability to get their benefits in time, attitudestbe payment service provider, this is
because they do not have to go quarterly as befwees is also clear communication
channels between the management team and beriefciaowever, the finding also
indicated that the problem has not been fully asiskd by the new strategy.

These findings are consistent with the resourcedagew of a firm that explains the
ability to deliver sustainable competitive advamtaghen resources are managed such
that their outcomes cannot be imitated by compstitavhich ultimately creates a
competitive barrier (Mahoney and Pandian 1992) RBxXplains that a firm’'s
sustainable competitive advantage is reached hyevof unique resources being rare,

valuable, inimitable, non-tradable, and non-subisttile, as well as firm-specific.

According to (Mahoney and Pandian 1992) the charsstics of the Resource-based
view, rival firms may not perform at a level thatuéd be identified as considerable
competition for the incumbents of the market, sittegy do not possess the required
resources to perform at a level that creates attlamed competition. Through barriers
to imitation, incumbents ensure that rival firmsrdu reach a level at which they may
perform in a similar manner to the former. In otlvrds, the sustainability of the

winning edge is determined by the strength of ettirlg other firms compete at the

same level.
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CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction

This chapter presented the summary of key dataniysd conclusion drawn from the
findings highlighted and recommendation made thereThe conclusions and
recommendations drawn are in quest of addressmgetbearch objective which was
to determine the change management strategies wgaaphy the three programmes in
the Ministry of Labour, Social Security and Sergide response to the delays in

delivery of cash to the vulnerable population imi.

5.2 Summary of Findings

The study targeted a total of 39 officers from thstrict offices comprising of 26
County Children Officers, 4 Sub County Children i€dfs, 10 County Social
Development Officers and 4 programme officers a¢ ttrban food subsidy
programme. Out of this, 20 County Children Officeds Sub County Children
Officers, 9 County Social Development Officers @&programme officer at the urban
food subsidy programme responded by scheduling raopal interview with the

researcher thus giving a response rate of 94%.

All the three programmes derive their mandate faxts of Parliament, Vision 2030
and seasonal paper No 10 of 1965 that establislggs/@rnment that promotes the
welfare, education, health and protection of thermmnd vulnerable members of the
community. The main aim of the three programmes teasushion the poor and
vulnerable members in the society from adversecefdé hunger that comes from
their poverty status, HIV/AIDS impact, reduced helusld incomes by giving them

some stipend to spend.
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In doing so the programmes did procure servicea phyment service provider to
disburse the much needed cash to the beneficiaoe®ver significant delays were
noted in disbursement. These efforts lead to thedn® change strategy by
introducing a different payment service provideattiill be able to disburse the cash

to the people.

There were many drivers of change at Ministry obdar, Social Security and
Services including: changes in the top managemernhe programmes where the
officers from the programmes were transferred heosections within the individual
programmes and others come in with new ideas ayd widoing things better. This
meant that there was a new leadership style whthiled changes in the workplace
policy that gave out some responsibilities initigherformed by top management to

middle level management.

Another driver for change at Ministry of Labour,cgd Security and Services was the
increasing donor and government support which eteatore challenges of working.
The resultant effect of increased budgetary allonatwere enormous challenges
ranging from frauds, thefts, siphoning of money &s$ of working morale from the
staff which was brought about by too much work tHain’'t match with personal

emoluments which eventually translated to poorltesu

Most officers equally complained of the fact thands planned for disbursement
never reached the intended beneficiaries due féidieat payment service providers
that did not actually transfer the funds to theemuted persons. The Ministry of
Labour, Social Security and Services used severahwunication modes to pass the
message of change across all stakeholders. Thelseled holding meeting between

management and the development partners, commungicdad staff through
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departmental heads, inviting stakeholder to mestimigere they were informed about
the changes that were intended for Ministry of Labd&ocial Security and Services
and requesting for country learning experienceshieypartners from other countries

that have effectively implemented the cash transfegrammes.

The change management programme was reflected phogees’ job descriptions,

specifications, requirements and work plans. Tigeiisg of performance contracts at
the Ministry of Labour, Social Security and Sergide incorporate the changes that
relate to improved service delivery to the publid ¢gromote the programs plan
among employees as they were bound by the perf@entamgets that they set with

their superiors.

