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ABSTRACT 

While carrying out this study I came across number of factors which are usually 

considered when deciding when and what level of change should be introduced in any 

organisation, as a result, if these changes are not properly handled in the organisational 

system, it causes resistance from the people who are expected to effect these changes 

i.e., the employees, hence, the reasons why employee resist changes being introduced 

in an organisation. While carrying out this study, I gone through various articles and 

websites to understand the proper foundation and perspectives of change, resistance to 

change and how better management can benefit these changes in their organisation if 

they want the continued success of their organisation. I have collected the data through 

primary and secondary sources. The major findings for this study indicate that 

employee resist changes because of poor communication of the required change, lack 

of proper motivation and encouragement to effect such changes and the inhuman nature 

of the changes being introduced by the management. Conclusion from this study is that 

the employees were not properly communicated as the changes were being introduced, 

and the management did not put the hazardous nature of the job into conclusion before 

introducing such changes. It is therefore recommended that employees should be 

informed about the nature of the changes being introduced in the organisation and 

proper due process should be followed as well as adequate motivation and inventive 

packages. 

It is very important to study and to know as well that why employees resist change in 

an organization, so that the organization can look into that and manage and implement 

the change accordingly. Through this study, the organization will be clearer on the 

concept of change in their organization and what should be the perspective that should 

be there to implement those changes in an organization. 

 

Background 

Organizations perceive change as very important for its survival and prosperity 

in today’s most competitive environment and new business challenges. They 

make change initiative to keep up the pace with changing environment and new 

challenging competition. The success and performance superiority of 
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organizations are very much dependent on its ability to align its internal 

arrangement with the demand of external world. While studying the change 

literature, the concept of change and its differentiation/types seem very 

ambiguous and it was very difficult to understand the overall picture of change 

from the scattered literature. As different authors have defined change, based on 

their differentiation, in different manners, e.g., Schien defined change as it can 

be natural evolutionary, planned and unplanned change, Leavitt expanded the 

technical-social (technical & social change) framework, by adding structural 

change (Leavitt, 1965). I will try to present somewhat clear and complete picture 

of organizational change based upon the literature and empirical study, which 

according to my point of view is very important for understanding change and 

its major problem i.e., employee’s resistance to change (the main area of this 

study). My empirical study is based on a firm operating in a developing 

economy, which was under severe pressure from external environment and 

internal problems, and made it very important for its survival to introduce a 

major change program. Change as an important factor has been discussed by 

different authors as, ‘change is the only constant’ and very important for the firm. 

But managing change is very challenging & complex and great amount of care 

should be taken while making change. One of major problems/threats to 

organizational change is employees’ resistance and has usually very unpleasant 

and negative implications for organization. The firm understudy proposed a 

change program but it was severely resisted by its employees and the change 

brought very negative results, opposite to its demands. Looking at the possible 

solutions discussed in the literature of change management, every measure has 

been applied by the experienced management of the firm to overcome resistance, 

but failed.  

  

Purpose 

The purpose of this study is to understand goal conflict between firm and 

individuals and how it contributes to employees’ resistance to change as a major 

potential cause/antecedent. Different authors have discussed the importance of 

causes/antecedents of employees’ resistance to change to know the right problem 

and develop strategies to overcome it. According to Mintzberg, the cure might 
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actually prove to be just more of the cause. After understanding the 

causes/antecedents of employees’ resistance to change in the literature, I have 

got an opportunity to add another potential but major cause of resistance, that is, 

goal conflict between firm and employees. Different theories have been 

discussed which provide sound basis for understanding and also providing 

solutions to decrease the negative effects and intensity of the goal conflict. It will 

enable us to provide management with recommendations for possible solutions 

to employees’ resistance in the firm understudy. My empirical study helps us 

understand, how ‘change’ increases the magnitude and intensity of goal conflict 

and how it contributes towards employees’ resistance to change. Finally, two 

theories will be used to suggest the best solutions to reduce the intensity and 

harmonize the goal conflict between firm and employees and hence overcome 

employees’ resistance.  

 

Theory 

The theories are about organizational change and resistance, principal agent 

theory, goal theory and Stakeholders’ theory. The theory of organizational 

change and resistance help us understand the concept of change and resistance. 

Principal agent theory, neoclassical, neo-Keynesian, and managerial theory 

explain the conflict between organization and its employees’ goals and interests. 

Stakeholder theory and principal agent theory has been studied and matched with 

the situation of the firm understudy to provide solutions/measures and suggest 

recommendations for reducing and harmonizing goal conflict, to overcoming 

resistance to change.  

  

Analysis 

First a literature study is carried out to completely understand and present change 

and the resulting resistance and its causes. Using this literature, the practical 

change program in our empirical case will be presented. Another major potential 

cause/antecedent of employees’ resistance will be presented i.e., goal conflict 

between firm and employees which has not been properly discussed in the 

literature and or has not been given importance. The situation of goal conflict 
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will be discussed in our empirical case to understand practically, how ‘change’ 

increases the magnitude of goal conflict, so as it become difficult for both parties 

to accept each other’s goals, which result in employees’ resistance to change. 

The empirical analysis is made from interviews/discussions and carried out on 

two levels; employees’ level and firm level, also past observations during the 

change period are used. Initially I analyse individual’s own role, interests, goals, 

needs, basis of satisfaction, and how the change program affected these. 

Secondly the firm’s own interests, needs, goals, and objectives were considered, 

to know how much important is the change program for the firm. The factor of 

goal/interest conflicts were systemized and analysed in relation to these two 

levels of analysis and then discussed in connection to the literature. The principal 

agent theory and stakeholders’ theory will be used to understand the notion of 

goal conflict between firm and its employees, and also to provide appropriate 

measures to reduce the intensity of goal conflict between firm and employees to 

overcome resistance. These findings were combined and matched with this 

empirical case to provide recommendations/solutions.  

 

Summary 

While starting my thesis, I studied lot of literature on organizational change, and 

found that the concept of change and its types have been discussed by different 

authors in a manner that is very difficult to understand. Every author/researcher 

discusses his/her own concept regarding organizational change and have 

differentiated it as per their own study. I have tried to categorize different types 

of organizational change and present somewhat complete and clear picture of 

‘what is change’ for which the existing literature has been used as a basis. After 

discussing the broad topic of this study, methodologies have been explained. On 

the basis of categorization of change, I have tried to understand and present the 

practical change program carried out in my empirical case.   

  

Employees’ resistance, the basic topic of this study, is one of the major 

problems/threats to successful change program. In our empirical case, 

employees’ resistance failed an important and well-intended change program. 
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The first step after discovering employee’s resistance led us to the exploration 

of causes of resistance which have been thought by different authors as very 

important for overcoming it. 

