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ABSTRACT 
rhe research o/y'eclives are In (lssess the extent {~fjJrep(ll'ali()n made.!i)I' illlsiness Process Reengineering 

(131)11) Implemen/alion, 10 ielenli!i, Ihe degree 0/ BIIsiness I'l'IIcess lIeengineering (BI'II) IlI1plell1ei71ar ion, 

/() inllesligole Ihe ochievemenl in Implell1enling BIIsiness Process !leengineeril/g (81'11), 10 ideuli/j' 

lllec/wni.\'lJlsivll'ulegies 'l1u/ the Unipel'si!y exercised dl/ring Ihe im/J/cIII(!n/uliol7 (?f' hllsines.\' process 

r£'C' Il /:.!';I1(, (, J'illg. ro {If/{/in these () /~i(' ('lil 'e .\" fhe lJlelhot/%,{!J' elllployed were desc/,ip/;\'(! slllTey method ulld 

II/Ol'eOl'er, duIU lI 'ere co/leered hy lIIeons I!/(jllesliunnuire (liJl' lOp e.reclllilles, /JI'R lellil/leaders, pl'llces.1 

Oll 'l/el'S, und joh perfill'll/ers) : Inle,."ieli! (Ii,, ' Top execlllives, B[,II leum leaden) (Ind FocIIs CI'I/IIP 

IJiscIIss io"./i)l' II,e pi'll cess Oll'ners, ,liejinding oj'rhe S/i1l0l revealed Ihul Ihe preparolion and plw1I1ing/iJr 

UPR illlplemenl{/{ion lI'ere some 11'1'1111 good, , Ihe sll'llngesl hurriers lI'ere: I,uck o/knoll'ledge abo III IJr'lI, 

r eur 0/ losing johs by elllployees, Lock 0/ COll1milmenl ./i'OI11 Illp 111Onagelllelll, Elllpillyees resislunc(' 10 

chllnge, lIapid chunge 0/ eXlemll1 enl'ironl7lenl, Luck II/resollrces (lillIe, monel ', Sill//.' elc,). The kCI ' 

sllccess / i lclors 0/ /JPI? illlplelllenrolion lI'ere poor in Ihe IIniversily. ,lie illlplelllemalilln aelivilies II ere 

sOllie II'IWI done excepl neceSS!II )' prepu/'Olion fur pilol lesling, eSlahlishmenl o/p/'Ohlell1 r esolll iion 

process Will Plun to I1lOl1oge 'he chunge process 11'el'e floo/' or nol Ire/! dO}1C', These (lc/ivifies 1I,(:'r(:' UI7 

ellecl i l'e i/lld IIsliolly necessw y wol/i>r IIlIIl'ing Ihe orgllnizlliion sliccess/ iilly /() j il/lscllie implell/elllll llO ll, 

And "Iso pilollesling I I'IIS nol condllcled, Ihe elevelopmenl orlJl'R CO//lllulI7icalion pl'l!grall1 al/d 111(,.1" "'c' 

deli"ered und Ihe assessmenl or cO//lmllnicalion e(fecliveness, Ihe idenlilicalion or pOlemial 

illllJlelllenlalion haniers ami II'''), o"CI'coliling Ihelll and Ihe Illinimizalion ,,(hlirelllleralic sll'llCllire 1I ','re 

poor in Ihe Unil'er sily, The mechanisms/ slralegies in place 10 a/lel'iale challenges in IJ I ' /I 

illlplelllenialionihe provision o/adeqllale lraining, (/l1d seIJW'''le/i,{}/1l old II'U} ' oj' do il/,!!, Il'IJrk Il'e re 1"!fIr ill 

lilt, IIlI il 'e rsill". In genemi, Ihis illlplies Ihal Ihere is no radical change or drwl"/iilic change rulher il is 

incremento/. In order./i,,' chonge /0 he elllhroced, evel)J()ne IIIl1s1 lInderstood lI 'here Ihe orgonizoliol1 is lot/a)" 

\l'hy Ihe orgonl=(ltiol1 needs to clwnge, (Inri where Ihe nrganiz(llhm needs In he In order In survive, Becollse 