The organization spared time to anticipate the gaananagement process. This led
to officers incorporating the changes in their dayday tasks. There were various
challenges in the implementation of change managesteategy at ministry among

them was resistance to change among the staff.\ildgsespecially so to some senior
management officers who were afraid of the chamggramme since they were not

conversant with the likely changes brought by tee payment service provider.

Another challenge included information leakage tHssified information to the

public especially among the officers who were tesisto the change programme.
There was equally a substantial financial challeageministry of labour, social

security and services did not have adequate cgpachandle all the funds required
to deliver on its mandate. This also affected thacepat which the change
management programme was undertaken as the resdarfzest track the programme
were limited at the headquarters whereas more ressuwere given to the

implementers of the program at the districts.
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The Ministry of Labour, Social Security and Sergiaesigned various solutions to
ensure that the change management programme igssfigc First, the ministry
requested strategic partners to support the chgmggramme which yielded
significant positive impacts as some developmentnpes like Department of
International Development (DFID), UNICEF, and SiDgame in to offer both
technical and financial support. This included rgritechnical staff to support the
change management programme that was brought Bpdbe new payment service
provider. Secondly the Ministry of Labour, Sociac8rity and Services developed
approaches within the various programmes whichesmed capacity and linkages
within the individual programmes that effectivelyade programmes more focused to

deliver cash in a timely.

5.3 Conclusion

From the study findings, the researcher conclude the change management
programme at the Ministry of Labour, Social Segquaihd Services was well planned
and inclusive in that all departments at the Miyisif Labour, Social Security and
Services were involved. Like any other organizatitme management of change

programme did not fail to encounter challenges.

The implementation of change strategy encountemetral challenges including
resistance from employees, fear of losing jobs amslfficient resources for
implementation of the programmes at the headquacmupled by overfunding of the
districts also posed a challenge. While organipaiichange is a constant experience,
knowledge and awareness about many of the criisslles involved in the
management of such change is important in ensuhegorganization lays down

appropriate strategies. In order to reduce org#pizal challenges that have effects
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on its operations, the following were proposed,dnéar changes in technology,
information systems, global economy, social valweskforce demographics and the
political environment will have a significant efteon the processes, products and

services produced (Simons, 1999).

To ensure successful change management implenmmantatie Ministry of Labour,
Social Security and Services adopted the stratégshanging the payment service
provider so as to attain the set objectives. Initamg the organization conducted
capacity building in order to equip its employeeshwthe requisite skills for the
implementation of change management programme. ififidementation of the
programme was still ongoing by the time of thisdgtihence more challenges are

likely to continue being felt.

5.4 Implications on Policy, Theory and Practice

The Kenyan public sectors especially the Ministiy.abour should use the study to
benefit the organization by formulating change nggmaent strategies to counter the
challenges of ever changing operating environmeliaiing increased globalization
and operational challenges. The operating environrfa the organization is ever
changing calling for constant management of chaagas to ensure the programmes
are alert and meet their core functions, strategifectives and delivers on the

ministry’s mandate.

The government and policy makers should get indigim the study in formulating
policies regarding regulatory requirements of theange management among
organizations to ensure balanced and stable econgmowth. Management of
strategic change is important in any organizatiecdoise if not well managed, it may

lead to failure of the organization to meet itatggic objectives.
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The academicians should use the study as a baers whpich further studies on
change management especially on delivery of cashetovulnerable people could be
researched on and special reference to be ongheperson to receive the cash. The
findings should contribute to professional extensib existing knowledge in change
management by providing literature on managementcloinge management

programme in organizations.

5.5 Recommendations

From the discussions and conclusions in this chafite study recommends that for
the Ministry of Labour, Social Security and Ser@de fully implement its change
strategy successfully, it should include all keyakeholders especially the
beneficiaries who are receiving this stipend sitlcey are key stakeholders in
implementation process. This change strategy wasdnas some beneficiaries felt
that the initial change management process wassted that some stakeholders read

malice out of the whole process.

