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ABSTRACT

Application of change management practices to strategy implementation processes has
become critical to achieve success. Enterprise Resource Planning (ERP) implementation
results in major changes in the organization, which touch on the strategy, structure,
systems, software, skills, style and shared values of the organization. Empirical studies
have exposed conceptual gaps in that whereas they acknowledge that change
management practices are vital for strategy implementation, few studies have researched
on the effect of change management practices on ERP implementation. Moreover, the
context of non-governmental organizations in relation to change management and ERP
has not been sufficiently researched. Existing studies have small sample sizes, hence
limiting the inferences made by the researchers, considering that ERP touches across the
entire organization. These gaps necessitated the current study which sought to answer the
question: “what is the effect of change management practices on the implementation of
ERP at the United Nations Office at Nairobi (UNON)?” The study was anchored on three
change management theoretical frameworks namely: the Kurt Lewin’s theory of change
management; McKinsey’s Seven ‘S’ framework and Kotter’s eight (8) step change
management theory. The broad objective of the study was to determine the effect of
change management practices on ERP implementation at UNON. Primary data was
collected through a census, by sending questionnaires electronically to 146 staff of the
division of conference services in UNON. There was a response rate of 87% and the
collected data was summarized using the mean and standard deviation as the descriptive
statistics. For inferential statistics, Pearson’s correlation and regression analysis were
used. The findings indicate a significant statistical relationship between the independent
and dependent variables. This study therefore concluded that strategic vision, strategic
leadership, communication and staff empowerment all have positive significant
relationships with ERP implementation. It was further found that staff empowerment had
the strongest positive correlation with ERP implementation. The findings of the study are
expected to guide both managers in their day to day operations and policy makers to
make more informed decisions. They are also expected to build on the body of
knowledge in relation to the concepts of change management practices and ERP
implementation. This study recommended that future studies could seek to examine
change management from the perspective of staff empowerment to understand how
various measures of staff empowerment can affect the success of ERP implementation.
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DEFINITION OF TERMS

Change Management: Working with all the stakeholders of an organisation to help them
understand what the change means for them, helping them make and sustain the transition

and working to overcome any challenges involved.

Change Management Practices: Activities carried out by the organization towards

managing change.

Communication: The effective flow of information from one individual or group to

another individual or group

ERP: A software package that improves organizational performance by providing an
enterprise view of data, processing data in real-time, standardizing business processes

and implementing leading business practices

Leadership: The ability of top leadership and change management leadership to

influence others towards the desired future state.

Staff Empowerment: giving employees a certain degree of autonomy and responsibility
for decision-making regarding their specific organizational tasks, if the employees have

been well equipped for these tasks.

Strategic Vision: The ability of strategic leaders to articulate the desired state that will

come about in the future because of the change

Umoja: The ERP Implemented by UNON.
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CHAPTER ONE

INTRODUCTION AND BACKGROUND TO THE STUDY

Background of the Study
Like any other change initiative, implementation of enterprise resource planning (ERP)
systems requires the incorporation of change management practices for it to be a success
(Muma, 2016). This study is anchored on three theoretical frameworks that can be
applied for implementing and managing change. Lewin (1951) suggested a three-stage
approach to change which includes unfreezing, changing and refreezing. Peters,
Waterman and Philips (1980) developed the McKinsey’s seven “s” framework which
identifies seven elements of a company that must be aligned together to achieve
effectiveness. On his part, Kotter (1996) identified eight overlapping steps for successful

implementation of change.

Empirical studies show that there is no single approach to managing change. The current
study has compared change management practices recommended in the theoretical
frameworks upon which this study is grounded, and those from empirical studies.
Thereafter, the study narrows down to four best practices that are common to both the
theoretical and empirical literature. These are strategic vision, leadership, communication
and staff empowerment. Strategic Vision is the ability of strategic leaders to articulate a
desired future state (Reh, 2017) while leadership is the ability to influence others (Gilley,
McMillan and Gilley 2009). Communication can be described as the effective flow of
information from one individual or group to another individual or group (Sirkin, Keenan
and Jackson, 2005). Staff Empowerment relates to equipping employees to empower

them to make decisions to a given extent (Murthy 2007).



The United Nations Office, Nairobi (UNON) introduced a new ERP in the recent past.
The ERP was intended to provide a streamlined approach to the core functions of the
organization by replacing numerous legacy systems. These systems included various
software programs that had been developed to handle the numerous administrative
functions within the different UN Secretariat offices globally (Umoja, 2015). The UN
Secretary General described the ERP as a tool designed to help harmonize the way the
UN works, providing one data platform within which information can be retrieved real-

time from any of the UN secretariat offices dispersed across the globe (UNGA, 2006).

Change Management Practices
According to Murthy (2007), change is an alteration in the way things are done for
improved organizational performance. Change management can be described as an
organizational process aimed at helping stakeholders accept and embrace changes in their
operating environment. It involves the application of a set of tools, processes, skills, and
principles for managing the ‘people’ side of change to achieve the desired outcomes of a
project or initiative. A best practice refers to the most efficient and effective way of
handling a task, based upon a repeatable process that has been proven over time for many
people (Kritsonis, 2005). Emphasizing on the importance of managing people while
implementing change, By, Ford and Julian (2017) suggest that leaders who neglect the

people they seek to lead will pay a price in losing support for the proposed change.

There is documented research evidence that there are best practices that have been tested
and found to produce better results, if applied during implementation of change
initiatives. USAID (2015), suggest seven best practices for change management. They

include establishing a vision for change; involving senior management; developing a
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change management plan; engaging stakeholders; communicating at all levels; creating
infrastructure to support adoption of change; and measuring progress. Lewis (2014)
recommends seven best practices namely careful planning; defining governance;
assigning leadership roles; communicating to stakeholders; identifying and supporting
change advocates; constantly assessing and reviewing progress and addressing workforce

concerns.

In this study, the researcher reviewed steps for change management recommended in the
theoretical frameworks together with suggested best practices from empirical studies.
Thereafter, the researcher narrowed down to the following four best practices that cut
across the board: establishing the right vision; having in place a team fully supported by
top management and which includes key stakeholders to champion the change; effective
communication before, during and after change initiative; and empowering employees to
function in the new environment. These four practices form the independent variable of

the study and will be described in detail in the next chapter.

ERP Implementation
Seo (2013) describes ERP as a software solution that brings together business functions
and data into a single system to be shared within an organization. Shang and Seddon
(2000) researched on the benefits of using ERP systems. They grouped these benefits into
several categories namely operational, managerial, strategic, IT infrastructure and
organizational benefits. Operational benefits as those that touch on cost reduction and
improvement of products and services. Managerial benefits enable management to make
decisions, to plan and to manage resources. Strategic benefits support business growth by

building cost leadership, generating product differentiation and creating linkages with
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suppliers and customers. IT infrastructure provides flexibility as the operations of the
organization change over time. Finally, organizational benefits support these changes and
enable for new knowledge to be acquired hence empowering staff within the

organization.

Past research has indicated that ERP implementation quite often fails, and in many cases
this failure seriously hinders the activities of the organization (Shi-Ming, Chang, Li &
Lin, 2004). More recently, there seems to be improvement in the success rates of ERP
implementation, together with a reduction in the amount of financial investment directed
towards the ERP. These improvements have largely been attributed to adoption of change
management practices and business process re- engineering efforts (Muma, 2016). The
duration taken to implement ERP has increased, owing to improved strategic planning by
management. Organizations also appear to have more realistic expectations regarding

what it takes to successfully implement ERP.

Since ERP implementation affects all the operations of an organization, every department
must be closely involved, before, during and after the implementation to ensure that
responsibility is taken for every choice that is made. Barker and Frolick (2003)
emphasized on the need to involve employees in ERP implementation. They found that if
employees understand and accept the need for change, then ERP implementation is
almost always successful. Successful implementation requires that staff who have been
part of the implementation process be not only retained but also recognized. Management
should ensure that the ERP implementation is supported and accepted by every

stakeholder to the highest extent possible.



The United Nations Olffice at Nairobi
UNON, the African headquarters of the United Nations, was founded in 1996 by the UN
General Assembly. The office is headed by a Director-General, who serves as the
representative official of the Secretary-General in Nairobi. UNON exists to provide
administrative and other support services to the UN programmes in Kenya including the
United Nations Human Settlements Programme (UN HABITAT) and UN Environment
(UNEP). These services include Human Resources, Finance, Budget, Procurement,
logistics, Conference Services, ICT services and provision of security and safety services

(UNON, 2017).

In recognizing the need for an overhaul in the way business is conducted at the United
Nations (UN), the Secretary General (2006) stated the need for a change in the structure,
systems and culture of the UN. He observed that the activities of the organization had
greatly changed since its inception, with the structure, systems and culture remaining
almost static. He described the then existing IT system as fragmented, outdated and
lacking integration and capability to store, search and retrieve information. Numerous
instances of duplication of duties led to increased staffing costs and reduced efficiency in
service delivery. The Secretary General tasked the IT department to come up with an
information management strategy that would seek to increase efficiency and improve
knowledge sharing by increasing visibility and accessibility of information across the
globally dispersed offices of the UN. The information management strategy would also
support management decision making by increasing access to information (UNGA,

2006).



Consequently, an ICT strategy was formulated and ERP software purchased. The
software was intended to meet the specific needs of the UN, ensuring integration between
all the business functions namely finance and budget, payroll management, human
resources management and logistics management. This integration was intended to be
implemented across all the global locations where the UN has presence, but in several
clusters and at different timelines. UNON fell in cluster three, being the third phase of
implementation. The SAP was named “Umoja”, which is Swabhili for unity, to symbolize
the integrated nature of the software which was intended to replace numerous stand-alone

legacy applications (Umoja, 2017).

Statement of the Problem
There are three types of gaps existing in previous studies that motivated this study. These
are conceptual, contextual and methodological gaps. Conceptually, studies that have
focused on change management practices have not related these practices to ERP
implementation. Nkari (2014) studied change management practices adopted by the
independent electoral and boundaries commission of Kenya. Hossan (2015) researched
on the applicability of Lewin’s change management theory in Australian local

government. However, the changes implemented in these studies did not relate to ERP.

Munyoroku (2014) researched on factors influencing implementation of ERP in the
mobile communications sector in Kenya. In her findings, the factors include both change
management and project management factors. Wanjohi (2016) assessed ERP systems
post implementation success in Kenyan corporates. Being a computer science student, his

study focused on the technical factors that lead to success of ERP systems. Although



change management was found to affect ERP implementation, these studies do not

provide in-depth insight on the concept of change management practices.

Regarding the context of non-governmental bodies and specifically the United Nations,
Mulwa (2015) studied strategic change management at UNON. However, since the
UNON ERP was implemented in June 2015, this study was conducted at a very early
stage of the ERP implementation process. His study therefore does not identify the
change management practices that continued to be applied both during and after the
implementation. Methodologically, Mulwa (2015) collected data by interviewing twelve
key staff at UNON involved in ERP implementation. His study did not consider the

views of staff who perform their daily operations within the ERP.