BPR con flolen/iolly require signj/ic(1111 changes Ihroffghol.lt an .orgal1i=aliol1. il IIIffst hegin ll'il /i. a 

COlllllllll1icafions C(l/I'/I}(lign 10 et/I/cule or Iruining (11/ those who \I'ill he ilJll}(lcled hy this chol/ge , 

e '()IJ}llIlflJicotion to 011 levels (~l l'erS()I111el IIIl1sl relll(lin (lclive ./i'ol/l slarl to .lin ish keelJing eve,),one invo /l'cd 

(I/l(llI '()J'king IOIl'(lrds (I C{)I1/1IWn go (II, Iflilholll (f common IInderstanding a/Jo"l \rhat is happening, COI!/i !, ,' ::7 

(Inti IIl1cerloinly abo {(I the / iI/lire c(ln reslIlt in resislance strong enough /0 slop 011,1' reeng;l1eering e,!(ort, BP I? 

Is most e.!lecllve when eVeJ)IOne IfJUler,Hanc/s the needjhr chonge and works loge/her /0 leol' dOll'n old husint' ,"s 

s\'stell1s and !Jllild nell' ones, 

II 



CI-IAPTER ONE 

I. The Problems and It s Appr-oach 

1.1 Backgrolilld of Ih t' S llId " 

Ethiopi<l is now Iwving (l cle<lt' vision nne! cOlllmi tmen t to erad ica te poverty and achieve the status 

or a democratic. middle level income counlry w ilh .good governance Cln c! where soc ial justice 

pre v"ilecl by 2020 L.C To br ing "bout the vision the m"d h"s been start ed "nd Fthinpi" is in " 

prolllis ing sli stainahle l'l'\)1l0111i c growth. The sec rete behind th is growth is nothing clsc. blJl the 

"ppmpri" te polic ies "11(1 strategies of the govern ment. The Educat ion and Trai ning Policy 

developed in 1995 cont" ins powerfu l strategies lor the contr ibut ion or cu mulat ive development of 

the country. One ol' th ese st r"teg ies is the Educa ti on Sector Development Program (ESDP), which 

focll ses on ex panding the capac it y o J' the c,xisling higher instituti ons and establi shing new ones by 

maintailling th e I ~ l i r distri bu ti on throllghout the cO Lilltry. Th is strategy will hdp to Jill th e gap 

between th e growth and e.'\pallsion or pri vate and governmenta l organiza t ions. industr ies and the 

scarcity o f skilled manpower in dilTeren t lie Ids of stud y. For its accomp li shment. the gove rnment 

is all ocating a signil icance prnportion or it s annual budget to the ed uca t ion sec tor in genera l and 

higher education in part iculm. 

The Government has placcd high priorit), on ca pacity bu ildi ng as cr it ical Illeans o r achicvin g. 

pove rty red uction. Il igller cdLle"tion institut ions are believed to contribute to i'ASDEP and the 

Millennium Development Goa ls (MDGs) as they can train professiona ls (docto rs. nurses, teachers, 

adm inistrators) who will ove rsee and impl eme nt poverty reduc tion progrnmmes. In additio n. they 

can develop ca pac iti es in science Clnd technology that arc rCCJ uired lo r the SCl me purpose. 

I\s noted in APR 2006. in 1997/98. the Government of Eth iop ia in itiated the Ed ucat ion Sector 

lJevelopmen t Progr~lI 11 (L SD I)). Currclltly. till' program is in its third phase. span ning the period 

2005/06 to 2009/ 10. The st r"t egie eonecrn undcr th is program arc improv ing th e quality 01' 

ed ucation. incrcas ing access to educa ti onal OPPorllllliti es w ith enhanced eq uit y. equality. and 

relevance. The achievemen ts recorded under ESDI' II I fo r th e year 2006/07 le)r e"ch phase of the 

ed uca ti on systcm. \Vi th the construction o r new uni vers ities: upgradi ng the exist in g. oneS and 

recogniz ing pri vate secto r participation. higher educa tion inta ke capac ity has signifi can tl: 

increased over th e years. Expansion of highe r ed ucat ion has got th e hi ghest prior ity in Ethiop ia. 