The study of different causes/antecedents discussed by several authors has given 

us the opportunity to add another important potential cause of resistance, that is, 

goal conflict between firm and employees. It should be noted that even in normal 

situation, goal conflict exists between firm and its employees, but the magnitude 

and intensity of this conflict is very low and so it is hidden, we call this ‘goal 

difference’, and both parties accept each other’s goals. In a strategic and major 

change program, firms alter their goals (e.g., cost minimization, innovative 

products, etc), which result in shifting and increasing their focus towards new 

goals. The shift in focus and increased commitment of firm towards attaining its 

new goals, increase the magnitude and intensity of goal conflict and it became 

very difficult for both parties to accept each other’s goals. The firm’s increased 

concentration and self-centred focus on its goals affects employees’ personal 

goals, and it became very difficult for employees to achieve their own goals and 

satisfy their needs. In our empirical case, change in the firm altered its goals 

toward profit maximization which was very important for its survival in that 

critical situation. The firm’s primary goal of survival was followed by new 

support goals which are quality control, productivity increase, cost 

minimization, and innovation & product development; to better achieve its 

primary goal. These firm’s goals constrained employees from satisfying their 

own needs and achieving their own goals which is important for their own 

survival. It becomes very difficult for both parties to accept each other’s goal 

which resulted in intensive goal conflict between them, and caused severe 

employees’ resistance.  

  

While studying this goal conflict, different supporting theories has been found 

which explain this concept and some also provides solutions to resolve goal 

conflict it to a favourable degree.  

According to the principal agent theory, individuals (employees) as agents strive 

to maximize their utility while firm (owner) as principal strives for maximizing 
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its profitability. The behaviour of firm as profit maximiser, and employees as 

utility maximiser can also be supported by neoclassical, neo-Keynesian, and 

managerial theories of firm. While studying our empirical case we analysed the 

behaviour of the firm and its employees after introducing the change program, 

and found that this firm was interested in maximizing its profit which was very 

important for its survival. The only possible ways to achieve these goals at that 

time by the firm was to utilize its employees efficiently and effectively, and to 

pay them according to their contributions in the firm’s profit, demanding more 

of their efforts and time. On the other hand, employees (major part of employees 

were poor labours) are interested in maximizing their own utility by getting more 

salaries, investing less efforts and time, good working environment, and better 

facilities. These efforts by employees were believed as very important for their 

own survival. The demands of firm’s new goals constrained employees from 

achieving their own personal goals, which increased the magnitude of goal 

conflict between firm and its individuals followed by severe resistance from 

employees. Both parties (the firm and its employees) started extreme level of 

efforts for achieving their own conflicting goals, and their struggle has cancelled 

the effect of each other and both parties faced failure in achieving their goals.  

  

The surprising and interesting thing I found here is that this goal conflict cannot 

be resolved or harmonized with the help of different ways/solutions proposed in 

the literature of change and resistance which were also applied by this firm and 

failed. Firms are required to take some other measures to deal with resistance 

due to intensive goal conflict. In this regard agency theory and stakeholders’ 

theory has been used to provide solutions/measures to decrease the intensity and 

harmonize this goal conflict, and make it possible for both parties (firm & 

employees) to accept each other goals.  

  

Agency theory proposes different solutions to align employee’s goals with the 

firm’s goals, to allow them work on a common ground and achieve the firm 

(principal) goals. These solutions are;  
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a) establishing appropriate incentives for the agents to motivate them towards 

the principal’s goals,  

b) Efficiently monitoring and observing agents’ behaviour,  

c) Evaluating or monitoring the outcomes of the behaviour, i.e., shifting some 

risk of the firm towards employees, and 

 d) Making efficient contracting with the employees. 

Although these solutions are very important and effective in aligning employees’ 

goal with the firm’s goals, but I found that these solutions are more biased 

towards the firm’s interest, and may de-motivate and increase employees’ 

dissatisfaction, as employees are made to suffer by compromising on their 

personal goals and interests. According to Perrow, agency theory is 

unrealistically one sided because of its neglect and potential exploitation of 

workers i.e., agents. The next problem in agency theory is that it assumes 

efficient markets and doesn’t consider the external forces and its irregularities.  

  

Stakeholders’ theory provides somewhat more realistic and justified solution to 

resolve goal conflict between firm and employees. It considers an imperfect and 

real market situation, and suggest accordingly. The aim is that firm should not 

only exist to satisfy its own needs but also the needs of those working for it, and 

the needs of society. Stakeholders’ theory suggests maintaining a satisfactory 

balance with and between all its stakeholders’ divergent and conflicting 

goals/interests. Despite its important insights, the stakeholder theory has also 

some problems. The three most obvious and important are;  

a) Its inability to provide standards for assigning relative weights to the interests 

of the various constituencies,  

b) It does not incorporate the idea of optimal contracting, and  

c) Its failure to contain within itself some clear-cut steps for the firms to follow, 

and we believe that it is because of its long-term approach.  

  



13 
 

The measures suggested by agency theory and stakeholders’ theory, are very 

important for the firm to reduce the intensity of goal conflict, but as we can see 

both stakeholder and agency theory has their related flaws/problems and no 

individual theory can solve this problem. After analysing the literature of change 

management, agency theory and stakeholders’ theory, with addition to the 

empirical case of this firm, I am able to provide better solutions (based on these 

theories) that will better harmonize goal conflict and will make it possible for 

both parties to achieve their own goals and thus overcome employees’ resistance.  

  

Keywords: Organizational Change, Employees resistance, Goal conflict, Goal 

theory, Agency theory, Stakeholders theory.  
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CHAPTER ONE 

INTRODUCTION  

1.1 ORGANIZATIONAL CHANGE 

  

If we look at the literature on organizational change, different authors and 

researchers have defined and differentiated ‘change’ in organization differently. 

We can classify these diverse and different ‘point of view’ in four categories. 

This categorization is very important to clearly understand change, as, in the 

literature, change has been discussed by different authors in parts and according 

to their own study. The purpose is to describe, according to the best of our 

knowledge, an overall picture of ‘what is change’ making the existing literature 

as a base.  

  

1.1.1 CATEGORIES OF CHANGE 

  

• Change on the basis of its causes:  

  

Internal and external forces: External forces are due to its general environment 

(international, economic, socio cultural, and political legal dimensions) and task 

environment (competition, customers, suppliers, regulators and strategic allies) 

which make change, called exogenous change. The internal forces are 

proceeding from within and derived internally (culture, organizational strategy) 

and are sometimes reflection of external environment. Internal forces create 

change which is called endogenous change.  

  

As measurement/solution to complex problems in organization e.g., change for 

controlling high operating losses, theft, corruption, and safety threats in the 

working environment of organization.  

  

(Macri et al, 2002; Burnes, 2004; Kanter et al, 1992 p.211; Woodward Nancy, 

2007; Trader, 2002),  
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• Change on the basis of its implementation or adaptation: 

  

Adaptive & proactive: Adaptive change is more directed towards changes and 

management on day-to-day organizational transactions. When an organization 

change some of its core attributes to fit environmental contingency. On the other 

hand, in proactive change the organization changes to secure from future threats 

and potential problems.  

  

Planned & Unplanned: In planned change, the direction of change is 

controllable. It is mostly group based, consensual, and relatively slow in nature. 

In this change we believe we can stabilize some ways of working. Lewin’s three 

steps model (unfreeze, Move, Refreeze) is a good example of planned change. 

Unplanned changes are those which occur independently of the system’s 

intentions, but to which it has to respond (e.g., an unexpected change in demand, 

a machine breakdown or faulty supply). 

  

(Correa and Slack 1996) (Schein, 2002; Fernandez, 2007; Burnes, 2004),  

  

• Change on the basis of its extent, and speed i.e., time it takes to be done   

  

Incremental & Radical: Incremental change is hardly noticed and slow in 

nature, but can lead to transformation over a long period of time (long march 

approach) (Kanter, Stein and Jick 1992), it is also called first order change. 