The desire to bridge the above contextual, conceptual and methodological gaps therefore
necessitated this study. The study sought to answer the question, what is the effect of

change management practices on the implementation of ERP at UNON?

Objectives of the Study
The broad objective of this study was to establish the effect of change management

practices on the implementation of ERP at UNON. Specific objectives were:

a) To determine the effect of strategic vision on ERP implementation at UNON.

b) To establish the effect of leadership on ERP implementation at UNON.

¢) To identify the effect of communication on ERP implementation at UNON.

d) To determine the effect of staff empowerment on ERP implementation at UNON.



Hypotheses
Ho; Strategic vision, leadership, communication and staff empowerment have no

significant joint effect on ERP implementation at UNON

H,1; Strategic vision has no significant effect on ERP implementation at UNON.

H ,2; Leadership has no significant effect ERP implementation at UNON.

H ,3; Communication has no significant effect ERP implementation at UNON.

H o4; Staff empowerment has no significant effect ERP implementation at UNON.

Assumptions of the Study
This study assumed that the respondents provided honest feedback in the questionnaires
that were administered to them. To enhance this, respondents were assured that their
responses would be treated with utmost confidentiality. They were not required to
provide their names in the research instrument, hence providing anonymity to the

responses.

The study also assumed that respondents would be willing, both to give their time and to
share the information they have regarding the concepts being covered in the study. In
addition, although the data collection took a census approach, not all expected responses
were received. The study therefore assumed that responses received are representative of

the views of the entire target population.

Justification of the Study
Several studies have been conducted on the concept of change management (Nkari, 2014;

Hossan, 2015). There have also been studies investigating ERP implementation



(Munyoroku, 2014; Wanjohi, 2016). However, few studies have combined these two
concepts to research on change management practices applied during ERP
implementation. This is more so in the context of non-governmental organizations.
Mulwa (2015) researched on strategic change management during ERP implementation
at UNON, but he collected data primarily from selected senior management. This left out
the end users of the ERP. This study will specifically explore the effect of change
management practices on the implementation of ERP at UNON and will take a census

approach.

Significance of the Study
The findings of this study are intended to help improve the researcher’s strategic
management skills as far as change management and strategy implementation is
concerned. In understanding the extent to which the change management practices that
were applied by UNON affected implementation of the ERP, the study will provide

useful knowledge towards managerial practice.

The study will also assist managers and policy makers in the UN and other organizations
to make decisions regarding change management and strategy implementation. Finally,
the study will contribute to the understanding of existing theories of change management
and specifically regarding ERP implementation. It will also contribute to the body of
knowledge for researchers and scholars interested in change management practices and

their effect on ERP implementation.



Scope of the Study
The study was based at the United Nations Office, Nairobi. The target population
consisted of members of staff from the division of conference services. The study focused
on change management practices and their effect on successful ERP implementation.
Primary data was collected during the eight-month period between January and August

2017.

Limitations and delimitations of the Study
One of the limitations to the study was the response rate of the questionnaires. Not
everyone, to whom the research instrument was administered, returned their responses.
The researcher used emails to ensure fast administration of the questionnaires and follow

up to endeavour to have as many as possible filled and returned via email.

Another limitation was time constraints. The concepts in this study are vast and time did
not allow comprehensive research into every change management practice, and every
element of successful ERP implementation. In this regard, the researcher narrowed down
to selected factors which form the objectives of this study. The researcher also tried to
limit the amount of questions in the questionnaire, to enable respondents to spend

minimal time while at the same time comprehensively addressing the study concepts.

There is documented research evidence of the existence of several change management
practices which can be applied during implementation of change initiatives. This study
however touches on only four change management practices which form the objectives.
Time did not allow for research into all the existing change management practices

documented in literature. Additionally, the UN implemented the new ERP across several

10



globally dispersed duty stations of the UN secretariat. This study was however restricted
to the Nairobi Office, which formed part of the third phase of the UN secretariats’ global

implementation of the ERP.

Chapter Summary
This chapter gives a background of the study and breaks down the statement of the
problem into conceptual, contextual and methodological gaps identified by empirical
studies. It also outlines the broad objective of the study being to establish the effect of
change management practices on the implementation of ERP at UNON. The chapter then
defines the specific objectives of the study, out of which the hypotheses are derived.
These hypotheses were tested and presented in chapter four of this thesis. In addition,
assumptions made and the justification for the study are identified in this chapter. It
further highlights the significance as well as the scope of the research including both the

limitations and delimitations of the study.
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CHAPTER TWO

LITERATURE REVIEW

Change Management Practices
Change management is not an exact science; hence there are no right or wrong
approaches to it. As studies continue to be undertaken by experts and academicians,
clearer and more effective approaches for managing change emerge (Kritsonis, 2005). In
this regard, different groups have come up with different approaches they recommend as
best practices in managing change. USAID (2015) recommend that to manage change
effectively, there are seven steps that must be followed. These steps require that top
leadership are at the centre of the change initiative with a clear vision for change. There
should be an implementation plan in place and stakeholders must be fully engaged with
clear communication at all levels. In addition, there should be infrastructure both to
support the adoption of change and to measure progress. Lewis (2014) outlines seven
practices which entail careful planning; defining governance; assigning leadership roles;
communicating to stakeholders; identifying and supporting change advocates; constantly

assessing and reviewing progress and addressing workforce concerns.

For purposes of this study, the researcher compared the change management practices
recommended in the theoretical frameworks upon which this study was grounded, and the
suggested best practices from empirical studies. The researcher then narrowed down to
the following four best practices that cut across the board: establishing the right vision;
having in place a team fully supported by top management and which includes key
stakeholders to champion the change; effective communication before, during and after

change implementation; and empowering employees to function in the new environment.
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Strategic Vision
Muchemi (2014) describes unclear strategies and conflicting priorities as one of the major
causes of failure for strategy implementation. The purpose of the proposed change must
be clear to all staff in the organization to enable them to buy-in to the change. Sirkin et al.
(2005) emphasize that for transformation to take place, visionary leadership is critical.
According to USAID (2015), staff must fully understand the current problems that the
change is intended to solve, for them to support the change process. All staff within the
organization, together with other stakeholders, must understand how they will be
impacted by the change, and accept it, regardless of the changes in workloads or
behavioural changes that will be expected of them. Wong, Scarbrough, Chau and
Davison (2005) suggest that when there is clarity regarding strategic vision, there is

limited resistance from stakeholders.

Sirkin et al. (2005) suggest three indicators of strategic vision in an organization. All
employees in the organization need to have clarity of the mission; clarity of goals and
how they relate to the mission; and a sense of purpose. Conflicting priorities and unclear
strategies indicate that there is lack of strategic vision in the organization. Employees
must not only understand the impact of the change on their individual functions, but most

importantly they should understand how it supports the vision of the organization.

ERP implementation comes with incredible increases in work load of concerned staff and
can be easily resisted (Mulwa 2015). For the implementation process to be a success,
staff members must clearly have strategic vision of the desired future state, understand it,
and accept it. This enables the staff to buy into the planned change and reduce resistance.

Employee support to the ERP implementation process will be further enhanced if all
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priorities of the organization are geared towards the ERP, and there are no conflicting
priorities that compete for the limited human, financial and other organizational

resources.

Leadership
For any strategy to be successfully implemented, senior management must avoid being
complacent, ineffective and uncoordinated in their approach. They must therefore be
equipped to drive the change process both in terms of knowledge and skills (Muchemi,
2014). Gilley, McMillan and Gilley (2009) suggest that certain behaviours are required
for leadership to be effective during the change management process. These behaviours
include communication skills, leaders’ ability to motivate staff and their ability to build
effective teams. Leadership in the context of this study is twofold. It not only relates to
the top management of the organization but also the team selected by this top

management, to champion the change initiative.

According to UNSAID (2015), top management must support the change initiative by
first establishing the right strategy and vision that will trickle down to the entire
organization. In addition, they are expected to provide the necessary financial, human and
other resources to ensure successful change implementation. When the senior leadership
of the organization gives priority to the change initiative, it provides legitimacy for the
change and encourages the rest of the organization to participate. On the contrary, when
top leadership lacks commitment, it is unlikely that the change implementation will be a
success. According to Lewis (2014), for change initiatives to be successful, they must
have well defined systems of governance which consist of different structures, roles and
responsibilities at all levels within the organization.
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For change initiatives to succeed, there must be a team in place to champion the change.
This team should consist of staff members at all levels in the organization, to ensure that
there is input from across the board. This encourages ownership of the project and
reduces chances of failure of the change initiative. Sirkin et al. (2005) suggest that change
initiatives are bound to succeed when they are led by a skilled, cohesive and motivated
team who are implementing change in a department that is receptive to the change
process. There are several indicators of good leadership as outlined in empirical studies
that are applicable to ERP implementation. They include the ability to provide direction;
ability to delegate; constituting a competent team to drive change initiative; ability to
motivate; participating in the change process; showing equal support for all entities

within the organization; and ensuring that all stakeholders are satisfied with the change.

In relation to ERP, the leadership of the organization play a major role in ensuring
success of the system. Since ERP is a major financial investment, top management must
ensure that the technology required together with human resources is sufficient to support
implementation. As key staff divert their time to ERP implementation, they may need to
be relieved of some of their day to day functions or else they may end up with burnout
and resist the change altogether. The leadership of the organization need to mitigate

against this as change is implemented.

Communication
Communication cuts across all the change management practices discussed in this study.
It can be described as the effective flow of information from one individual or group to
another individual or group (Sirkin et al., 2005). It is a key element of change and it

promotes success of change initiatives since it facilitates transparency and openness.
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Muchemi (2014) suggests that ineffective vertical, horizontal and diagonal
communication is a leading cause of failure of strategy implementation. Vertical
communication relates to the flow of information from the managers to subordinates and
vice versa. Horizontal communication is the exchange of information between peers in an
organization while diagonal communication relates to exchange of information between

managers of one department and subordinates of another department.

According to Sirkin et al. (2005), leadership must communicate effectively at every stage
of the transformation process. There are several indicators of effective communication
during change management initiatives. They include conveying the vision, objectives and
motivation for the proposed change initiative; providing stakeholders with details about
the importance, timeframe and nature of the change; addressing workforce concerns
about the proposed change and promoting a support system among the stakeholders;
encouraging stakeholder participation and providing feedback. This feedback is both to
the employees regarding their performance, and to the management regarding the impact
of the change (USAID, 2015). Communication is the responsibility of everyone involved
in the change, from top management, to the champions of the change and also employees

and other stakeholders.

Communication is essential to ERP implementation and it ensures that vital information
regarding the implementation process is conveyed to all stakeholders. Concerns of the
stakeholders are also aired and addressed using communication channels, hence

minimizing the reasons for resistance to the ERP.
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Staff Empowerment
In his fifth step for leading change, Kotter (1996) suggests that employees and the
organization at large should be enabled to transition into the desired state of change. This
entails removing any barriers to change implementation. Such barriers may be system
related, structural or knowledge related. System barriers may include processes that are
no longer working and these needs to be reviewed to ensure that employees are working
in an enabled environment. Structural barriers relate to reporting channels and
organizations are forced to review their structures once change has been effected (Peters
et al., 1980). Knowledge barriers refer to employees lacking the necessary skills to
perform their new duties. These barriers are overcome by staff training, provision of
documentation on new processes, encouraging staff to be creative and come up with

practices and applying procedures that lead to higher efficiency.