;\11 Eth iopian Uni ve rsities arc currently usi ng l3usiness Process' Re-Engi nee ring (1l I'R ) as a cha nge 

management strategy to obtain improvements in sc rv i(c . The aim is to ensure that the Universi t ies 

adapt to the changing demands bei ng placed upon th em , and hcnce contribute to thc Gove rn mcn t' s 

e rio rt in it s dcve lopmen t endeavour. 1\ num ber or interrelated pressures have erented the need lor 



ehllngc: expa nsion or higher ecluc:1tion. clwtlging student prolife joining th e higher learning 

institut ioll. pressure fro lll st:1kellOlciers. increased compet ition among higher learning institllti on. 

changes in the pedagogy ~) r Icarningiteach ing. increased competit ion 1'01' gradllntes and hencc. 

increased orientation to tile j uh market. Increased nutonomy .increased dcmand lor quality and 

accounlabilily, Ihe ciynaill isill o rlnl c>I'I11ali on anci COl11 llluniCalion Technology (le i) and so on, 

Til e hLiSilll'SS 1'Il Vir(l111 11CIl\ (l r :hc 11fCSl'rlt day has hecoll1c so cOlllplcx thaI organisations arc 

Il l '",·c\;'- ;Iril: til IK' ~lkrl t(\ l'l'''11(IIHI hI I Ill' Ill'\\ l'lwlknges ;111<.1 oppurtllnilies. Thi s involves :1 

ci) lllill tlil lJ "'; pnll'l' ''S pl' 11l; 1I 1;I ~ illg the l·h ;lll gl'. Till' i(iL'a til:lI till' clwllgc is l's",;cJltial, lk"ir;lhk and 

l·U ll ;.- t l' lI l' li\(' \\itl1iI1I I1 L' c"t:lhli"hcd patt l' rn (lr( lrg;llli~:IJi(11l is rl'Hli"tic, Till' \-i ... ·\\ Ih:11 thl: clWllgC 11,,;.­

til l' hcgillil ill g ;llld all elld i ~ llO Il ll1 gn lCIl:lhk in th is ClllltilltJUlll. Top 111 Clllagl'lllellt ill its eJHJcavllllr 

nr r""i' ri l' lltill~ Ih ... , l )r~al1i"' ; I\i l)/l 11 .... 11 " \ r ... · ... ·()glli"e Ih ... ' n"''l'd and :-;et lhc tnlle I'llr ,I change. 

This kind aI' change compel s cit he!' innn\t~l!ion or improvement ' or both . In sllch all intric;:ne 

si tuat ion many orga ni sations tend to locus their aucntion in identiry ing innovations mther than 

im provemcl1 t. Howcver, Ihe 1"ller is conside red 10 be more appropriale ill accomplishing Ihc ta sk, 

With tod<:ly's 1:1St changing technology. inlensilicd competition. and ctlsto1llcrs' increas ing 

demands ](J[' better products (lilt! services. compa nies can no longer operate on theories of work 

jJ'aglllcntatioJl and spcci;liizLlt iotl (H;llll!ller and Chnll1py, 19(3) . 

By the end or 1980s and cnrly !09()s, a ncw nnd innovat ive approllel1 i ll lllanagement appeart'd 

\\ 'itll .1 Ill'\\' empiln sis 011 proCl'''S. This Il l' \\ i.lpproacll was called bus iness process IT-engineering 

(llI'R ). IlI'R l'ul1danlel1l:1l1 v diners Illrln olher Illallagellleni il1 ili "livcs like TQM (Tola l Qualil) 

Management) ill that the 1llargin or i1llprovemellt frolll BPR is much greater than improvement that 

results li'om TQM (il ammer a III I ChampO', 1993),I{ecl;nll\,,, I1C\\ "<",ce l'l c·"lIc" Ill"illess I)rclee" 

l{cl'ngirlL'Cring (I~PI{ ) kl ;'- ""l1l l' l'gcd lIS a conspicuuus tnnl liJr rcstructuring I Ill' (lrg:lIli <.,ation . In 1~I I'L 

lile 11l'l ll'I.'SS or 1 \'l'lI ~inl'cring n{) l onl) f()stI'I'S a 1~lvOlirahlc cl illl ;lIc SlIP1'01'livc u l' desirah le Ch'lllg,C 

hUI :dsu illlJ1rllve~ thl' orgwli saliolh' pruh:lbility uf' success. 