Incremental change is geared to achieving changes in culture and behaviour 

(Burnes 2004). Radical change is also called second order and transformation 

change. It is sometime the result of mergers, acquisitions and disposals. Different 

authors discuss it as bold stroke approach towards change (Rosabeth Moss et al. 

1993).  

  

Continuous & Episodic: Continuous changes are those changes, which are 

ongoing, evolving, and cumulative in nature (Orlikowski, 1996). Episodic 
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changes tend to be infrequent, discontinuous and. It occurs as organization 

moves away from equilibrium stage, or change as a result of misalignment or 

environmental encroachment (Miller, 1994).  

  

(Woodward Nancy, 2007; Weick and Quinn 1999, Perkins et al. 2007),  

  

• Change on the basis of its effect on different functions, units/divisions, & tasks  

  

Technological: Change in actions measurement, introduction of advance 

computer systems, machinery & tools, and improved communication system. 

Technology is concerned with design and layout of production facilities, type 

and mix of machines and equipment, product mix, flow of data and sharing of 

information, inventing new materials, automation, using computer software and 

hardware, monitoring and control of production processes, maintenance and 

simulation of operations and facilities and others. Technology change has been 

derived as a two-stage process. In the first stage, the firm is found to make a 

decision to adopt a new advanced manufacturing technology. This is followed 

by adjustment of the labour force in the second stage. Much technical 

advancement has been found as labour-saving innovations enabling companies 

to eliminate less skilled positions. This has also led to a shift in labour 

composition in favour of more highly educated workers (Garg and Singh 2006).  

  

Structural: There are six elements of structures: work specialization, chain of 

command, span of control, authority and responsibility, centralization and 

decentralization, and departmentalization. Changing structure in a company 

includes alteration in any authority relationships, coordination mechanisms, 

degree of centralization, job design, or similar other structural variables. Process 

reengineering, restructuring, downsizing and empowering have resulted in more 

decentralization, wider spans of control, reduced work specialization, and cross 

functional teams. These structural components have given employees the 

authoritative flexibility and ease to implement process improvements (Robbins, 

2001). Drucker (1990) has stated, “Structure is a means for attaining the 
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objectives and goals of an organization. Any change in structure must start with 

objectives and strategy”.  

  

Cultural change: Many companies describe structure and system change under 

the label of ‘culture’ (Kanter et al. 1992). Organizational culture denotes a 

system of shared meaning within an organization that determines to a large 

degree, how employees behave. New systems or patterns of values, symbols, 

rituals, myths, belief, norms, social forms, and practices have evolved over time 

in the industry. Organizations around the world are experiencing changes in the 

culture, and the trend is towards even more changes as countries continue to 

undergo changes in the cultural composition of their general populations (Erez 

and Somech, 1996; Hambrick, et al, 1998; Wenting and Palma, 2000).  

  

Infrastructural: Change in the physical infrastructure of organization, e.g.  

relocation of departments or expansion of building,   

  

Strategic: Change that is driven by “strategy” and “environmental forces” and 

is tied closely to the organization ability to achieve its goal. For example, 

Merger, acquisition, downsizing, joint venture and to an extent the impact of 

environmental forces like governmental, societal, technological or political 

changes are decisive which an organization has to bear and incorporate in its 

strategic output. Also, firms often change goals and tactics, sometimes these 

plans are a variation on a common theme that is specified in the organizational 

mission statement.   

  

Change is necessary and inevitable. The quality movement, continuous improvement, 

action learning organizations, advanced technology, competition, new consumer 

media, new distribution methodologies, etc., all alters the landscape of the familiar 

environment. With each new day, customer and financial markets, the environment, 

and almost everything else about our business is no longer the same. Managing in such 

tenuous landscapes is often confusing and managing any change initiative while the 

ground swell is sometimes overwhelming. Sustaining competitive advantage or parity 

is increasingly complex compared to the effect organizational change has on its people. 
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Managers must understand the escalating effects change (strategic, technological 

and/or structural) has on the organization and its many parts, including individuals.  

  

Unfortunately, as change is inevitable, so is the tendency for workers to feel the change 

as an indictment of their performance or an unnecessary whim of their management. 

Employees quickly move to blame management for the loss of comfortable roles and 

tasks, seniority, income and, sometimes, jobs rather than take up the challenge of 

change.   

  

Senior and Fleming (2006) provide a picture of the future and how it will affect people 

and their willingness to change. They predict there will be a structural change with less 

layers of management and a reduction of the numbers of people working together. 

There will be a stronger pressure for individuals to work harder and longer. The 

working pattern is also assumed to change. It will be normal to have more than one 

place of employment and a greater number of people will work from home. The 

workforce characteristics will also change with the rate of birth decreasing and the 

number of old people increasing, leading to a rise in the average age of people working. 

The workforce skills will also change with a higher requirement for workers to learn 

new skills during their career due to changing technologies and a more competitive 

environment. The workers will also have more employment choices, with an increasing 

rate of self-employment and working abilities in small organizations. Due to an ageing 

population, pension schemes will also be necessary. (Senior & Fleming, 2006)  

  

The organizations of today operate under increasing demands for change. The market 

has radically changed due to globalization, strong competition, technical development 

and a customer-driven market. This high pace of change means that the organization 

must change behaviour and manage to rapidly adapt to shifts in the market (Norrgren, 

F., Hart H., 1996 in Nonås, 2005). At the same time, Beer and Nohria (2000) have 

shown that currently, many change projects and development programs produce 

unsatisfactory results. To increase the ability to change, the change competence must 

increase. Change competence is described as the ability to manage change in the 



23 
 

environment and to be able to form a continuous renewal of this process. Change 

competence is also about choosing a change strategy that matches the organization and 

its member’s experience of change processes. Another aspect, presented by Wendell 

and Bell Jr. (1999), is that even though organizations face many challenges and threats 

today – threats to effectiveness, efficiency and challenges from turbulent environments 

– increased competition and changing customer demands are of great interest and 

importance in keeping organizations healthy and viable. To manage a turbulent 

situation,  

Svanberg (2007) points out the importance of leadership during the change process. 

Svanberg means that leader’s task during change processes is to convey the vision and 

the goal with the change. Svanberg (2007) claims that people in general can work very 

hard and suffer a lot, but to do so they have to know why they should do it and what 

the goal is. He also stipulates that as a leader, it is important to carry through with a 

change and be patient; the results will not come immediately. Leaders interest in how 

the culture influences the ability to learn and change within an organization has 

increased. Organizational learning, development and planned change cannot be 

understood without considering culture as a primary source of resistance to change 

(Schein, 1992). The culture has a big impact on a process of change, while the culture 

is always “the winner” over the strategy. A changed strategy will not automatically 

lead to a wished change if the culture has not changed in the same way. (Svanberg, 

2007) The leader cannot perform organizational changes by using only formal structure 

and systems as principal instruments. The leaders also have to pay attention to the 

organizational culture and provide a new basis for cohesion. (Hirschhorn, 2000)   

  

Even though most theorists agree that organizational change is a topic that is central 

and important within organization studies, there are a lot of different opinions 

concerning how to manage organizational change and how to study it. Even if some 

theories can appear to be opposites, they should be seen as complementary to one 

another. Each approach provides a different but partial understanding of organizational 

change and by coordinating insight from different approaches, the understanding of 

organizational change will be richer than adapting only one given approach provided 
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by itself (Poole and Van de Ven, 2005). The above-described situation and future of 

organizational change management and the reality in most multinational organizations.  