Linhuan (2010) grouped the indicators of staff empowerment into two namely
competence and control. Competence relates to the level of skill possessed by the
employee to perform his duties. The higher the employee’s level of skills, the higher he
or she is considered empowered. Employee competence is enhanced by training,
coaching and provision of job aids. Well laid out policies and procedures also improve
employee competence. In addition to being competent, employees are not fully
empowered if they lack a reasonable level of autonomy to perform their duties. This
autonomy is reflected in how much control the employees have over how they carry out
their roles. Employees feel empowered if they can find creative ways of performing their

duties effectively, within the rules and regulations of the organization.
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Highly empowered staff will be motivated to ensure that ERP is successfully
implemented. This is even more enhanced by introduction of reward systems for desired
behaviour. Organizational leadership should ensure to incorporate rewards into the ERP
implementation process. Rewards can be both monetary and non-monetary. In addition,
the reward system should be both individual and at team level to encourage and
appreciate both individual and team effort. In his sixth step, Kotter (1996) suggests

reward systems as part of celebrating success.

ERP Implementation
Like any other strategy implementation, successful implementation of ERP is a difficult
yet crucial part of strategy (Hrebiniak, 2008). Successful strategy implementation
involves institutionalization and operationalization of the organization’s activities. The
structure, systems, style, skills, shared values and staff of the organization, must fit into
strategy. This fit can be achieved through management and employee training to enhance
the skills within the organization. The structure of the organization also changes with
different strategies, to ensure elimination of redundant processes and conflicting roles.
The result of establishing this fit is that it facilitates a change in the culture of the
organization and enables the new change to be cemented into the day to day activities.
Strategy implementation cannot be considered a success, if the firm does not attain the

operational reality of intended strategy (Muchemi, 2014).

Once the users of the ERP have become comfortable with the system and no longer need
coaching, then institutionalization is said to have taken place. The stakeholders of the
organization begin to take the system for granted in terms of value contribution, as it is

no longer a challenge. ERP institutionalisation, therefore, occurs when its usage becomes
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stable, routinized and embedded within the organisation’s work processes and value
chain activities. The employees of the organisation get to a point where they could not
think about doing their day-to-day job responsibilities without using the ERP (Pishdad
and Haider, 2013). At this point, the entire environment of the organization in technical,

cultural, social, and economic aspects has been aligned with the new technology.

Operationalization in relation to strategy entails ensuring that the long-term strategy is
broken down into short term objectives. These objectives must be SMART, meaning
specific; measurable, attainable; relevant and timely. Activities towards strategy
operationalization include creating job descriptions with clear responsibilities, set
timelines and clear job outputs (Njoroge, 2015). Successful operationalization of strategy
leads to improved efficiency and improved organizational performance. ERP
operationalization involves ensuring that all the modules of the ERP that were intended to

function are utilized by the respective staff of the organization, in the intended manner.

Change Management Practices and ERP implementation
The adoption of ERP is a huge financial investment and management can only recoup a
return on the investment by ensuring that the implementation is a success. According to
Munyoroku (2014), the major causes of ERP implementation failure are attributed to
project management practices and change management practices. While project
management practices concentrate on managing the technical side of change, change
management practices address the people side of change (Wanjohi, 2016). Change
management practices include having the right vision and strategy in place; the skill, style
and involvement of top leadership; effective communication; and staff empowerment.

Muma (2016) established an improvement in success rates of ERP implementation in the
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recent past. These improvements have largely been attributed to adoption of change
management practice. Because of the adoption of change management practices in ERP
implementation, organizations can achieve returns on the heavy financial investment in

ERP.

Theoretical Framework
This study was anchored on three theoretical frameworks that can be applied for
implementing and managing change namely: Lewin’s change management theory;

McKinsey’s 7s change framework and Kotter’s change management theory.

Kurt Lewin’s Change Management Theory
Lewin (1951) suggested a three-stage approach to change. The first stage in changing
behaviour is unfreezing the status quo. This is a preparatory phase where individuals are
prepared for change, and the organization also prepares to move from the current state to
the desired one. The more the need for change is recognized, the more urgent the change
and consequently the more motivated individuals and organizations are for change. Once
a deadline for change implementation is set, with rewards and punishments attached to it,
there is a higher likelihood of change being effectively implemented (Muma, 2016). At
this stage therefore, there is problem identification, data collection on how to resolve the
problem, support from senior management, development of action plans on the way
forward and then communication regarding the proposed change and actions to be taken.

Staff concerns should also be addressed at this stage.

The second stage, change, is where the actual transition happens. New attitudes and

behaviours are developed to promote change implementation. At this stage, training of
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staff to empower them to acquire new ways of doing things and rewarding the same staff
for compliance is crucial. For change to be successful, employees must be persuaded that
the old ways are no longer beneficial. They must be convinced to work together in
implementing the change, and be supported by strong leadership. The change is then
implemented, follow up done and consequences assessed. Refreezing is the final stage,
where the new situation is stabilized and consolidated, preventing individuals from going
back to the old way of doing things. This can be achieved by use of policies and
procedures. Reward systems also encourage the change to be cemented. Continuous
monitoring and subsequently learning better ways of doing business should also happen

at this stage (Kritsonis, 2005).

Lewin’s approach to change has attracted major criticism in the recent past. It has been
perceived that his work assumed that organizations operate in a stable state and ignores
organizational power and politics. Further, some critics suggest that his approach is top-
down, hence ignoring employee input (Burnes, 2004). However, the approach has been
found to work in various organizations that have implemented change, as indicated by
Hossan (2015). It is probable that the critics did not realize that Lewin was addressing the
forces that drive or resist change. In fact, this theory is arguably the simplest, yet most
practical approach to manage change, and subsequent theories on change management
have built on the foundation laid by Lewin. The five change management practices

discussed in this study have been drawn from an understanding of this theory.

McKinsey’s Seven Ss’ Framework
Peters, Waterman and Philips (1980) developed the McKinsey’s 7s framework which

identifies seven elements of a firm that must be aligned together to achieve effectiveness.
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These are Strategy, structure, systems, shared values, style, staff and skills. This
framework is useful both for strategy implementation and for change management. The
framework suggests that the seven elements are interconnected, and a change in one
element requires a change in the rest of the elements, for the organization to function
effectively. The seven elements in this framework can be divided into hard elements and
soft elements. The hard elements are easier to identify and manage, and they consist of
strategy, structure and systems. Strategy relates to the direction and scope of the
organization, while structure refers to the way the organization hierarchy and functions
are laid out. Structure includes the reporting channels and responsibilities, the
departments and how all these relate with each other. Systems are both the formal and

informal ways in which procedures are carried out daily.

The soft factors are the shared values, style, staff and skills. These soft factors are more
likely to create competitive advantage, although they are harder to manage. Shared values
are the beliefs and values that the organization holds, and they guide employees towards
acceptable behaviour. Style refers to the leadership approach applied by senior
management which forms the overall approach taken by the entire organization. Staff
members are the employees of the organization and how they are developed, trained and
motivated. Skills relates to the capabilities and competencies held by the organization
that set it apart from the other firms (Ravanfar, 2015). Although ERP falls under systems,
as seen in this framework, it cannot be implemented without the strategy, structure,

shared values, style, staff and skills of the organization, being all aligned together.
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Kotter’s Eight Step Change Management Theory
Kotter (1996) identified eight overlapping steps for successful implementation of change.
The first three steps focus on creating a climate for change, the next three steps relate to
engaging and enabling the organization and the final two steps relate to implementing

and sustaining the change.

The first step, creating a sense of urgency, means to enable others to see the need for
change through communication and getting the team to urgently want to move from the
current status quo to a new state. Building a guiding coalition entails putting together a
team that will champion the change in terms of project management, coordination and
communication. The third step, forming a strategic vision, requires that the guiding team
be clear on where they want to take the organization, in comparison to their current state,

and the initiatives to be taken to reach there.

Enlisting a volunteer army is getting a large group of people who have bought into the
idea of change, and are willing to play their part in implementing the change. The fifth
step entails removing any barriers that may hinder change from taking place, for instance,
removing inefficient processes. Generating short term wins motivates employees by
recognizing and communicating positive results. The seventh step, sustaining
acceleration, is about ensuring there is continuous improvement of systems, structures
and policies once initial success has been achieved. The final step, instituting change,
relates to incorporating the change into organizational culture, and making sure that the
change becomes a permanent state (Kotter, 1996). Kotter’s approach appears to build on

Lewin’s three stage theory. The change management practices discussed in this study are
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also drawn from this theory, and they indicate that the eight steps are interconnected and

cannot be considered individually.

Summary of Knowledge Gaps
Empirical studies have revealed three categories of gaps namely conceptual, contextual
and methodological gaps. Conceptual gaps relate to the relationship between the concepts
of change management and ERP implementation. Contextual gaps focus on the context of
the study, in this case the context of non-governmental organizations. Methodological
gaps on the other hand relate to population, sample size and research design. Table 2.1

summarizes  the  different gaps  identified  during literature  review.
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Table 2.1: Summary of Knowledge Gaps

How current study

Researcher(s) Title of Study Key Findings Key Gaps addresses the gaps
D This study introduced
App!lc’ablllty of Tehlfeigi?};:?lcgsed | the context of a non-
Lewin’s change ) Lewin’s theory was found to ﬁl Anacemen tgin a governmental body and
Hossan (2015) managqment theory in | e rejevant in organizational 18 specifically looked at
Australian public-sector context.
change management change management
The change was not durine ERP
local government related to ERP curing .
implementation
The study highlighted | The current study
Factors that promote the practices that sought to bring in the
Strategy successful implementation promote context of a non-
Muchemi (2014) implementation were found to include institutionalization of | governmental body and

practices at the Kenya
post savings bank.

leadership involvement,
employee attitudes and
overall communication

strategy in the context
of corporate sector.
The strategy did not
relate to ERP

it specifically
addressed change
management during
ERP implementation.
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How current study

Researcher(s) Title of Study Key Findings Key Gaps addresses the gaps
The study was
conducted when the The current study
ERP was in its early targeted all the staff of
stages of the organization who
Strategic change . implementation. actively use the ERP
i Resistance to change was o . . .
management: A case found to be the major Additionally, primary | daily. This ensured that
Mulwa (2015) Study of United J data was obtained by respondents were
. obstacle of the ERP ) . .
Nations Office, . ! interviewing twelve drawn from the entire
o implementation . L
Nairobi, Kenya. senior management organization hence the
staff only. Staff findings being more
members who use the | representative of the
ERP were not entire organization.
interviewed.
The study was
conducte?d from an IT The current study
perspective, and not
. approached ERP
. from a strategic . .
The influence of . C implementation from a
.| Top leadership participation | management .
change management in . : strategic management
ERP systems and preparation for change perspective. Hence the perspective and
Muma (2016) were found to have a high findings took a project

implementation: A
case of IFMIS of
Kenya.