Dire Da\Va University is olle ol'the recellt ly inHugurated llnivcrsilil.!s ill Ethi opia. which is found ill 

Dire Dnwa, located in Ihe cnslcrn pari 01' Ihe counlry, Dire Dawa Universily has success !'ull O' 

eSlnblished il se l!'as n higher educalion in slilulion bel wee n 1999 and 200 1 E,C Inju sl il s Ihird year 

or operati on. five ElCtlitics willl {l total or 2R departments 1~lcilitatl'cI by 275 Hl'ndl'lllic stal'r ~lI h ! 

suppOl'led by 265 adillinisirali ve slall have sliccess!'lIlIy delivered courses 10 sludenls, Moreover, 

CE P (Continuing Edll cntioll Prognllll) and SUlllmer In-Service programs have begu ll, At the 

beginn in g of the 2001 LC DI) U look over Ihe "lcililies orlhe Haraillaya Universily Dire Dawa 

2 



Sat~llitc Campus. In doing so. DDLJ gaincd som~ in l'rastructural capacit ics (dorm itories. l imi ted 

acccss to broadband intcl'llct sc rvi ee. library. computcr lab. iccture hal ls. and dorm itory bui ldi ngs 

umkr constructioll. civil <1llcll'lcctr ic<l1 engi neering workshops alld assoc it1tccl1llntc ri als). 

Dirc Dawa University. in spite 0 1' all th c challcngcs associatcd w ith ncw uni versi ties. is activel, 

contributing to tile reali l.:l lioll or Illult iple govern ment policies and, ill ex tension. work ing to\Vard ~ 

the deve lopmen t or Ethiopia. Rec ogn izing the importance or tec hnology in deve lopment as 

espoused in D(,l'('/o/II/I!'/II. 7 "c/II I/I/o,!!..l'. 01/( / Techn%gy Co!,ocill' {Jlli/ding Direelion (MOE. 

200Sb) policy document I)ir~ I)awa LJn ivc rsit y sceks to producc qualilicd human power in 

sui'licicnt number to con tr ibute to thc economic nccd. w ith an emphas is on capaci ty in technology. 

There are al so different higher cdllcntion deve lopment init iati ves and programs undertaken at 

ll <l tion.lI leve l including ,1cadclllic st:lIf deve lopment. curriculuill (h.;vcloPIllCI11 Hnd institutional 

transt()rmat ion. It is part icularly believed that DDU must take ad van tage ol' the strong government 

init iative and support to ensu rc institutiona l transrormation by' il11p lementing Business Proce ss Re­

engineerin g (B PR). NUlllerous i:tiliopian insti tLi tions/9rgan izations have recently engaged in l3PR 

with thc goal or providing I'ul l qua l ity sc rviccs to thci r cu stol11crs. DDU is a strong candidate to 

il11picl11ent I3 f' R as its I'unctional units wcre established ba sed on Ethiopia's o ldcr universities' 

structurcs and assul11ptions. It is csscntial that DDU comp lete and il11picmcnt 131'1< in Nder 10 

de liver qua li ty educati on to Iriumph among competing institutions or hi gher c(lt r c~lIi () n . 

1.2 STATEMENT or Til E PIWflLEM 

FolI()w ing thc publi cat ion or l'undal11cntal eonc~pts or I1PR by (1I al11mcr. 1990) and (Davcnport 

and Short. 1990) many org:uliz:.Jlioll have reported drarnatic helleli ls gained from the succc ~s rLlI 

i l11picmcntation or I1I'R. Company like f ord M otors CO . etc are all recognized as hav ing 

succcss l'u l i l11 plemented 131'1<. However. despite the signilicant growth or the BPR concept. not al l 

organi zation emba rk ing on I1PR projects ach icve the ir intcnded rcsull.( Hal11l11er and Champ) 

. 1993) estil11ate that as l11any as 70% or the pro.iects do not ach ieve the dramat ic result s they seek. 