In addition, due to short notice to some of thédfieffices about the changes in the
payment service provider that was about to occuhénorganization, some officers
acted suspiciously thus lowering their overall ni@rd o boost employee’s morale,
the changes occurring in the programmes neededvwe been communicated to all
members of staff in good time and necessary strestyput in place to counter

resistance.

The research findings revealed that there is neeinprove the process of cash
disbursement to the vulnerable people or the beiaeis. The delay in the delivery
of cash to the respective beneficiaries has beerastmned by lack of proper

communication channels, negligence, lack of trarespay and poor technology.
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The study recommends that the Ministry of Labowci&@ Security and Services
should expand its resource base and have a coatsalighool funding that does not
depend on certain donors. This is especially trberesthe funding of certain districts
have enormous operational challenges in implemerttie program given the fact

that more than 90% of its budget goes directhhwlieneficiary households.

The above situation leaves the Ministry of Labc&wcial Security and Services in an
awkward position should this programme’s fundingeh@roblems that beyond the
governments control. This is especially true comsidy the fact that the three
programmes are largely funded by one strategic dtmthe tune of over 52%. For
future sustainability of the programmes, it is intpat that the Ministry of Labour,

Social Security and Services looks at the possibdf factoring the cash transfer
programmes to the national budget in order to astha most vulnerable in society of

their benefits all round the year.

In order to realize any positive change, the follmpolicy recommendations should
be put into practice, which include first embracimgper information technology,

which is essential so as to reduce the challengas face the process of cash
disbursement in organization, initially the orgatians relied on manual techniques
in disbursing the funds, and this has been slowtand consuming. Beneficiaries

therefore have to wait for long hours to be cleafiezthnology therefore will help in

facilitating and enhancing the process, moreoves, use of technology will ensure
that the beneficiaries will collect their funds dbgh the bank which is more

convenient and reliable.

Secondly use of appropriate strategies, Accordiogthe research finding, the

beneficiaries are not satisfied with the methodw/lich the service providers handle

the delay of cash disbursement, still many clieat® inadequately served,
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consequently, there is an argent need to estabbshmpetent and reliable service
strategies that can serve the beneficiaries ta thgiectation, the strategies should
incorporate the employment of confidence manageneamh that have enough skills

in handling financial affairs.

Thirdly the Ministry needs to devolve Services,tiStacs have indicated that the

number of beneficiaries has increased significaonigr the past year, however, there
has been tendency to converge them at one poggtttheir dues, this has proved to
be less convenient and time consuming, hence thereed to distribute the paypoints
to grass root level so that beneficiaries can acties services at their vicinities. This
approach is significant because it is economicah# beneficiaries and saves both

time and money.

Finally the issue of accountability and Transpayeisccritical in that over the years,

the beneficiaries have greatly complained of frand embezzlement of the funds. It
also on record according to the respondents thaesaf the beneficiaries have lost
their cash in the process, as a result there @ treestablish an integrity management
team that would look at the issues raised in otdegnhance both transparency and

accountability of the programme to improve the tedaility of the ministry.

5.6 Limitations of the Study

Since this was a cross sectional survey on thregr@mmes in one ministry the data
gathered might differ from implementation of theanfje management strategy in
other social protection programmes with the counffhis is because different
institutions adopt different strategies that diéfietiate them from their counter parts.
In addition, the operating environment of the Minjisof Labour is different from any

other service provider in the sector hence makiegé findings unique.
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The study however, constructed an effective rebemstrument that sought to elicit
general and specific information on strategic cleanganagement program in the
Ministry of Labour. The study faced both time anthhcial limitations. The duration
that the study was to be conducted was limited éeexhaustive and extremely
comprehensive research could not be carried onemmghtation challenges of the
change management strategy.

Due to limited time the study could not wait urtie change programme had been
fully implemented especially to the two programmes UFSP and OPTC since they
were at the pilot stage hence there is need toumtrath in-depth audit of the entire

implementation process.

5.7 Suggestions for Further Research

The study recommends that further research shaaldome on the policy measures
that can be strategically developed in order tcaank the management of change in
government institutions. Further study should l@ikhow to reduce resistance of
change in change management process and ensuadl gtakeholders are happy with

the change management process especially in thestraam public sector.