  

Workers at all levels of an organization, be they CEOs, middle managers, or entry-

level staff, recognize that change is inevitable.  However, the successful 

implementation of organizational change in response to changes in an organization’s 

external environment can be one of the greatest challenges top-level leaders faces.  

Regardless of how far seeing and meticulously planned organizational change may be, 

it will not be effectively implemented unless it is communicated to an organization’s 

staff in such a way that resistance is overcome, fears are assuaged, confusion is 

minimized, and invited by all affected individuals is secured.  

  

The organisation understudy is Airtel Networks Limited, this organisation is of 

peculiar interest because of the series of changes in management, structure, and 

decision-making being introduced into the organisation between June – October 2011. 

Changes in management as a result of transition in ownership from Zain Africa an 

Arabian owned mobile telecommunication’s company to Airtel Networks Limited an 

Indian owned telecommunications company.  The process through which these major 

changes were introduced to the employees caused a major resistance and consequently 

the organisation had to revisit the anticipated changes.  

  

Kurt Lewin (as cited in Evans, Ward, & Rugaas, 2000) was one of the first to develop 

a model of behavioural change in his 1951 book, Field Theory in Social Sciences. 

Lewin described three stages as being necessary in the implementation of a change in 

a person’s behaviour.  The first of these is unfreezing, the stage during which a person 

becomes ready to learn or acquire a new behaviour, perhaps by recognizing the 

ineffectiveness of a current behaviour or by learning about the benefits that would 

accrue if the new behaviour were implemented.  The second stage is the change itself, 

which will involve a trial period during which the person familiarizes him or herself 
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with the new behaviour.  Finally, the refreezing stage occurs as the new behaviour 

becomes habitual or ingrained with the individual.  

Against this background, this study intends to analyse the main courses of employee 

resistance towards organisational changes in major corporations.  

 

 

1.2. RESISTENCE TO CHANGE 
  

 

The basic topic of this study is employees’ resistance to change. The purpose of this 

chapter is to understand employees’ resistance and all of its major causes and 

subsequent solutions / measures discussed in the literature. The study of these causes 

and solution/measures has provided us an opportunity to add another major potential 

cause of resistance to change i.e., Goal conflict between employees and firm. This 

potential antecedent of employees’ resistance to change has also been discussed in 

our empirical case. 

  

 

1.2.1. WHAT IS RESISTANCE? 

 

Resistance is the resultant employee’s reaction of opposition to organizational change 

(Keen, 1981; Folger & Skarlicki 1999). It has been studied as a prime reason why most 

change does not succeed or get implemented (Egan & Fjermestad, 2005). As 

employee’s resistance has certain implications for management, also employees play 

an important role in the success of firm’s change that is why; it is a very important 

factor to be considered during organizational change program. In a study of 288 

companies who shared lessons and best practices in change management, Tim Creasey 

found that the top obstacle to change was employee resistance at all levels (Haslam et 

al, 2004). Two types of resistance may stem when in an organizational change, the 

attitudinal and behavioural resistance (Sandy Kristin, 2000). The extent of employee’s 

resistance ranges from lack of interest, negative perception & attitude, and strong 

opposing views, to; overt blocking behaviour, violent strikes, and boycotts (Coetsee, 

1999).  
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1.2.2. EARLY RESEARCH ON EMPLOYEES’ RESISTANCE  

 

The notion of resistance to change is credited to Kurt Lewin who discussed it 

first in 1940’s. His early work focused on the aspects of individual behaviour 

that must be addressed in order to bring about effective organizational change 

(Kurt 1945). The first research regarding resistance to change titled 

"Overcoming Resistance to Change" is based on a study conducted by Lester 

Coach and John R. P. French in 1948 at Harwood Manufacturing Co. in 

Virginia.  Their research was generally on the importance of employee 

participation in decision making. They claim that their “preliminary theory was 

that resistance to change is a combination of an individual reaction to frustration 

with strong group-induced forces” (p.521). Coch and French argued that 

participation was the primary method to overcome resistance to change (Coch 

and French, 1948).  

  

 1.2.3. CAUSES /ANTECEDENTS OF EMPLOYEES’ RESISTANCE 

 

The study of causes/antecedents in the literature of employees’ resistance is 

very important as it plays significant role in proposing solutions and 

implementation of different measures to overcome resistance and its resulting 

problems. As discussed by Mintzberg, “the cure might actually prove to be just 

more of the cause” (Mintzberg 1998 p. 324). In addition, to make successful 

organizational change, lots of work has been done by different authors and 

researchers to find the major causes of employee’s resistance and to perfectly 

deal with the symptoms of resistance. This will lead organizations to solve the 

right problem which is causing resistance to change.  

  

One or some of the below causes can lead the change to severe resistance from 

employees. The consequences of employees’ resistance are very important to 

be mentioned here, to reveal the miseries of resistance for organization and the 

change program. The consequences of employee’s resistance to change range 
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from; slowdown of the change (and thus increase in cost) (Bryant, 2006), less 

productivity (outcome), employee’s corruption, high employees’ turnover, 

disturbance & trouble in change program, failure of change program, and in 

extreme situation it can even lead the organization to destabilization & 

breakdown (Coetsee, 1999; Coch and French, 1948). Organizations may face 

the above problems in change due to employees’ resistance. It should not be 

denied that resistance to change might be a valuable employees’ passion that 

can be channelled more constructively (Dent Eric and Goldberg Susan 1999). 

It may help in improving the change plan by utilizing rather than just 

overcoming (Waddell and Sohal Amrik 1998). However, the contention of this 

study is that, beyond a certain initial level, the employees’ resistance results 

more destructively as mentioned above.   

The first step after discovering employee’s resistance led us to the exploration 

of causes of employee’s resistance to change which has been thought by 

different authors as very important for overcoming it.  

After studying the different causes of employees’ resistance to change, as, 

discussed by different authors. We have been able to divide these causes in 

different categories, based on the nature of resistance causes.  

The four categories of different causes of resistance are;  

• Psychological: - Employees negative perception, frustration, anxiety, 

preference towards status quo, cognitive comfort, fear, past failure, Cynicism or 

mistrust in top management/owner (Kreitner, 1992; Dubrin & Ireland, 1993) 

(Val and Fuentes 2003)  

• Materialistic: - Loss of pay, comfort, status, and threat to job security (Dent 

& Goldberg 1999),  

• Employees’ constant capabilities: - Employee’s skills (existing), knowledge, 

& expertise getting obsolete i.e., capabilities gap, embedded routines (Lawrence, 

1986) (Val and Fuentes 2003).  

• Employees concern for firm: - Faults & weaknesses in change program i.e. 

change is not good for the firm or employees and management have 
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difference/conflict of perceptions about change program and its effects (Dubrin 

& Ireland, 1993).  

  

Here we add and or highlight another important antecedent of employee’s 

resistance to change, i.e., goal conflict between firm (owner) and employees, 

where the goals of the firms are materialistic and individual’s (employees) goals 

are based on the function of their utility maximization which is more concerned 

with their self-satisfaction.  