impact on
institutionalization of ERP

management approach
to address the technical
side of the change. It
did not concentrate on
the people side of
change.

focused on managing
the people side as
opposed to the
technical side of ERP
implementation.
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How current study

Researcher(s) Title of Study Key Findings Key Gaps addresses the gaps
. . The study established a The study was focused
Factors influencing ey !
. . strong positive correlation on change management | The current study
implementation of .o .
. between employee practices in ERP sought to introduce the
Munyoroku enterprise resource - . .
. . knowledge and skills; top implementation of the | context of a non-
(2014) planning in the mobile > ; )
S management support; skills | private sector. It did governmental
communications sector . .
. of the project team and ERP | not extend to the non- | organization.
in Kenya. . . .
implementation governmental bodies.
Change management The study found that The study focused on The curreqt study was
; . . general change contextualized on a
practices adopted by successful implementation .
! management in a non- governmental
. the independent of change was enhanced by : .
Nkari (2014) governmental body and it specifically
electoral and use of technology, adequate o
. . organization. The researched on change
boundaries staffing, training of staff and .
commission of Kenya | clear communication change was not related | management during
y ' to ERP ERP implementation
The study was
conducte?d from an IT The current study
perspective, and not
. approached ERP
from a strategic implementation from a
Assessing ERP The study found that management prett
. . . strategic management
systems post successful implementation perspective. Hence the erspective and
Wanjohi (2016) implementation ERP was enhanced by findings took a project DETSp .
. .. . focused on managing
success in Kenyan organizational, technological | management approach .
) . the people side as
corporates. and environmental factors. to address the technical
. opposed to the
side of the change. It . :
. technical side of ERP
did not concentrate on | . .
implementation.

the people side of
change.

Source: Developed from the reviewed literature by author (2017)
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Operationalization of Study Variables
Operationalization of variables refers to the process of defining the variables to remove
ambiguity. These variables must be defined in such a way that they can be measured
either quantitatively or qualitatively. In this study, the independent variable is change
management practices while the dependent variable is ERP implementation. Table 2.2

presents a summary of the operationalized variables in this study.
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Table 2.2: Operationalization of Study Variables

Variable Operational Indicators Supporting Literature Measurement Scale Quei;)g:alre
Change Strategic Vision: Mission, Goals, Sirkin et al. (2005), 5 point Likert Scale | Question 5, 6,
Management purpose Linjuan (2010), USAID 7 and 8
Practices (2015), Lewis (2014)

(Independent) ] o o
Leadership: Direction, Participation,
Delegation, Support, Motivation of staff, | Paton, R., and McCalman
Stakeholder Satisfaction (2008)
Communication: Convey information Peus et al (2009)
about vision, objectives, time frame and
nature of change; encourage
participation; address concerns; receive
feedback
Staff Empowerment: Training, Coaching, Peus et al (2009)
User Manuals, policies, operating
procedures, autonomy
ERP Institutionalization: Taken-for- Colyvas and Powell 5 point Likert Scale | Question 9
Implementation | grantedness, stability, routine use (2006)
(Dependent)

Operationalization: clear job
descriptions, organizational structure,
clear timelines, clear outputs

Pishdad and Haider (2013)
Helo et al. (2008)
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Conceptual Framework
From the review of existing theoretical and empirical knowledge, it is evident that change
management practices affect the outcome of change initiatives, in this case ERP
implementation. The framework in figure 2.1 shows how each practice affects ERP

implementation at UNON.

Change Management Practices ERP Implementation
Hol
Strategic Vision >
‘ e ERP
Leadership Hoo . Institutionalization
- H,
. Hos
Communication > e ERP
Operationalization
Staff Empowerment Ho4
Independent Variables Dependent Variables

Source: Developed from the reviewed literature by author (2017)

Figure 0.1: Conceptual Framework

Chapter Summary
This chapter reviews the available literature on the concepts covered in this study namely
change management practices and ERP implementation. It details empirical literature on

these two concepts and describes the three theoretical frameworks upon which the study
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[IP%4)

is founded which include Lewin’s change management theory, McKinsey’s seven “s
framework and Kotter’s eight step change management theory. The chapter then
summarizes the reviewed literature into knowledge gaps that were identified in terms of
the concepts, context and methodological gaps. Further, the conceptual framework is
revealed, with the independent variable being change management practices and the

dependent variable being ERP implementation.
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CHAPTER THREE
RESEARCH METHODOLOGY
Research Design
The study adopted a case study approach which sought to understand the organization in
detail, in context and holistically. This approach allowed for the collection of in depth
information and hence provided insight into the effect of change management practices
on ERP implementation at UNON. Having obtained a deeper understanding of the
concepts of change management and ERP implementation, the findings are expected to
be applied to other organizations during implementation of ERP strategies. Kombo and
Tromp (2006) justify the use of case studies by researchers, to collect data that enables

them to study the phenomenon extensively.

Population of the Study
Considering that ERP cuts across the different departments of the organization, great
diversity and differences are expected from the information collected. In such a case, the
sample size should be large to get more accurate and more representative findings
(Kombo and Tromp, 2006). This study took a census approach, where 146 staff members
of the organization who actively use the ERP software in their daily functions were

approached for data collection. Table 3.1 indicates the target population.

Table 3.1: Population of the Study

Department Number of Staff
Division of conference services 146
TOTAL 146

Source: Field data (2017)
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Data Collection
In this study, a structured questionnaire with a Likert scale was selected as the research
instrument for collecting primary data. The questionnaire was selected for its numerous
benefits. It was viewed as cost effective and selected for its ability to reach respondents
who are widely dispersed. The questionnaire was also considered because it could uphold
confidentiality of respondents, while at the same time allowing them sufficient time to
answer the questions. The data collected was also viewed as easy to analyse with this

type of research instrument (Kombo and Tromp, 2006).

The researcher contacted staff members of the division of conference services of UNON
via email and requested them to participate in the studies. Those willing to participate
responded. Once soft copies of the questionnaires were circulated on email, follow up
phone calls were made to encourage high response rates. The questionnaire consisted of
three parts. Part one sought to collect general information on the respondents. Part two
focused on the change management practices of strategic vision, leadership,
communication and staff empowerment. Part three collected information on ERP

institutionalization and ERP operationalization.

Validity Testing
Although the researcher may not control the responses in terms of objectivity of the
respondents, the way a research instrument is formulated can result in inaccurate
responses. To mitigate this, the questionnaire was tested by measuring its validity and
reliability. Validity is a test of how well the research instrument measures what it is

intended to measure (Kombo and Tromp, 2006).
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To test validity, the research instrument was reviewed by the supervisors and a few
members of staff of the business department at Pan Africa Christian University. It was
also pilot tested by administering it to six (6) respondents, two (2) from finance, two (2)
from human resources and two (2) from the IT department. The six respondents were
then excluded from the population of the study. This enabled the researcher to identify
and rectify any errors or misconceptions. It was also done to ensure that questions are

clear and well understood by the respondents, in the manner intended by the researcher.

Reliability Testing
Reliability is a measure of how consistent the results from a test are (Kombo and Tromp,
2006). To test reliability, Cronbach’s alpha was used to test internal consistency of the
data. Cronbach's alpha is expressed as a number between 0 and 1 and it describes the
extent to which all the items in a test measure the same concept. This measure indicates
the inter-relatedness of the items within the test and shows the amount of measurement
error in a test (Ritter, 2010). A low value of alpha could be due to a low number of
questions, poor interrelatedness between items or heterogeneous constructs. If a low
alpha is due to poor correlation between items, then some should be revised or discarded.
These items can be identified by computing the correlation of each test item with the total
score test and items with low correlations deleted. An alpha value of between 0.8 and 0.9
communicates that the research instrument has excellent internal consistency. If alpha is
above 0.9, it may suggest that some items are testing the same indicators hence redundant

(Tavakol and Dennick, 2008).

There has been debate about the lowest acceptable value of alpha. Manerikar and

Manerikar (2015) argued that although a value below 0.5 is unacceptable, the rule should
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be used with caution since the value of alpha can be inflated or deflated depending on the
number of items used in the test. In this study, an alpha value above 0.5 was considered

as acceptable.

A reliability analysis test was carried out on 37 questions that represented the measures
for the different independent and dependent variables in the data. The findings are as

shown in table 3.2.

Table 3.2: Reliability Statistics

Cronbach's Alpha N of Items

874 37

The findings of the reliability test as seen in table 3.2 indicate that the Cronbach’s alpha
value was 0.874. This indicates that the scale showed a high level of internal consistency

and hence relevant for use in this study.

Data Analysis
Data collected was sorted, checked for completeness, coded and analysed using IBM
SPSS Version 23. Descriptive statistics that were computed to summarize the findings of
the independent and dependent variables in the study are the mean and standard
deviation. The Pearson correlation and regression analysis were then applied to identify
the relationship between the dependent and independent variables. The regression model

was also used to test the hypothesis.
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Ethical Considerations
For a research to be considered as having been conducted in an ethical manner, it should
ensure quality, transparency and integrity. Respondents must be fully aware of the
purpose of the research, and its intended use (Bryman, 2012). The researcher is expected
to uphold confidentiality of the information collected and maintain anonymity of
respondents. Moreover, respondents must participate voluntarily and without any

coercion.

During this study, ethical considerations were made. The research instrument clearly
stated that the data was being sought solely for academic purposes and would be treated
with strict confidence. Respondents participated willingly and they were not required to
disclose their identities, hence guaranteeing them of confidentiality throughout the

research process. Only the researcher had access to the completed questionnaires.

Chapter Summary
This chapter focuses on the research methodology employed in the study. It details the
research design used, target population, data collection procedures and how the collected
data was analysed. It also describes how the data collection instrument was tested for
validity and reliability before distribution. Data analysis methods that were used in the

study are also outlined, and these are discussed in detail in chapter four.
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CHAPTER FOUR

RESULTS AND DISCUSSIONS

Response Rate
The total sample population was 146 participants. However, during the process of data
collection, out of the 146 respondents to whom the questionnaire was administered, only
127 filled and returned it. This was a response rate of 87%. This rate of response
compares well with similar studies. Muchemi (2014) had a 75% response rate in his study
on strategy implementation practices at the Kenya post office savings bank. Munyoroku
(2014), while studying the factors influencing implementation of ERP in the mobile
sector of Kenya had a response rate of 83% while Njoroge (2015) had a response rate of

88% in his study on strategy implementation in Kenyan state corporations.

Mugenda and Mugenda (2003) describe a response rate of 50% as adequate, 60% as good
and above 70% as very good for data analysis and reporting. Factors that led to a high
response rate include a letter of introduction from Pan Africa Christian (PAC) University
and a research clearance permit from the National Commission for Science, Technology

and Innovation. These are attached as appendices II and III.