The researcher further recommends that a simil@ydbe done on organizations that
provide for social transfers that are non cashttierpurposes of benchmarking with

the ministry’s programme. This is helpful since tbperating environment has

become very volatile due the high level of globatian effects on organizational

performance.
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APPENDICES:

Appendix I: Questionnaire

This questionnaire is to collect data for purelgdemic purposes. The study seeks to
establish management strategies employed by caséfér programme in response| to
delayed delivery of cash to the vulnerable peoplthé social security sector. Do rot
put any name or identification on this questiongair

Answer all questions as indicated by either fillingthe blank or ticking the optio

-

that applies

SECTION A: GENERAL INFORMATION
1. What is your position in the Programme?

2. Which programme do you work for? CT - OVC | ] Old&zrsons| ]
UFSP [ ] Don't Know [ ]

3. How long have you been engaged with this programme?
Below 1 years [ ] 2 - 3years [ ] 4-5years | ]
Above 5 years [ ]

4. What is the Frequency of Cash disbursement in tbgrBmme you are engaged
in?

Monthly [ ] Bi - Monthly [ ] Quarterly [ ]
Semi Annually [ ]Annually [ ] Other (Specify) [ ]
5. How do the beneficiaries receive their benefits?
Cash [ ] School fees [ ] Foods Items [ ]
Other (Specify) | ]
6. How prompt are the disbursements of these benefits?

Very Prompt [ ] prompt [ ] moderately prompt [ ]
Delayed [ ] Don’'t Know [ ]

7. Where do the beneficiaries receive money from?



PSP [ ] Shop [ ] Banks [ sk [ ]
Don’t Know [ ]

8. Who are the payment service providers (PSP’s)hemprogrammes?

PSP [ ] Shop [ ] Banks [ ] Kkos | ]
Don’t Know [ ]

9. How is the cash transfers disbursed to the beaegfitiouseholds?

Liquid Cash [ ] Cashinkind [ ] Tokens [ 1]
Goods Exchange | ] Don't Know [ ]

10.How long do the beneficiaries stay on the quewgetdheir benefits?

1-2Hrs | ] 3—-5Hrs [ ] 6 — 8 Hrs [ ]
24 Hrs [ ] More than 24 Hrs [ ]

SECTION B CHANGE MANAGEMENT STRATEGIES

The following questions are designed to get infdiom on the change
management strategies that have been employedehyrtlgrammes whereby 1 is
Excellent, 2 is Good, 3 is Fair , 4 is Poor and Bad

VARIABLES 1/2/3|4|5

1 | How will rate the promptness in disbursementasitcto the
beneficiaries?

2 | What was the perception of the programme by the
beneficiaries in the way money was being disbutsed
them?

3 | Has the programme changed the payment servieelpro
that makes payments to the vulnerable population?

4 | How do you know your current payment service faens?

5 | Are you aware of how they make their payments¢o
beneficiaries?

6 | What is the experience of the beneficiaries engitogramme
in regard to the payment service providers who tsed
transfer funds on behalf of the organization?




7 | What was the experience of the beneficiariebén t
programme in regard to the frequency and religbdftthe
cash disbursed using the former payment servicage?

8 | How can you rate now the time the beneficiariag en the
gueue to wait for the cash?

9 | How can you rate the strategy employed by theagament
work?

10 | Do you think that the challenges faced by the three
programmes in sorting out the nature of delayetl cas
disbursement solved by the new payment servicageos?

11 | How would you rate the way they sorted out the leingles?

12 | Was the challenge alleviated due to the new paysenice
provider or other mechanism in the organizations?

13 | How have the Ministry of Labour, Social Securitydan
Services program managers responded to the chafieng
posted by the disbursement promptness?

14 | Was the change that you see brought about by tegehof
the new payment service provider?

15 | How in your own opinion can rate the change thatleen
employed in addressing the delayed disbursemerassf
been effective?

16 | How effective are the ways employed by programme
managers in addressing the problem of delayed disment
to the beneficiaries?

SECTION C: - IMPACT OF THE CHANGES.