  

Potential causes of Employees’ Resistance to change  

While studying different causes of employees’ resistance to change 

discussed in the literature, we felt the need to discuss another important 

potential causes/antecedent which seems very important, that is, goal conflict 

between individuals and firm (owner). Conflict between employees and firm 

can be said as, of two types, procedural conflict and goal conflict. Where 

procedural conflict is the conflict of approaches i.e. work procedures for 

performing the same task, and goal conflict is the conflict between the goals of 

firm and employees as separate entities. The causes of resistance from literature 

and this potential cause (i.e., goal conflict) will be analysed and explained in 

reference to causes of resistance in the firm understudy.   

  

In a strategic and major change program, firms alter their goals (e.g., cost 

minimization, innovative products, etc), which result in shifting and increasing 

their focus towards new goals. Where we define these goals as the targets of the 

firm to achieve, and the procedures/ways to achieve these goals are called 

means. Goals can be divided into primary and support/secondary goals, which 

almost depends upon the firm’s priority and needs towards that goal e.g., cost 

minimization can be said as primary goal if it is the top most goal of the firm, 

rather it will be called support goals if it is to achieve another major goal. The 

increased commitment of firm towards attaining its new goals leads the 

differences of firm goals and employees’ goals towards conflict. Also, in some 

change programs, firms may not change its goals but increase its activities and 



29 
 

focus/concentration on achieving these goals. The firm’s increased 

concentration and one-sided focus on its goals affects employees’ personal 

goals, and it became very difficult for employees to achieve their own goals and 

satisfy their own needs. This creates a situation of goal conflict between firm 

(owner) and individuals (employees). In literature, goal conflict is defined as 

the degree to which individuals feel that firm’s goals are incompatible and 

conflicting with their own goals and needs, and make it difficult to achieve them 

(Locke et al., 1994; Slocum et al., 2002). Where, individuals (employees) 

personal goals are immediate regulator of their actions. The resultant 

employees’ resistance can thus inhibit the achievement of both goals.  

  

Change may also modify/amend the procedures for attaining the goals of the 

firm (its activities, approaches, style, and working procedures), to make it more 

beneficial and compatible with its needs. The new work procedures imposed by 

the firm may not be preferred by employees, and they may favour their own 

style of working, which creates a situation we called ‘procedural conflict’.  

  

1.3 STATEMENT OF THE PROBLEM  

 

Airtel Networks Limited was confronted by strong resistance when it attempted to 

introduce major structural changes by its employees.  The management of the 

organisation attempted to introduce various measures of changes that the employees 

were not used to as a result of change in management structure and ownership. The 

problem stem from whether the method used to introduce the changes proposed were 

the best alternative possible.  

The problems to investigate are thereby presented in the form of questions, which this 

study will seek to find answers to.  

i) What are the main reasons for the introduction of these changes?  

ii) Were the management staff totally in support of these changes?  

iii) Did the employees understand the significance of these changes? 
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iv) Did the management follow the required due process in the introduction of these 

changes? 

v) Were the employees properly motivated and compensated while these changes were 

being introduced?  

 

1.4 OBJECTIVE OF THE STUDY  
 

The objective of this project work is to investigate the root cause of employee 

resistance towards organizational changes and to emphasize the best method through 

which change can be introduced in an organization.  

Other objectives this research work poised to achieve are:  

1. To understand how goal conflict between organisations and employees contribute 

towards employee’s resistance to change as a major cause.   

2. To explore how to harmonize or reduce the intensity of goal conflict between 

organization and employees, to overcome employee’s resistance.  

3. To provide best possible means through which both employers and employees could 

introduce and manage change effectively to the benefit of both parties.  

 

1.5 SIGNIFICANCE OF THE STUDY  
 

It is intended that at the end of this research work;  

1. Both the organization and employees will be able to properly understand the 

usefulness of having unison of interest in the organization;  

2. The management will understand the usefulness of reducing to the barest minimum 

disagreements that arise as a result of changes being introduced in the organization.  
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3. Also, it is intended that management will be able to provide a framework that they 

can use to manage employee’s resistance towards any future changes being 

introduced in the organisation.  

 

1.6 SCOPE OF THE STUDY  
 

This thesis will be restricted to investigations carried out in Airtel Networks Limited, 

a major multinational telecommunication limited. 

Secondly, the study will be restricted to two major stakeholders in the organization: 

the management and the employees and why there is always resistance when some 

amounts of changes are being introduced in the organization. 

Obvious constraint the researcher experienced during the study was as regards the 

materials to be consulted for the compilation of such research. The data were not easy 

to get, especially with respect to interviews, records and inertia attitude of people with 

the fear of getting exposed. However, this does not mean that the data obtained is not 

sufficient to provide a reasonable solution to this problem, it is most adequate and has 

been judiciously used.  

  

1.7 OPERATIONAL DEFINITION OF TERMS 

1. Employee Resistance: Resistance is the resultant employees’ reaction of opposition 

to organizational   

2. Organizational Changes: Is a framework for managing the effect of new business 

processes, changes in organizational structure or cultural changes within an enterprise.  

3. Goal Conflict: Is a situation in which a person has a private or personal interest 

sufficient to appear to influence the objective exercise of his or her official duties.  
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CHAPTER TWO 

RESEARCH DESIGN AND METHODOLOGY 

2.1 INTRODUCTION  

This chapter deals with careful and exhaustive investigation of all the ascertainable 

evidence of the information collected on the appraisal of the strategies for employee 

resistance and organisational change. However, this chapter is mainly concerned with 

methods of collecting data and the techniques used in sampling and analysis.  

  

2.2 RESEARCH DESIGN  

Research means a systematic, objective and scientific method of investigation of a 

subject matter or a given problem in order to collect pertinent and timely information 

for management decision making.  

  

2.3 SOURCES OF DATA COLLECTION  

Both secondary and primary data were collected, which helped to have an 

understanding of the view of management and staff of Airtel Networks Limited in 

respect of the company's reasons for wanting to introduce change, the reasons why the 

employees are resisting the intended change, policies and procedures which the 

researcher felt were of paramount importance to the study.   

The method employed enables the researcher to look for new ideas on how to introduce 

and manage change in an organization. Consequently, the writer is of the opinion that 

this method is in consonance with academic standard and is, therefore a reliable 

method. 
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2.4 AREA OF STUDY  

 

For the purpose of this study, the area of study that will be embarked is the Airtel 

Networks Limited. Here questionnaires will be administered to all customer service 

representatives and personal interviews will be conducted with some of the managers 

to understand the managerial view of the change process.  

  

2.5 POPULATION OF STUDY  

The population of this study has been drawn from employees of Airtel Networks 

Limited. Population here means the total number of a group, whether geographical area 

or specialized group, a population is any group of people or objects, which constitute 

the study, the target population for this research work is 1000, consisting the following;  

i. Employees of this organization totalling 950 whiles  

ii. Management staff of the organization in the operation totalling 50  

  

2.6 SAMPLE SIZE AND SAMPLING TECHNIQUES  

A sample of one hundred (150) respondents has been taken from the population, the 

reason for this sample size is because of convenience in data analysis. The researcher 

used the simple random sampling technique to select one hundred (150) respondents 

from the population. This sample was randomly picked in order to give all members of 

the largest population equal chance of being represented. In addition, fifty (50) 

questionnaires were distributed to management staff to gain their own view on the 

subject matter, the essence of distributing questionnaires to all of them is to gain an 

unbiased opinion from them since they were the one that initiated the change in the 

first place.   
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2.7 ADMINISTRATION OF INSTRUMENT FOR DATA                              

COLLECTION     

The instruments that were used for collection of data include personal interviews with 

employees and some management staff of the organization, questionnaires were also 

administered.  