Demographic Information
The study collected data on various demographics in the organization. These included
gender, age of the respondent and number of years worked in the organization. The
question on gender was an important measure to assess the gender balance within the
organization. Age of respondents was included to understand the age distribution of staff

members within the organization. Additionally, age may influence an individual’s ability
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to embrace technological change. This was considered an important measure, depending

on the degree of successful implementation of the ERP.

The question on number of years worked in the organization was also an important
measure. For staff members who have been in the organization for a long time, the
assumption is that they have seen several change initiatives being implemented. They are
therefore better placed to give their observations over a long duration regarding how the
organization manages change. Since the ERP was implemented in UNON in 2015, it is
also assumed that staff members who have worked in the organization for more than 3
years were in the organization during the preparation stage of the ERP implementation,
and hence were involved in the change management process during the pre-

implementation period.

Table 4.1 presents the findings of the demographic information of gender, age and years

worked in the organization.

Table 4.1: Demographic Information

Gender of Respondents
Cumulative
Frequency Percent Valid Percent Percent
Valid |Male 42 33.1 33.1 33.1
Female 85 66.9 66.9 100.0
Total 127 100.0 100.0
Age of Respondents
Cumulative
Frequency Percent Valid Percent Percent
Valid |31-40 50 39.4 39.4 39.4
41-50 73 57.5 57.5 96.9
51-60 4 3.1 3.1 100.0
Total 127 100.0 100.0
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Number of Years Worked in the Organization
Cumulative
Frequency Percent Valid Percent Percent
Valid | Below 3 3 24 24 24
3-10 64 50.4 50.4 52.8
Over 10 60 47.2 47.2 100.0
Total 127 100.0 100.0

Source: Field data (2017)

The findings show that there were 67 percent of females in the study sample, compared to
33 percent of males. Thus, there was a higher number of female respondents than males.
This could likely imply that over time, the organization has recruited more females than
males. Regarding the age of the participants, 58 percent of the participants were aged
between 41 and 50, 40 percent were aged between 31 and 40 and only 3 percent were
aged between 51 and 60. Therefore, most the employees in the sample are aged between
41 and 50 years of age. The study also sought to establish the number of years that the
respondents have worked in the organization. The findings indicate that 50 percent have
worked at the organization for between 3 and 10 years, 47 percent have worked for over
10 years and only 2 percent have worked for below 3 years. Therefore, a significant

percentage of those sampled had worked for more than 3 years at the organization.

Change Management Practices
Change management practice was the independent variable of the study. To obtain data
on change management practices, descriptive statements were presented on a five point
Likert scale. Respondents were asked to indicate the extent to which they agreed with the
presented statements. Table 4.2 presents the findings of the mean and standard deviation

for the change management practices.
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Table 4.2: Descriptive Statistics - Change Management Practices

N Mean Std.
Deviation
Statement on Strategic Vision
I understand the mission of the organization 127 3.063 .8975
I understand the goals of the organization 127 3.039 9378
I am clear on how my roles support the mission and | 127 3.197 9681

goals of the organization

Management appear to have a strategy on how change | 127 3.118 1.0360
initiatives are implemented

The vision of change initiatives is clearly conveyed to | 127 2.874 1.1478
all staff within the organization

Statement on Leadership

Top leadership explain the need for change initiatives 127 3.220 7337

Top leadership participate in change initiatives within | 127 3.394 .9690
the organization

Top leadership show support to all entities within the | 127 3.181 1.1847
organization during change initiatives

Top leadership delegate change initiatives to smaller | 127 3.512 9666
teams to implement change

Top leadership generally provide direction in the | 127 4.370 4847
organization

Change management teams consist of staff at different | 127 4.370 4847
levels in the organization

Top leadership encourage staff to participate in change | 127 4.370 4847
initiatives

Top leadership ensure that all the members of the | 127 4.370 4847
organization are satisfied with change initiatives

Statement on Communication

The objective of change initiatives is clearly conveyed | 127 4.362 4825
to all staff within the organization

The timeframe of change initiatives is clearly conveyed | 127 2.850 1.0471
to all staff within the organization

Key stakeholders are informed of change initiatives | 127 2.921 1.1241
within the organization

Representatives of staff members at different job | 127 2.598 7374
grades are involved in change initiatives

All staff within the organization are clear on where the | 127 3.252 .8726
organization is heading regarding change initiatives
within the organization

Statement on Staff Empowerment

Staff feedback is encouraged during change initiatives | 127 3.811 .5305
within the organization

I am ready for change by the time change initiatives are | 127 2.575 8118
implemented
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I feel competent to perform the tasks required for my | 127 3.000 7346
position

I feel adequately trained to perform my job 127 3.331 .6431

My manager trusts me to make the appropriate | 127 3.402 1.0784
decisions in my job

I have significant autonomy in determining how I do | 127 2.984 1.0837
my job

I had an idea of what to expect whenever change | 127 2.976 1.1510
initiatives are implemented

I have access to job aids and manuals to help in | 127 3.197 9762
performing my job

127

The results of the table show an average of above 3.0 for the mean score on change
management practices. This implies that most of the respondents agree to the presence of
change management practices within the organization. Most of the questions had large
deviations from the mean, except those specific to strategic leadership. This may imply
that the outlier responses are largely from staff members who have been in the
organization for less than three years and therefore were not part of the organization
during the pre-implementation phase. It may also imply that since strategic leadership is
an ongoing practice, the staff members who have been in the organization for a shorter

duration have seen this practice at play.

ERP Implementation
ERP implementation was the dependent variable of the study. To obtain data on ERP
implementation, descriptive statements were presented on a five point Likert scale.
Respondents were asked to indicate the extent to which they agreed with the presented
statements. Table 4.3 presents the findings of the mean and standard deviation for ERP

implementation.
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Table 4.3: Descriptive Statistics - ERP Implementation

N Mean Std.
Deviation

My job description in relation to my functions in the | 127 3.299 9785
Umoja ERP is clear
All the Umoja ERP modules that were intended for my | 127 3.433 .9888
department are in operation
I do not need to consult job aids as I perform my daily | 127 3.646 9882
duties in Umoja ERP today
I have new skills because of Umoja 127 2.921 1.4939
Umoja ERP implementation led to changes in the | 127 4.094 1.0870
structure of the organization
Umoja ERP implementation led to changes in the | 127 4.654 AT77
culture of the organization
The time it takes me to process one transaction in | 127 4.654 AT77
Umoja ERP today is shorter than when the ERP was
first implemented
The number of transactions I process daily with the | 127 4.654 4777
Umoja ERP are more than the number I used to process
daily before its implementation
My daily routine has stabilized since implementation of | 127 4.654 AT77
Umoja ERP
Umoja ERP has contributed to me performing my job | 127 4.654 4777
better
Umoja ERP is no longer a new thing in the | 127 4.654 4777
organization

127

The results presented in table 4.3 show an average of above 4.0 for the mean score on

ERP implementation. This implies that most of the respondents agree to the successful

implementation of ERP, based on the indicators of the study variable. Most of the

questions had small deviations from the mean, indicated by a standard deviation of

0.4777, which may imply that most respondents leaned towards strongly agreeing with

the statements presented. The question regarding the ERP system providing new skills

had the highest standard deviation at 1.0870, probably implying that there were mixed
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reactions from the new employees and the older ones in the organization, regarding the

ERP being a source of new skills.

Test of Hypotheses
This section of the study sought to understand the different relationships that exist among
the different variables. Inferential statistics was used to test and verify the different
hypotheses in line with the study objectives. In this section, the focus was majorly on the
use of correlation analysis and regression analysis to understand the different

relationships that exist among the different variables.

Strategic Vision and ERP Implementation
H,; Strategic vision has no significant effect on ERP implementation at UNON.
The aim of the first hypothesis was to understand whether strategic vision had a
significant effect on ERP implementation in the organization. To conduct this analysis, a
regression analysis was used as the statistical test to understand the relationship. The

findings of the regression analysis are indicated in table 4.4

Table 4.4: Strategic Vision Regression Analysis

Model Summary

i\/lode R R Square Adjusted R Square Std. Error of the Estimate
1 200" [.040 .032 5.41652
ANOVA
Model Sum of Squares Df Mean Square | F Sig.
Regression |152.059 1 152.059 5183  [.025°
1 Residual 3667.343 125 29.339
Total 3819.402 126
Coefficients
i\/lode Unstandardized Coefficients zf:f%gii;esd t Sig.
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B Std. Error | Beta
13.64
| (Constant) 38.916 2.852 6 .000
Strategic Vision |.418 .184 200 2.277 1.025

a. Predictors: (Constant), Strategic Vision b. Dependent Variable: ERP Implementation
Source: Field data (2017)

A simple linear regression analysis was conducted to test the effect of strategic vision on
ERP implementation at UNON. The findings indicate a weak positive relationship
(R=0.200) between strategic vision and ERP implementation. They further show that
strategic vision explained 4.0 percent (R=0.40) of ERP implementation. The regression
model was significant at F ratio = 5.183 with p<0.05. Based on these results Hja is

rejected. This relationship was represented by the following equation:
E=38916+0.418 SV Where E= ERP implementation, SV = Strategic Vision

This is a positive effect and it means that a unit change in strategic vision causes 0.418

change in ERP implementation.

Leadership and ERP Implementation

H o,; Leadership has no significant effect on ERP implementation at UNON.

The aim of the second hypothesis was to understand whether strategic leadership had a
significant effect on ERP implementation in the organization. To conduct this analysis,
regression analysis was used as the statistical test to understand this relationship. The

findings of the analysis are indicated in table 4.5
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Table 4.5: Strategic Leadership Regression Analysis

Model Summary

Model |R R Adjusted R Square Std. Error of the Estimate
Square
1 316% .100 .093 5.24435
ANOVA
Sum of Squares | Df Mean F Si
Model q Square &
I |Regression 401 496 I 381.496 }3'87 000°
Residual 3437.906 125 27.503
Total 3819.402 126
Coefficients
Unstandardized Standardized
Coefficients Coefficients T Sig.
Model B Std. Error | Beta
1 |(Constant) 30912 3.895 7.936 |.000
Leadership 468 126 316 3.724 1.000

a. Predictors: (Constant), Leadership  b. Dependent Variable: Erp Implementation

Source: Field data (2017)

A simple linear regression analysis was conducted to test the influence of leadership on

ERP implementation at UNON. The findings indicate a moderately weak positive

relationship (R=0.316) between leadership and ERP implementation. They further show

that leadership explained 10.0 percent (R?=0.100) of ERP implementation. The

regression model was significant at F ratio = 13.871 with p<0.05. Based on these results

Hos is rejected. This relationship was represented in the following equation:

E=30.912 + 0.468 L Where E= ERP implementation, L= Leadership

This is a positive effect and it means that a unit change in leadership causes 0.468 change

in ERP implementation.
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Communication and ERP Implementation
Ho3; Communication has no significant effect on ERP implementation at UNON.
The aim of the third hypothesis was to understand whether communication had a
significant effect on ERP implementation in the organization. To conduct this analysis,
regression analysis was used as the statistical test to understand this relationship. The
findings of the analysis are indicated in table 4.6

Table 4.6: Communication Regression Analysis

Model Summary

Model R R Square | Adjusted R Square | Std. Error of the Estimate
1 217° .047 .040 5.39559
ANOVA
Model Sum of Squares Df Mean Square F Sig.
1 |Regression 180.352 1 180.352 6.195| .014°
Residual 3639.050 125 29.112
Total 3819.402 126
Coefficients
Standardized
Unstandardized Coefficients | Coefficients
Model B Std. Error Beta T Sig.
1 |(Constant) 35.825 3.843 9.322| .000
Communication 479 .193 21712489 .014

a. Predictors: (Constant), Communication b. Dependent Variable: Erp Implementation

Source: Field data (2017)

A simple linear regression analysis was conducted to test the influence of communication
on ERP implementation at UNON. The findings indicate a weak positive relationship
(R=0.217) between communication and ERP implementation. They further show that
communication explained 4.7 percent (R2=0.047) of ERP implementation. The
regression model was significant at F ratio = 6.195 with p<0.05. Based on these results

Hos is rejected. This relationship was represented in the following equation:

E=35.825+0.479 C Where E= ERP implementation, C= Communication
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This is a positive effect and it means that a unit change in communication causes 0.479

change in ERP implementation.