1.

Do you know your current payment service providers?

Circulars [ ] Telephone [ ] Third Party [ ]
Headquarters [ ] County Officers [ ]

After the new the new service provider has beenditbon board how long do the
beneficiaries stay in the queue to receive thetash

1-2Hrs | ] 3—-5Hrs [ ] 6 — 8 Hrs [ ]



24 Hrs [ ] More than 24 Hrs [ ]

The following questions are designed to get infdrameon the impact of change
that has been employed by the programmes wherebkxcellent, 2 is Good, 3 is
Fair , 4 is Poor and 5 is Bad

VARIABLES 1(2/3/4|5

3 | Kindly rate whether the challenges that weredamngethe
beneficiaries before the contracting of the newnpeyt
service provider have been addressed?

4 | What is the overall perception by the benefiesof the
programmes in reference to the current changdwin t
payment service provider (PSP) in addressing deftagash
disbursement?

5 | How will you rate the change of the payment srvi
provider in addressing their problem?

6 | What is the experience of the beneficiaries engrogramme
in regard to the payment service providers whairsently
transferring funds on behalf of the programmes?

7 | What is the experience of the beneficiaries engfrogramme
in regard to the frequency and reliability of tlask
disbursed by the new payment service provider?

8 | How can you rate the time the beneficiaries staghe
gueue to wait for the cash?

9 | How can you rate the change strategy that wasogexb by
the management if it is working?

10 | Was the change that you see about occasioned loh#mge
of the payment service provider?

11 | How in your own opinion can rate the change thatleen
employed in addressing the delayed disbursemera it
been effective?

THANK YOU FOR YOU PARTICIPATION

NB: The information provided will be treated confideatiyr and will purely be used

for academic purposes.



Appendix IlI: Letter of Introduction from the Univer sity Of Nairobi

UNIVERSITY OF NAIROBI
SCHOOL OF BUSINESS
MBA PROGRAMME

Telephone: 020-2059]62 P.O. Box 30197
Telegrams: “Varsity”, Nairohi Nairobi, Kenya
Telex: 22005 Varsity

DATE,%.\‘%R 012

TO WHOM IT MAY CONCERN

is @ bona fide continuing student in the Master of Business Administration (MBA) degree
program in this University, ‘

He/she 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,

Thank you.
(1
(\AL AN :
\“~PATRICK NYABUTO

MBA ADMINISTRATOR
SCHOOL OF BUSINESS



Appendix IlI: Introduction Letter to hold Interview s with officers at

the Cash Transfer for Vulnerable Children Programme

B

- MINISTRY OF LABOUR, SOCIAL SECURITY AND

SERVICES
Telegrams: “APPROVED”, Nairobi DEPARTMENT OF CHILDREN'S SERVICES
Telephone: Nairobi 2228411 ext 30040 HEADQUARTERS
E-mail: children@labour.go.ke : JOGOO HOUSE “A”
: customercare@labour.go.ke TAIFA ROAD
Fax: Nairobi 310574 & 2248827 P.0. BOX 46205-00100
www gender.go.ke NAIROBI

When replying please quote
Date : 13" August 2013
Ref: No.CS/9/6 VOL V (60)

The County Children Coordinators
The Sub - County Children Coordinators / DCO’s

-
RE: DATA COLLECTION BY MR. OMBASA PETER CT - OVC
PROGRAMME.

Kindly refer to the above mentioned subject.

The Ministry of Labour, Social Security and Services and in particular the
Department of Children Services has received a request from one of the
officers MR. PETER OMBASA (CT -OVC Secretariat) who intends to do
an educational project in the cash transfer programmes in the ministry and
his area of interest is in strategic management.

It is with this background that I wish to introduce him to you so that you can
be able to fill in the questionnaire that he has desi gned in order to allow him
to finalize his educational project.

Kindly accord him the necessary assistance that he may need in his endeavor
to finish hi j ‘

MARY MBUGA,
For: - DIRECTOR CHILDREN’S SERVICES,
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Appendix I1V: Introduction Letter to hold Interviews with officers at

the Older Persons Cash Transfer Programme
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