Data will be administered and collected mainly through personal interviews and 

questionnaires. The personal interviews will consist of questions that requires on the 

spot clarifications by the interviewee.   

The questionnaire has been adopted as the main data collection instrument because it 

provides the basis for standardized (impersonal) responses which the interview does 

not always guarantee. Secondly, it provides the respondents the flexibility and 

convenience of answering the questions when they are not tied down with other 

commitments. This will enable the researcher the benefit of getting as many 

respondents to participate in the survey as it is sufficient to generate meaningful results.  

Whenever possible, few interview sessions will be conducted with respondents who are 

well disposed to it. For this sole purpose, few interview questions were designed. 

However, this will serve strictly informal purpose for subsequent research 

recommendation.   

 

2.8 ANALYSIS OF QUESTIONNAIRES ADMINISTERED TO 

EMPLOYEES  

 

 

 

 

 

Table 2.8.1 What is your company's main goal/objective?  
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With reference to table above, 30% of the respondents were of the view that, the 

objectives of the company is to ensure adequate and reliable supply of quality products 

and services to her customers.23% of the respondents indicated that the objectives are 

to maximize profit, while 42% of the respondents also indicated that, the object of the 

company is to provide excellent customer services which is the main aim of the 

department, the remaining5% of the respondents are of the view that, the company's 

objective is to render social services to the people.  

  

Table 2.8.2 As the customer care division of Airtel, what are your company’s customer 

care visions?  

 

25% of the respondents indicated that the customer care vision is to acquire more 

customers at all cost, 15% of the respondents were of the opinion that providing quality 

services at all times is the company’s vision while 60% of the respondents, indicated 

Options   
  

Responses   
  

Percentage   
  

To   ensure   adequate   and   reliable   supply   of quality  
products and service    

30   
  

30 %   
  

To maximize profit    23   23 %   
  

To provide excellent customer service    42   
  

42 %   
  

To render social services to people    5   
  

0 5 %   
  

Total   
  

100   
  

% 100   
  

  

Options   
  

Responses   
  

Percentage   
  

To acquire more customers at all cost   25   
  

25 %   
  

To provide quality services at all times   1 5   15 %   
  

To be the most loved brand by 2025   60   
  

60 %   
  

Others specify    -   
  

-   
  

Total   
  

100   
  

% 100   
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that the customer care vision is to be the most loved brand by 2025, making a total of 

hundred (100) respondents.  

Table 2.8.3 Are you satisfied with the change management process taking place in the 

organization?   

Options Responses  

  

Percentage  

  

Yes  

  

30  

  

30%  

  

No  

  

70  

  

70%  

  

Total  

  

100  

  

100%  

  

In this table above, it could be seen that 30% of the respondent support the 

management’s organisational change process while70% of the respondents were 

vehemently in support of the change process taking place in the organisation at this 

point in time, this suffice to the fact that majority of the staff are resisting the change 

being introduced in the organisation and most especially the way the change is being 

introduced. 

    

Table 2.8.4: What is the main reason for employee resistance to the intended change?  

 

With reference to Table above, 15% of the respondents indicated that, the reason for 

the resistance to the intended change is because of a planned increase in working hours 

from 6hours to 9hours, another 15% of the respondents were of the opinion that it was 

due to the fact that their monthly salary was to be reduced by 60% (29,900). 20% 

Options   
  

Responses   
  

Percentage   
  

Increase in working hours?    15   
  

15 %   
  

Intended reduction in employees’ salaries    15   
  

15 %   
  

Proposed 50% down seizing by the employers    20   
  

2 0 %   
  

Proposed sack of pregnant women   10   1 0 %   

All of the above   40   % 40   

Total   
  

100   
  

100 %   
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support the resistance because the new management proposed a 50% down seizing of 

the entire workforce in this present economic condition, that last option was all of the 

above and this was supported by majority of the employees (40%), meaning all of the 

above reasons are part of the reasons why the employees resisted the intended change.   

  

Table 2.8.5: How effective are the change strategies applied?  

Table above indicates that 16% of the total respondents show that, the change strategies 

applied are effective, while 84% of the remaining respondents indicated that the 

strategies being used to implement the change is highly ineffective, making a total of 

100%.  

Table 2.8.6: What is the impact of the organizational change in the organization?  

Options  

  

Responses  

  

Percentage  

  

High  

  

-  -  

Low  

  

10  

  

10%  

  

No impact  

  

90  

  

90%  

  

Total  

  

100  

  

100%  

  

Table above shows the impact of the organisational changes as indicated above is not 

high at all, 10% of the respondents thinks it is low while 90% were of the opinion that 

the impact is not felt at all.  

Options   

  

Responses   

  

Percentage   

  

Effective   

  

16   16 %   

  

Not effective   

  

84   

  

84 %   

  

Total   

  

100   

  

100 %   
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Table 2.8.7: Do you view the change being introduced by Airtel Network Limited to 

be appropriate?   

 Options  

  

Responses  

  

Percentage  

  

Yes  

  

5  05%  

  

No  

  

95  

  

95%  

  

Total  100  

  

100%  

Table above shows that only 5% of the employees believed that the change is 

appropriate while 95% of the respondent passionately disagree with the usefulness of 

the change being introduced.  

  

Table 2.8.8: Is the company making enough profit to cater for the needs of the 

employees to the extent that the intended change is not necessary?  

 

Table above shows that 100% of the respondent agreed to the fact that the company is 

making enough profit to nullify the intended change.  

  

 

 

Options   
  

Responses   
  

Percentage   
  

Yes   
  

100   
  

100 %   
  

No   
  

-   
  

-   
  

Total   
  

100   
  

100 %   
  



39 
 

Table 2.8.9: Are there measures taking to cater for the occupational hazards of the job? 

Table above shows that despite the hazards of the job, the new management still 

planned to introduce some change without putting into consideration the occupational 

and health hazards. None of the respondent believed that sufficient measures have been 

taking to cater for these hazards, while 100% support the fact that no measures were 

put in place to cater for the hazards.  

  

Table 2.8.10: How efficient is the insurance plan being put in place by the organisation?  

 

The table above shows that 40% of the respondents support the fact that that the health 

and insurance plan provided by the company is efficient while 60% support the fact 

that it is not effective.  

Options   

  
Responses   

  
Percentage   

  

Yes   

  

-   -   

No   

  

100   

  

100 %   

  

Total   

  

100   

  

100 %   

  

   

Options   

  

Responses   

  

Percentage   

  

Effective   

  

40   

  

4 % 0   

  

Not Effective   

  

6 0   

  

6 0 %   

  

Cannot say   

  

-   

  

-   

  

Total   

  

100   

  

100 %   
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ANALYSIS OF QUESTIONS ADMINISTERED TO MANAGEMENT STAFF 

OF THE COMPANY  

The management of any organization is pivotal to the successful implementation of the 

company’s visions, missions and objectives. As such, the researcher deemed it fit to 

administer some questions to the management staff of this organization and the 

following are the results of the analysis.  

Their views are intended to support or disagree with the findings from analysis of the 

employees. Forty (40) of them were randomly interviewed and their views have been 

presented, tabulated and analysed, as shown below.  