Staff Empowerment and ERP Implementation

H o4; Staff Empowerment has no significant effect on ERP implementation at UNON.

The aim of the fourth hypothesis was to understand whether staff empowerment had a
significant effect on ERP implementation in the organization. To conduct this analysis,
regression analysis was used as the statistical test to understand this relationship. The

findings of the analysis are indicated in table 4.7

Table 4.7: Staff Empowerment Regression Analysis

Model Summary
Model R R Square | Adjusted R Square Std. Error of the Estimate
1 486" 236 230 4.83128
ANOVA
Model Sum of Squares Df Mean Square F Sig.
1 Regression 901.745 1 901.745 38.633| .000°
Residual 2917.657 125 23.341
Total 3819.402 126
Coefficients
Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 32.276 2.141 15.074 .000
Staff Empowerment .607 .098 486 6.216 .000
a. Predictors: (Constant), Staff Empowerment b. Dependent Variable: Erp
Implementation

Source: Field data (2017)

A simple linear regression analysis was conducted to test the influence of staff
empowerment on ERP implementation at UNON. The findings indicate a positive
relationship (R=0.486) between staff empowerment and ERP implementation. They

further show that staff empowerment explained 23.6 percent (R*=0.236) of ERP
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implementation. The regression model was significant at F ratio = 38.633 with p<0.05.
Based on these results Hja is rejected. This relationship was represented in the following

equation:

E=32.276 + 0.607 SE Where E= ERP implementation, SE= Staff Empowerment

This is a positive effect and it means that a unit change in staff empowerment causes

0.607 change in ERP implementation.

Change Management Practices and ERP Implementation
In the context of this study, there was need to understand whether the four measures of
change management at the organization: strategic vision, strategic leadership,
communication and staff empowerment were all predictors of ERP implementation
success at the organization. To do this, a regression analysis was carried out to
understand whether the utilization of all the four change management practices would
predict change management success at UNON. The findings of the analysis are indicated

in table 4.8

Table 4.8: Regression Analysis for Change Management Practices

Model Summary

Adjusted R
Model R R Square Square Std. Error of the Estimate
1 495° 245 221 4.86088
ANOVA
Sum of
Model Squares Df Mean Square | F Sig.
1 Regression |936.769 4 234.192 9.912  [.000°
Residual 2882.633 122 23.628
Total 3819.402 126
Coefficients
Unstandardized Standardized
Model Coefficients Coefficients |T Sig.
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B Std. Error |Beta
(Constant) 31.254 4.121 7.584 |.000
Strategic Vision -.201 .198 -.096 -1.019 |.310
Leadership .085 164 057 516 |.607
Communication 064 216 .029 298 |.766
Staff Empowerment |.617 131 494 4.728 |.000
a. Dependent Variable: ERP Implementation b. Predictors: (Constant), Staff

Empowerment, Communication, Strategic Vision, Leadership

Source: Field data (2017)

A multiple regression analysis was conducted to test the joint influence of staff
empowerment, communication, strategic vision and leadership on ERP implementation at
UNON. The findings indicate that the joint effect of strategic vision, leadership and
communication on ERP implementation are statistically not significant (p>0.05), while
the effect of staff empowerment on ERP implementation is statistically significant
(p<0.05). Overall, the four change management practices have a moderate positive
relationship with ERP implementation (R=0.495) and explain 24.5 percent variance in
ERP implementation. They further show that staff empowerment explained 23.6 percent
(R2=0.236) of ERP implementation. The regression model was significant at F ratio =
38.633 with p<0.05. Based on these results Hp is rejected. These relationships were

represented in the following equation:

ERP Implementation= 31.254-0.201 Strategic Vision+0.085 Leadership+0.064

Communication +0.617 Staff Empowerment

The results show that all change management practices have positive effects on ERP
implementation except for strategic vision. A unit change in leadership, communication
and staff empowerment yields 0.085, 0.064 and 0.617 positive change in ERP

implementation respectively.
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Discussion of Findings
Change remains an inevitable aspect of organizations. The challenges faced by
organizations in the contemporary business environment demand that organizations
should consistently change to gain competitive advantage. Change initiatives in
organizations can be not only expensive but they can also disrupt operations. For this
reason, it is important that proper change management practices are implemented to
enhance success of change initiatives. In examining the relationship between change
management practices and ERP implementation in the context of UNON, four

hypotheses were developed and analysed.

Demographic Information
Demographic information of the respondents was collected and the results presented in
section 4.3. This information consisted of gender, age and the number of years worked in
the organization. The findings show that there were 67 percent of females in the study
sample, compared to 33 percent of males. Due to competing demands of balancing
careers and family life, women have been under-represented in stable and high paying
jobs, and particularly so in the developing world (ILO, 2017). The study findings imply

that UNON is committed to provide equal opportunities to women.

The research instrument also sought to establish the age of respondents. The findings
indicate that 58 percent of the participants were aged between 41 and 50, 40 percent were
aged between 31 and 40 and only 3 percent were aged between 51 and 60. Therefore,
most the employees in the sample are aged between 41 and 50 years of age. There is
documented evidence that older adults are less likely to embrace technology than younger

adults. Czaja et al. (2006) found that adoption of technology is influenced by
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sociodemographic factors, attitudes and cognitive abilities. In the case of UNON,
although most respondents are aged between 41 and 50 years old, there seems to be
successful implementation of the ERP. This is evidenced by an average mean score of
above 4.0 for the questions under ERP implementation. This could imply positive

attitudes and high cognitive skills among the respondents.

The study also collected information on the number of years that respondents have
worked in the organization. The findings indicate that 50 percent have worked at the
organization for between 3 and 10 years, 47 percent have worked for over 10 years and
only 2 percent have worked for below 3 years. Therefore, a significant percentage of
those sampled had worked for more than 3 years at the organization. It is likely that most
of the older employees have worked in the organization for over 10 years. This would
imply that these employees have been part of previous change initiatives within the
organization and therefore have not struggled with the implementation of the ERP, hence

the successful outcome.

Strategic Vision and ERP Implementation
In the first hypothesis, regression analysis was carried out to examine whether there
existed a relationship between strategic vision and ERP implementation at UNON. The
outcomes of the regression analysis showed a correlation coefficient of 0.200 with the
overall model predicting that 4 percent of the variance in ERP implementation was
explained by strategic vision. This means that there was a weak positive significant

relationship between strategic vision and ERP implementation at UNON.
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The results of these findings agree with previous findings relating to application of
change management practices during the implementation of any strategic initiative. In
Kotter’s eight step change model, strategic vision is identified as important in helping to
signal the need for change (Kotter, 1996). Other studies also indicate that strategic vision
is important in helping to drive the change process. Mulwa (2015) found that the change
management process at UNON required that all the employees of the organization be
conversant with the mission and vision of the organization to implement change
successfully. This means that the organization’s management understands where they
want the organization to be in future, and the employees understand where the
organization is heading to (Farmer & Seers, 2004). Overall, the findings of this study are

thus supported in previous studies that have examined this relationship.

The relationship between strategic vision and ERP implementation was found to be
weak for the case of UNON and only 4.0 percent of ERP implementation was explained
by strategic vision. This implies that regardless of whether the staff members were
aware of the vision of the organization or not, ERP was successfully implemented. This
success was therefore not attributed to understanding of the strategic vision of the
organization, but to other change management practices, for instance, staff

empowerment.

Leadership and ERP Implementation
In the second hypothesis, regression analysis was carried out to examine whether there
existed a statistical relationship between strategic leadership and ERP implementation at
UNON. The outcomes of the regression analysis showed a correlation coefficient of

0.316 with the overall model predicting that 10 percent of the variance in ERP
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implementation was explained by strategic leadership. This means that there was a weak
positive significant relationship between strategic leadership and ERP implementation at
UNON. Stronger involvement of the strategic leadership would have resulted in higher

ERP implementation success at the organization.

This is driven by the argument that change in many firms is a strategic endeavour and
hence proper leadership is required to enhance change management success (Farmer &
Seers, 2004). According to Sirkin et al. (2005), for change to be successful, it must be
driven by a skilled, cohesive and motivated team who are implementing change in a
department that is receptive to the change process. USAID (2015) found that when the
senior leadership of the organization gives priority to the change initiative, it provides
legitimacy for the change and encourages the rest of the organization to participate. In his
study on strategy implementation practices at the Kenya Post and Savings Bank,
Muchemi (2014) found that for successful strategy implementation, senior management
must be fully committed to the change process. The findings of this study therefore
mirror what has been found in other studies and hence there is consistency in the study

findings.

Communication and ERP Implementation
In the third hypothesis, regression analysis was carried out to examine whether there
existed a statistical relationship between communication and ERP implementation at
UNON. The outcomes of the regression analysis showed a correlation coefficient of
0.217 with the overall model predicting that 4.7 percent of the variance in ERP
implementation was explained by communication. This means that there was a weak

positive significant relationship between communication and ERP implementation at
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UNON. Stronger communication would have resulted in higher ERP implementation

success at the organization.

Communication has been identified as a crucial factor that influences change
management success (Gkorezis, 2012). Specifically, studies have found that proper
communication is needful to ensure that the employees are aware of the change and the
effects that the change has on them and the organization. Sirkin et al. (2005) found that it
is the responsibility of leadership to communicate effectively at every stage of the
transformation process, and to encourage communication among the employees. It also
helps to reduce uncertainty during the process of change management which has been
identified in many studies as a critical factor that leads to failure in change management
(USAID, 2015). In his study on change management and IFMIS in the Government of
Kenya, Muma (2016) found that communication had a significant positive relationship

with IFMIS implementation.

The current study has also established that communication had a positive significant
relationship with ERP implementation success at UNON. The weakness in prediction
between communication and ERP implementation indicates that although ERP
implementation was a success, communication to stakeholders was not effective. This is
evidenced by a mean score of below 3.0 on the questions regarding communication. This
could imply that there are other change management practices that were employed by

UNON that largely contributed to the successful implementation of ERP.
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Staff Empowerment and ERP Implementation
In the last hypothesis, regression analysis was carried out to examine whether there
existed a statistical relationship between staff empowerment and ERP implementation at
UNON. The outcomes of the regression analysis showed a correlation coefficient of
0.486 with the overall model predicting that 23.6 percent of the variance in ERP
implementation was explained by staff empowerment. This means that there was a
moderate positive significant relationship between staff empowerment and ERP
implementation at UNON. Stronger levels of staff empowerment would have resulted in

higher ERP implementation success at the organization.

Staff empowerment has been at the centre of many studies on ERP implementation and
change management. Previous findings have noted that change management effectiveness
can be achieved when employees are properly empowered to make decisions with regards
to different aspects of the change process. Muma (2016) found a positive significant
relationship between staff empowerment and ERP implementation in the Government of
Kenya. On his part, Mulwa (2015) while studying on ERP implementation at UNON
during the pre-implementation phase found that there was a great need for staff
empowerment as the organization prepared to implement the ERP. Staff empowerment
ranges from training employees, providing them with support during and after the
changes have been made, working along with them to facilitate decision making among
others (Gkorezis, 2012). Staff empowerment ensures that the employees are in a better
position to enhance their performance after change both in the short term and the long

term (Farmer & Seers, 2004).
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In this study, the question that had the highest mean (3.811) in the staff empowerment
category sought to find out if staff feedback is encouraged during change initiatives
within the organization. This implies that most respondents agreed that their feedback
was encouraged during change initiatives in the organization. The next high ranking
mean (3.402) was recorded on the question that sought to find out if managers trust their
juniors to make the appropriate decisions in their jobs. The indicators of staff
empowerment were found to be either in terms of competence where staff skills are
recognized and enhanced, or in terms of control where staff have a considerable degree of

trust and autonomy in performing their functions.

This study found a moderate correlation between staff empowerment and ERP
implementation success. This can only mean that a stronger focus on employees can help
to enhance change management success in organizations implementing change initiatives.
For the case on UNON, it is likely that the moderate correlation between staff
empowerment and ERP implementation is caused by the organization having put in place
measures to ensure that staff continuously feel empowered to perform their duties within

the ERP.

Change Management Practices and ERP Implementation
Lastly, a regression analysis was carried out to understand whether a combination of all
the four change management practices predicted ERP implementation success. The
findings indicated that 24.5 percent of the variance in ERP implementation was explained

by staff empowerment, strategic leadership, communication and strategic vision.
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Analysis of the variance (ANOVA) established that the variance in ERP implementation
was significant (F =9.912 and p<.001). This meant that there was a significant association
between change management practices implemented in the organization and ERP
implementation success. Lastly, the coefficient analysis found that only staff
empowerment was a significant predictor of ERP implementation success. The other
three variables were not found to be significant predictors of ERP implementation
success. Therefore, higher levels of staff empowerment would lead to higher levels of
ERP implementation success. These findings have been supported in previous studies that
have found a positive association between staff empowerment and change management
success (Mulwa 2015, Muma 2016). However, these findings also mean that staff
empowerment is one of the most important change management practices that ought to be
considered most during change management (Kotter, 1996). Therefore, these findings
mirror what has been established in this study and help to show the important role played

by employees during change management processes.

Chapter Summary
This chapter presents the findings of the data collection process. These are grouped into
descriptive statistics and inferential statistics. Data was collected using a closed-ended
questionnaire comprising of 40 questions. IBM SPSS Version 23 was used to carry out
the analysis. In conducting this analysis, the key assumption in the chapter was the p
value that is assumed to be at 0.05. The study made use of the Pearson correlation and
regression analysis together with the regression model to analyse correlations between

the dependent and independent variables.
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The hypotheses tests resulted into each of the null hypotheses being rejected, indicating
that a change in the independent variables resulted in a change in the dependent variable.
Staff empowerment was found to have the greatest effect on ERP implementation at
UNON, with 23.6 per cent of ERP implementation being explained by staff
empowerment. In the chapter, these findings have been discussed and compared with
theory and previous studies. The findings of the study agreed with both theory and

previous studies.
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SUMMARY OF FINDINGS, RECCOMENDATIONS AND CONCLUSIONS

The broad objective of the study was to establish the effect of change management
practices on the implementation of ERP at UNON. These were then broken down into

four specific objectives, out of which four hypotheses were derived and tested. The

CHAPTER FIVE

Summary of the Findings

findings of the hypothesis testing are summarized in table 5.1

Table 5.1: Summary of Findings

Objectives Hypotheses Decision
Objective one:

To determine the effect of H,l: Strategic vision has no | Rejected
strategic vision on ERP significant effect on ERP
implementation at UNON implementation at UNON

Objective two:

To establish the effect of | H,2: Leadership has no | Rejected
leadership on ERP | significant effect on ERP
implementation at UNON implementation at UNON

Objective three:

To identify the effect of | Hy3: Communication has no | Rejected
communication on ERP | significant effect on ERP
implementation at UNON implementation at UNON

Objective four:

To determine the effect of | Ho4: Staff empowerment has | Rejected

staff empowerment on ERP
implementation at UNON

no significant effect on ERP
implementation at UNON

Source: Field data (2017)

There are several recommendations that would be important in the context of this study
as discussed below. The first recommendation would be to ensure the involvement of

strategic leadership during ERP implementation to achieve successful implementation.

Recommendations
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The top leadership of the organization must provide direction and fully support the
change initiative in terms of providing the required resources. They should also appoint
a team to drive the change initiative. The leadership should also focus on employee

motivation and involvement to achieve success.

The second recommendation is to ensure effective communication during the process of
change to enhance successful implementation of change initiatives. This communication
should be vertical, horizontal and even diagonal such that there is exchange of
information between management and subordinates, between team members and across
departments. Communication needs to focus on creating awareness of the need for
change, informing employees about the change while eliminating doubts and
misinformation which could lead to staff resistance and consequently failure of ERP

implementation.

The third recommendation is to focus on staff empowerment which is crucial in
enhancing change management success. Staff empowerment should be focused on
helping the employees in the organization to understand and learn about the change and
to effectively use ERP within the organization. Most respondents agreed that their
feedback was encouraged during change initiatives in the organization. Additionally,
many respondents felt that managers trust their juniors to make the appropriate decisions
in their jobs. The indicators of staff empowerment were found to be either in terms of
competence where staff skills are recognized and enhanced, or in terms of control where
staff have a considerable degree of trust and autonomy in performing their functions.
This combination of competence and control should be the focus for staff empowerment
during change initiatives.
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Future studies
This study focused on four change management practices namely strategic vision,
strategic leadership, communication and staff empowerment. Most studies have
examined individual factors and hence this study’s focus on a range of change
management practices helped to show the role that is played by these practices on ERP
implementation. However, given the findings that staff empowerment is key, future
studies should seek to examine change management from this perspective to understand

how various measures of staff empowerment can affect ERP implementation success.

Conclusions
Change management remains a critical aspect of any successful organizations because
changes are inevitable. However, effective change management is an aspect that needs
to be ensured in organizations to enhance change management success. This study
sought to test empirically the relationship between change management practices and
ERP implementation success at UNON. The findings show significant association
between change management practices and ERP implementation success at UNON.
Strategic vision, strategic leadership, communication and staff empowerment were all
significantly correlated with ERP implementation success. However, the regression
model identified staff empowerment as the key change management practice that
impacted significantly on ERP implementation success. This could therefore mean that
the approaches to change management were effective in enhancing change management
success at UNON. Staff empowerment as an approach to change management should be
considered immensely to enhance change management success during ERP

implementation.
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Chapter Summary
The aim of this chapter is to summarize the findings of the previous chapter and to draw
conclusions from the findings. The findings are tabulated as the objectives, the
hypotheses and the decisions on the results of the hypotheses tests. The chapter also
provides recommendations in line with the findings of this study to help guide future
implementation of ERP in organizations. It recommends that for successful
implementation of ERP, information should flow effectively within the organization and
top leadership must fully support the initiative. Most importantly, staff empowerment
should be given great emphasis to achieve successful ERP implementation. The chapter
then suggests that future studies should focus on an in-depth understanding of how staff
empowerment affects ERP implementation. The study therefore concludes that change
management practices have a significant effect on ERP implementation, with staff

empowerment having the most significant effect on ERP implementation.

63



REFERENCES

Barker, T., & Frolick, M. (2003). ERP implementation failure: A case study. Journal of
Information Systems Management, 20(4), 43-49.

Burnes, B. (2004). Kurt Lewin and the planned approach to change — A re-appraisal.
Journal of Management Studies, 41(6), 977-1002.

By, T., Ford, J., & Randall, J. (2017). Changing times: what organizations can learn from
Brexit and the 2016 US presidential election. Journal of Change Management,
17(1), 1-8. doi: 10.1080/14697017.2017.1279824

Colyvas, J. & Powell. W. (2006). Roads to institutionalization. Stanford University,
Carlifornia, USA

Czaja, S., Charness, N., Fisk, A., Hertzog, C., Nair, S., Rogers, W., & Sharitt, J. (2006).
Factors Predicting the Use of Technology: Findings From the Center for Research
and Education on Aging and Technology Enhancement. Journal of Pubmed

Central, 21(2), 333-352

Farmer, S., & Seers, A. (2004). Time enough to work: employee motivation and
entrainment in the workplace. Time & Society, 13, 265-284.

Gilley, A., McMillan, H. S., & Gilley, J. W. (2009). Organizational change and
characteristics of leadership effectiveness. Journal of Leadership and
Organizational Studies, 16(1), 38-47.

Gkorezis, P. (2012). The effect of extrinsic rewards on public and private sector
employees' psychological empowerment: a comparative approach. International
Jjournal of human resource management , 23(17), 3596-3612.

Helo, P., Anussornnitisarn, P., & Phusavat, K. (2008). Expectation and reality in ERP
implementation: Consultant and solution provider perspective. Industrial
Management & Data Systems, 108(8), 1045-1059.

Hossan, C. (2015). Applicability of Lewin’s change management theory in Australian
local government. International Journal of Business Management, 10(6).
doi:10.5539/ijbm.v10n6p53

Hrebiniak, L.G. (2008). Making strategy work: Overcoming the obstacles to effective
execution. Ivey Business Journal Online. Retrieved from
http://iveybusinessjournal.com/publication/making-strategy-work-overcoming-
the-obstacles-to-effective-execution/

ILO. (2017). Gender and employment. Retrieved from
http://www.ilo.org/employment/areas/gender-and-employment/lang--en/index.htm

64



Jones, G. R. (2007). Organizational theory, design, and change (5th ed). Upper Saddle
River, NJ:: Prentice Hall.

Kombo, D. K., & Tromp, D. L. A. (2006). Proposal and Thesis Writing: An Introduction.
Paulines Publications Africa

Kotter, J. P. (1996). Leading Change. Boston: Harvard Business School Press.