 

Table 2.8.11: How long have you been a supervisor/manager of this organization?  

Table shows that managers in the company are 60%, while those who have been 

supervisors/managers are 30% and 10% having been there for over 6years. 

  

Table 2.8.12: Are you involved in the change process being introduced?  

Options  

  

Responses  

  

Percentage  

  

Yes  

  

40  

  

100%  

  

No  

  

_  

  

-   

Total  

  

40  

  

100%  

  

 

Options   
  

Responses   
  

Percentage   
  

0 - 5  years   

  

25   

  

6 % 0   

  

3 - 5   years   
  

5   30 %   
  

6  and  above   
  

5   
  

10 %   
  

Total   
  

4 0   
  

100 %   
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Table indicates that all the respondents show that they are involved in change 

management process and this is because they are all management staff.  

  

Table 2.8.13: How effective are the changes being introduced in the organization?  

 

In Table above, fifteen (15)   of the   respondents   indicated that the changes being 

introduced in Airtel Networks Limited are not effective, while the twenty-five (25) of 

the respondents show that the change management being introduced by management of 

Airtel Networks Limited are effective; which implies the strategies are effective in their 

own view.  

  

Table 2.8.14: Are the organizational change strategies applied by Airtel Networks 

Limited appropriate?  

Options  

  

Responses  

  

Percentage  

  

Yes  

  

31  

  

77.5%  

  

No  

  

9  

  

22.5%  

  

Total  

  

40  

  

100%  

  

 

In table above, thirty-one (31) of forty (40) respondents indicate that the marketing 

strategies applied by Airtel Networks Limited are appropriate. While nine of them say 

they are not appropriate.  

Options   
  

Responses   
  

Percentage   
  

Effective   
  

15   
  

37.5 %   
  

Not  Effective   
  

25   
  

62.6 %   
  

Total   
  

40   
  

100 %   
  

  



42 
 

Table 2.8.15: Appraise the quality of product and services being offered by the 

company since the change was introduced?  

 

Table explains that out of the management staff that responded to the questionnaires, 

30% are of the opinion that as a result of the change being introduced, the quality of 

products and services has been effective while 70% of the respondent believed that the 

quality of products and services have reduced since the change was introduced.   

  

Table 2.8.16: Do you feel the employees were justified for revolting against the 

intended change management process?  

 

Table shows that 40% of the respondents indicated that the change introduced was 

justified while 60% believed that it was not justified.  

  

 

 

Table 2.8.17: Do you feel the company has put in place to cater for the hazards that 

could surface as a result of the change being introduced?  

Options   
  

Responses   
  

Percentage   
  

Effective   
  

20   30 %   
  

Not Effective   
  

20   70 %   
  

Total   
  

40   
  

100 %   
  

  

Options   
  

Responses   
  

Percentage   
  

Yes    3 0   
  

40 %   
  

No   
  

1 0   
  

60 %   
  

Total   
  

4 0   
  

100 %   
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In table above, 87% of the respondents indicate that the company has put enough in 

place to cater for the hazards while 12.5% believed that they have not.  

  

Table 2.8.18: Do you support the laying off of pregnant women in your organisation 

as one of the bases for the employee resistance?   

 

In Table above, 87.5% of the respondent indicated that they support the laying off of 

pregnant women as they believe it slows down production and productivity, while 

12.5% of the respondents indicated that they do not support such strategy.  

Table 2.8.19: Is there enough notice given to the employees before the intended change 

was introduced?  

With reference to Table above, the respondents indicate that the employees were given 

ample notice before the change was implemented.  

Options   
  

Responses   
  

Percentage   
  

Yes   
  

35   
  

87 %   
  

No   
  

5   
  

12.5 %   
  

Total   
  

40   
  

100 %   
  

  

Options   
  

Responses   
  

Pe

rc 

entage   
  

Yes   
  

35   
  

87 %   
  

No   
  

5   
  

12.5 %   
  

Total   
  

400   
  

100 %   
  

  

Options   
  

Responses   
  

Percentage   
  

Yes   
  

40   
  

% 100   
  

No   
  

-   
  

-   
  

Total   
  

40   
  

100 %   
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Table 2.8.20: Do you believe that the change being introduced is for the overall 

organisational good?  

Options  

  

 Responses  

  

Percentage  

  

Yes  

  

35  

  

 87%  

  

No  

  

5  

  

 12.5%  

  

Total  

  

40   100%  

  

 

From the table above, 87.5% of the respondent indicated that they believe the change 

being introduced is for the best interest of the company, while 12.5% of the respondents 

indicated that they do not believe it is for the organisational good.  
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CHAPTER THREE 

LIMITATION 

 

3.1 LIMITATION OF THE STUDY 
 

The major limitation of this study is, of course the short period of time. Although 

lot of efforts has been done to study maximum literature regarding our problem 

area but due to short of time, we may have not covered the complete literature, 

also this short period of time made our access limited to few employees (workers, 

middle managers, and supervisors), management and owners of the firm for 

collecting primary data. Due to huge numbers of labour, it was not possible to 

talk with all employees, but few senior labour and supervisors with middle 

managers have been interviewed. Also, there was very limited and reserved 

discussion with the owner of firm due to their time scarcity, but we have been 

able to discuss the issue with the top managers more openly to collect 

information. We got some problems in gaining access to some of the important 

literature, which was although covered by studying the same work in some 

other’s large number of articles/literature (e.g., the work of Eric Rhenman on 

stakeholder model and theory).  

 

3.2 FURTHER STUDY 

As employees’ resistance has positive as well as negative effects on 

organizational change, further work can be done to find out the factors that 

creates/increase the positive effects of employees´ resistance.   

  

The empirical case of this study is a firm operating in a developing economy; 

further study can be done in a firm operating in a developed economy. This firm 

is a partnership firm and the structure is authoritative, another empirical case of 

a different kind of firm can be taken. 
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The goal conflict between firm and its employees can be analysed for other 

problems in a firm, e.g., how it contributes towards other problems in a firm. 

Moreover, we can also analyse the positive aspects of goal conflict.  

 

3.3 QUESTIONS OF INTERVIEW AND DISCUSSION 
  

The interviews and discussion were done with the firm top managers and middle 

managers & supervisors of the firm. The name of the firm and its products name 

have been desired by the firm to remain confidential. The top managers and 

owner are considered as one party i.e., principals and middle managers and 

supervisors are considered as another party i.e., agents. Where the change 

implementers were the top managers and owners, and change recipients were 

middle managers, supervisors, and all labour. As personally being employed for 

one and a half year, frequent and frank discussions and interviews have been 

done with top managers and middle managers including supervisors and some 

senior employees, to get to know clearly from them about everything related to 

change in the firm. Most of the interviews were semi-structured and informal so 

as to get unbiased opinions of all the participants and deeply understand the 

situation. The more specific questions of the interviews are as follows: -   

  

1. First of all, questions were asked regarding the firm need for change to get to 

know the reason which made the firm change?  

 

2. What was the importance of this change program? And how it was valuable 

for the firm to get out of this problematic situation?  

 

3. How and what has been affected and changed by this change program? What 

has been really changed?  

 

4. How the change program affected employees of the firm, and how much it 

benefited the firm.  
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5. The solution provided in the literature of change management, has been 

discussed with the firm (change implementers) to know if they applied this 

solution or not.  

 

6. What are your personal goals/interests (asked from different employees), how 

important are these goals and how was these affected the change program?  

 

7. Why the change program is so important for the firm, and why it introduced 

new goals?  

 

8. What were the reasons of the failure of this change?  

 

9. Why and how the employees resisted this change?  

 

10. What are the different suppliers, customers, and creditors of this firm?  

 

11. What is the direct effect of local and federal government on the firm 

business?  

 

12. How the suppliers and creditors are managed by the firm? And what is their 

importance for the firm, are there any alternative suppliers and creditors?  

 

13. How customers are management by the firm, what are there expected 

demands from the firm? How much they are important for the firm, and how 

much is the firm important for them?  

 

14. Specific questions were then asked regarding the functions of new machinery 

and tool, target-based work, CCTV cameras, the change in pay structure, revised 

remuneration system, benefits, gratuity etc, and automatic attendance and time 

schedule recorder.  

 

15. Discussions on the problems of change and the measures taken by the firm 

has been discussed (how much it succeeds and how it failed?). Discussion with 
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supervisors and middle managers has been done to know clearly how the 

employees suffered from change, and how best the firm to do to help both parties.  

 

16. The solutions provided by agency theory, stakeholders theory, and our 

personal recommendations have been discussed with the firm and employees, to 

know how they would react to these solutions and what they really want.  
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CHAPTER FOUR 

 

CONCLUSIONS AND RECOMMENDATIONS 

 

4.1 CONCLUSION  

From the study the following can be concluded:  

1. The Organisational Change Management programmes in Airtel Networks Limited 

have been greatly unsuccessful.  

2. The change management programme was not adequately communicated as such 

most employees do not have a good understanding of the processes.  

3. Employees’ attitude is a key factor in ensuring these change programmes are 

successful  

4. The company did not put in place adequate measures to cater for the occupational 

hazards of the anticipated change.   

5. Some of the management staff were not in full support of the method through which 

the change was introduced into the organisation.  

6. The resistance by the employee invariably led to the decline in the quality of products 

and services being introduced by the organisation.  

7. The main reason for the change which was to increase the quality of services offered 

to customers were forfeited because employees were not adequately motivated to effect 

such changes.  
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4.2 RECOMMENDATIONS 

Every organisation that seeks to achieve its purpose should properly review its change 

management methodologies when contemplating introducing certain changes. The 

researcher therefore recommends the following based on our findings: 

 

1. Adequate preparation must be made to cater for every form of resistance from the 

part of the employees without leading to violence.    

 

2. For any organizational change process within Airtel Networks Limited, group and 

individual goals should be set up to facilitate motivation for the leader and equally 

important is that these goals are coherent with each other for everyone to pull in the 

right direction.   

  

3. There should be a continuous exchange of information about progress, problems, 

ideas and solutions so that a support team, tentatively the Roll-out team, can quickly 

provide the subsidiaries with necessary resources.   

  

4. There is need for necessary recognition in the organisation, this will go a long way 

in boosting the morale of the employees and also give them a sense of belonging and 

appreciation. Early after that the decision to implement a change program has been 

communicated to everyone in the organisation the employees should be made aware 

that a reorganization might be necessary for the business to continue to survive and for 

it to be able to meet her needs.    

  

5. There is also a need for a policy for documentation. By mapping out the need for 

further documentation and areas where redundant documents are created the 

organization can increase the efficiency at the same time as cost savings are possible. 

Making a policy for documentation and overlooking the process should be one of the 

primary tasks for the organisation. One document that needs to be created is a function 



51 
 

description describing the pros and cons with the change program, what it can do, how 

it works, how it solves the problem and what can be offered the customers.   

  

6. The organisation must focus on early training, retaining and motivation to manage 

resistance.   

7. Also, there should be an avenue to transfer the knowledge from the experienced 

employees to those who are facing new tasks and challenges through the change it is 

important to include different methods.    

  

8. Finally, a risk analysis must be carried out to point out the areas to which extra 

precaution should be taken. The most critical risk to be aware of is the risk of the 

employees not knowing where to find documents. To avoid this, the documents need 

to be made easy to find and the employees must be informed of where to find the 

information necessary.   
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APPENDIX 

INSTRUCTION:  

Attempt all questions by ticking ( ) the appropriate answer and comment where 

necessary.  

  

SECTION A: BIO-DATA  

1.  Age  

(a)10-30 years ( )   

(b) 30-60 years ( )     

(c) 60 and Above ( )   

2. Educational Qualification  

(a) Ph.D. ( )    

(b) Second Degree ( )  

(c) First Degree ( )  

(d) OND ( )   

(e) Secondary School Certification ( )  

(f) Others (specify) ............................  

3.  Marital Status  

(a) Married ( )    

(b) Single ( )  

4.  Gender  

(a) Male ( )    

(b) Female (  )  

  

    



60 
 

SECTION B:  

Question administered to employees of Airtel Networks Limited  

1. What is your company's main goal/objectives  

a. To ensure   adequate   and   reliable   supply   of quality products and service ( )   

b. To maximize profit ( )   

c. To provide excellent customer service ( )  

d. To render social services to people ( )  

  

2. As the customer care division of Airtel, what are your company's customer care 

vision of the company?  

a. To acquire more customers at all cost ( )  

b. To provide quality services at all times ( )  

c. To be the most loved brand by 2015 ( )  

d. Others specify ( )  

  

3. Are you satisfied with the change management process taking place in the 

organization?  

     (a) Yes ( )  

(b) No ( )  

  

4. What is the main reason for employee resistance to the intended change?  

a. Increase in working hours? ( )  

b. Intended reduction in employees’ salaries ( )  

c. Proposed 50% down seizing by the employers ( )  

d. Proposed sack of pregnant women  

e. All of the above ( )  
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5.  How effective are the change strategies applied?  

a.  Effective ( )  

b. Not Effective ( )  

 

6.  What is the impact of the organizational change in the organization?  

a.  High ( ) 

b. Low ( ) 

c. No impact ( )  

  

7. Do you view the change being introduced by Airtel Network Limited to be 

appropriate?  

a. Yes ( ) 

b. No ( )  

  

8. Is the company making enough profit to cater for the needs of the employees to the 

extent that the intended change is not necessary?  

a. Yes ( ) 

b. No ( )  

  

9. Are there measures taking to cater for the occupational hazards of the job?  

a.   Yes ( )    

b.   No ( )   

 

10. How efficient is the insurance plan being put in place by the organisation? 

a.   Effective ( )  

b. Not Effective ( )  

    

SECTION C:  

Question Addressed to Management Staff of Airtel Networks Limited  
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1. How long have you been a manager of this organization?  

a. 0-2years (   )  b.  3-5 years (  ) c. 5 and above (   )  

2. Are you involved in the change process being introduced?  

a. Yes   (   ) b.      No (   )  

3. How effective are the change being introduced in the organization?  

a. Very effective (   )       b.      Effective (   )  

4. Are the organizational change strategies applied by Airtel Networks? Limited 

appropriate?  

a. Yes (   )  b.   No (   )  

5. Appraise the quality of product and services being offered by the company since 

the change was introduced?  

a. Superior (   )       b. Inferior ( )   c. None of the above ( )  

6. Do you feel the employees were justified for revolting against the intended 

change management process?  

a. Effective ( )          b.   Not Effective ( )  
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