Kotter, J. P. (2014). The Eight Step Process for Accelerating Change. Retrieved from
https://www kotterinternational.com/8-steps-process-for-leading-change/

Kritsonis, A. (2005). Comparison of change theories. International Journal of
Management, Business & Administration, 8(1), retrieved from
https://archive.org/stream/ComparisonOfChangeTheorieslIMBAV8N12005/

Lewin, K. (1951). Field theory in social science, selected theoretical papers. Cartwright
(ed.). New York: Harper & Row.

Lewis, G. (2014). Organizational Change Management Best Practices. Retrieved from
http://www.consultparagon.com/7-organizational-change-management-best-
practices

Linjuan, R. M. (2010). Measuring the impact of leadership style and employee
empowerment on perceived organizational reputation. University of Miami, FL,
USA

Manerikar, V. & Manerikar, S. (2015). Cronbach alpha. Aweshkar Research Journal,
14(1), 117-119.

Moon, Y. B. (2007). Enterprise resource planning (ERP): a review of the literature.
International Journal of Management and Enterprise Development, 4(3), 235—
264.

Muchemi, D. W. (2014). Strategy implementation practices at the Kenya post savings
bank. University of Nairobi, Nairobi, Kenya

Mugenda, O. M. & Mugenda, A. G. (2003). Research methods: Quantitative and
qualitative approaches. Nairobi: African Centre for Technology Studies.

Mulwa, F. (2015). Strategic change management: A case of the United Nations office at
Nairobi, Kenya. University of Nairobi, Nairobi, Kenya.

Muma, T. (2016). The influence of change management in ERP systems implementation:
A case of IFMIS of Kenya. University of Nairobi, Nairobi, Kenya.

Munyoroku, E. (2014). Factors influencing implementation of enterprise resource

planning in the mobile communications sector in Kenya. University of Nairobi,
Nairobi, Kenya.

65



Murthy, C. S. V. (2007). Change management (1). Mumbai, India: Himalaya.

Njoroge, J. K. (2015). Strategy implementation, performance contracting, external
environment and performance of Kenyan state corporations. University of
Nairobi, Nairobi, Kenya.

Nkari, N. A. (2014). Change management practices adopted by the independent electoral
and boundaries commission of Kenya. University of Nairobi, Nairobi, Kenya.

Paton, R., & McCalman, J. (2008). Change management: A guide to effective
implementation (3" ed). London, England: Sage.

Peters, T., Waterman, R., & Philips, J. (1980). Structure is not Organization. Business
Horizons, 23(3), 14-26.

Peus, C., Frey, D., Gerkhardt, M., Fischer, P. & Traut, E. (2009). Leading and managing
organizational change initiatives. Management Revue, 20(2), 158-175.

Pishdad, A., & Haider, A. (2013). ERP institutionalization: Exploring the influential
factors. Journal of Enterprise Information Management, 26(6), 642-660. doi:
10.1108/JEIM-07-2013-0046

Ravanfar, M. M. (2015). Analysing organizational structure based on 7s model of
McKinsey. Global Journal of Management and Business Research:
Administration and  Management, 15(10), 17-23.

Reh, F. J. (2017). Vision, strategy and tactics. Retrieved from
https://www.thebalance.com.

Ritter, N. (2010). Understanding a widely misunderstood statistic: Cronbach’s o. Texas
A&M University. Texas, USA.

Seo, G. (2013). Challenges in implementing enterprise resource planning (ERP) system
in large organizations: Similarities and differences between corporate and
university environment. Massachusetts Institute of Technology, MA

Shang, S., & Seddon, P. (2000). 4 Comprehensive Framework for Classifying the
Benefits of ERP Systems. Retrieved from https:/aisle.aisnet.org/amcis2000

Shi-Ming, H., Chang, 1., Li, S., & Lin, M. (2004). Assessing risk in ERP projects:
Identify and prioritize the factors. Industrial Management & Data Systems,
104(8), 681-688. doi: 10.1108/02635570410561672

Sirkin, H., Keenan, P., & Jackson, A. (2005). The Hard Side of Change Management.
Harvard Business Review. Retrieved from https://hbr.org/2005/10/the-hard-side-
of-change-management

66



Tavakol, M. & Dennick, R. (2011). Making sense of Cronbach’s alpha. International
Journal of Medical Education, 2, 53-55.

The Economist. (2013). Why Good Strategies Fail — Lessons for the C-Suit. Retrieved
from www.pmi.org/media/documents/public/why-good-strategies-fail-report.pdf

Umoja. (2017). Umoja introduction to staff. Retrieved from http://www.unumoja.net.

United Nations General Assembly. (2006). Investing in the United Nations: For a
Stronger Organization Worldwide. Retrieved from htpp://www.un.org

United Nations. (2015). Progress Report on the enterprise resource planning project.
Retrieved from htpp://www.un.org

USAID. (2015). Change management best practices guide. Retrieved from
https://www.usaid.gov/sites/default/files/documents/1868/597saj.pdf

Wanjohi, J. K. (2016). Assessing ERP systems post implementation success in Kenyan
corporates. University of Nairobi, Nairobi, Kenya.

Wong, A., Scarbrough, H., Chau, P., & Davison, R. (2005). Critical failure factors in
ERP implementation. Retrieved from http://aisel.aisnet.org/pacis2005/40.

67



APPENDIX I: RESEARCH QUESTIONNAIRE

Dear Respondent,

This questionnaire is aimed at collecting information on the effect of change management

practices on ERP implementation at UNON. The information is being sought solely for

academic purposes and will be treated with strict confidence. Kindly answer the

questions by ticking the boxes provided as applicable.

PART I

Demographic Information

1. Gender
Male [ ] Female [ ]
2. Age

Below30[] 31-40[] 41-50 [ ] 51-60 [ ]
3. Years worked in the organization
0-3 [] 3-10[ ] Above 10 [ ]

PART II

Change Management Practices

Above 60 [ ]

4. The following statements relate to change management practices within the

organization. Please indicate the extent to which you agree/disagree with the

statements.

Key: 1= Strongly Disagree; 2= Disagree; 3= Not Sure; 4= Agree;

5= Strongly agree
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Statement on Change Management Practices

1. I understand the mission of the organization

2. [ understand the goals of the organization

3. I am clear on how my roles support the mission and goals
of the organization

4. Management appear to have a strategy on how change
initiatives are implemented

5. The vision of change initiatives is clearly conveyed to all
staff within the organization

6. Top leadership explain the need for change initiatives

7. Top leadership participate in change initiatives within the
organization

8. Top leadership show support to all entities within the
organization during change initiatives

9. Top leadership delegate change initiatives to smaller
teams to implement change

10. | Top leadership generally provide direction in the
organization

11. | Change management teams consist of staff at different
levels in the organization

12. | Top leadership encourage staff to participate in change
initiatives

13. | Top leadership ensure that all the members of the
organization are satisfied with change initiatives

14. | The objective of change initiatives is clearly conveyed to
all staff within the organization

15. | The timeframe of change initiatives is clearly conveyed to

all staff within the organization
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Statement on Change Management Practices 1 |2 |3 |4 |5

16. | Key stakeholders are informed of change initiatives within
the organization

17. | Representatives of staff members at different job grades
are involved in change initiatives

18. | All staff within the organization are clear on where the
organization is heading regarding change initiatives
within the organization

19. | Staff feedback is encouraged during change initiatives
within the organization

20. | I am ready for change by the time change initiatives are
implemented

21. | I feel competent to perform the tasks required for my
position

22. | I feel adequately trained to perform my job

23. | My manager trusts me to make the appropriate decisions
in my job

24. | I have significant autonomy in determining how I do my
job

25. |1 had an idea of what to expect whenever change
initiatives are implemented

26. | I have access to job aids and manuals to help in
performing my job

PART III

ERP Implementation

6. The following statements relate to ERP implementation within the organization. Please

indicate the extent to which you agree/disagree with the statements.
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Key: 1= Strongly Disagree; 2= Disagree; 3= Not Sure; 4= Agree;

5= Strongly agree

Statement on ERP Implementation 1 12 13

I. My job description in relation to my functions in the
Umoja ERP is clear

2. All the Umoja ERP modules that were intended for
my department are in operation

3. I do not need to consult job aids as I perform my
daily duties in Umoja ERP today

4. I have new skills because of Umoja

5. Umoja ERP implementation led to changes in the
structure of the organization

6. Umoja ERP implementation led to changes in the
culture of the organization

7. The time it takes me to process one transaction in
Umoja ERP today is shorter than when the ERP
was first implemented

8. The number of transactions I process daily with the
Umoja ERP are more than the number I used to
process daily before its implementation

0. My daily routine has stabilized since implementation
of Umoja ERP

10. | Umoja ERP has contributed to me performing my job
better

11. | Umoja ERP is no longer a new thing in the
organization

THANK YOU FOR YOUR PARTICIPATION IN THIS STUDY
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APPENDIX II: RESEARCH AUTHORIZATION LETTER

AL

MNATIONAL COMMISSION FORSCIENCE,
TECHNOLOGY ANDINNOY ATION
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Pan Africa Christian University
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RE: RESEARCIL ALTHORIAATION

Follewing your application for antharity to carmy out research on “The effect of change
MENAgeReRt practices on e upleineniaffon of KEEP a0 the United Naviaas (fice,
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resesreh in Mairobi Countylor the period ending 28™ July, 2018,

You are advised Lo report o the County Commissioner and the County Director of
Edncation, Nairobi County balore embuarking on the rescarch project,

Kindly rate thar, as an epplicant who has been leensed under the Scienee, Technology
and Innovation Act, 2003 to conduel research in Bienya, vou shull deposil a eopy of the

tinal rezearch report o the Commission withio eae year ol completion. Lhe soft copy
atfthe same shou'd be submitied through the Onlire Rescarch Information Syelem,
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APPENDIX III: RESEARCH PERMIT FROM THE NATIONAL COUNCIL FOR

SCIENCE, TECHNOLOGY AND INNOVATION

COXNDITIONS

1. The Tlecmse Is valid for the praposed research,
resedrel gile specifiel period.
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Falucndion und County Covermor b the avo of
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APPENDIX IV: LETTER OF INTRODUCTION FROM THE UNIVERSITY

PAMN AFRICA CHRISTIAN N
: /4
R 4

P.0. Box 56875, 00200 Mairobi, Kenya

+254 721 932050, +254 734 400654

enquiries@pacuniversity ac ke,
admissions & pacuniversity ac.ke

TO WHOM IT MAY CONCERN
Dear SiwMhadam_

REF: FILEVIAN MUDANYA REG NO. MBATD/7169/16

Greetings! This is an infroduction letter for the above named persen a final vear student in
Pan Africa Chrstian University (PAC University), pursuing a Master of Business
Administration.

She is at the final stage of the programme and she is preparing to collect data to enable her
finahize on her thesis. The thesis title is “The effects of change management practices on
the implementation of Enterprise Resource Planning (ERP) at the UN office in Nairobi.

We therefore kindly request that you allow her conduct research at your orgamzation.
Warm regards,
A

Dr. Lilian Vikirn
University Registrar

WhRess. Loaduiis wie. wmads
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