BPR has a grea t potent ial lor increasi ng product ivity through red uced process t i l11e and cost. 

il11 pl'Oved qua l it y. and grcatcr customcr sa t isl'action. but it o lien rcqu ire s a l'undal11enta l 

organizat iona l change. As a result the implementation process is complex, and need 10 be checked 

against several success/ l'ailures I;lctors to insu rc succcss ru l implemcntation. as well as to . avo id 

il11plementati on pitl;, ll s. During th e il11plementation phase especial lY'. instilli ti on leaders l11ust be in 

the ron:l'ront in deal wilh the soc ial. psychologicn l and poli ticnl re sisw nce 10 changing th e \\(1) 
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work is donc. I.e<l tkrs Illust also n:cognize that thei r Owcn rolls nnd responsibil ities mny need to 

undcrgo clwngc as well Unitccl Stat es Ge neral /\ ccounting Ol'li ce (G/\O, 1997), 

N Ullll'WliS ac:ttkmics ;md COllsu1t;llltS agree Ihal m;IIlY or the so-calkd IlPR I:lilu res wcre nol real 

131'1< program Illes (Miers, I'J'l4) . Thc majorit y ol'these elTorts were projects that gradually slipped 

down the priority li st and evenillally lilclcd away, or were deli be rate ly kill ed o lT before any change 

was implementcd (1lammcr and Champy, 1993; Miers 1994), 

The most signilicallt causes or these I ~ l i lli re s are believed to b~: ( I ) lack or top mnnagemerll 

eommitl11ent and support: and (2) res istan ce to change by subordinates (rurey, 1993: Gu ha et al .. 

1993: rarrell, 1994: Hal11mcr allli Champy, 1993), Likcwise, (M e/\dam, 1999) discussed the 

implementation or nPR withi n small and medium ellierpr ises (SME), It is a genera l belier that 

sllwll nnd medium bus inesscs. wilh their limited resources, arc not good candidatcs for [3PR. 

However. due to the rcl ati ve simplici ty of such organizations, assoc ia ted I3I'R ri sks l11 ay be 

minimal. Resources. Ill<lrkcl ellvironment. leaderShip. llexibility and clliJnge orientat io ll, structure. 

l11ethodo logy, and measurement arc bel icved to be cr it ica l success ractor lactors ror SME 

(Mc/\dam, 1999), Severa l aut hors idcnt ili ed priorit y li sts or barriers/pi tl'all s to suceess ltli BPR 

( I'anellicri , 1994: I lam me!' and Stan ton, 1995: M ayer, 1998), they seem to agree that res istance to 

change. rea r. lack of Ll nderstanding and cOlllmitment, following inadequate I3PR approach and 

cu lture are amongst the strongest ohstacles to sliccess ful I3PR. 

I3PR implementation requires tmllslonnationa l change and it lakes an organi za ti on outside its 

current "rules orthe game" (Dale, 1994), I<ules or the gamc can bc either explici t or implied ,that is 

thcy can bc supcrlicia l nHln iies tations 0 1' status buried deep w ithin people' s bcl iefs, BI'R 

implementation Ihcrer'ore is bound 10 confro nt the beliers and values or the organ ization. comp le.\ 

and prcjudice interests 01' cmp loycc' s in pa rti cular senior managemcnt. T hi s II ill lead to resistance 

rcsulting in lailurc orthc 111'1< projcet. It is known that to cn sure succcss one ought to adop t ccrtain 

best practi ces and wa tch out lo r ce rtain pi tlal ls, 

Mnny orga ni za ti ons even use the tcrlll reengineering III order to undertake rout ine cost clIning 

measures such clos ing down non-pro litab le branches, reduce excess stall change the organization 

structure etc, Other orga niza ti ons are simply follolVing the seemingly fashionable trend that other 

orga niz[ltions are adopting without analyzing their internal and external business environments in 

order to justiry a rccng incc rin g ei'l(Jrt (Mayer, 1998),According to ( Li gus 1993) clailt1cd that a 

" 30-35% reducti on in thc cost 01' sa les: 75- 80% reduction in deli ve ry time: 60- 80% reduct ion in 

inventorics: 65-70% rcduction in thc cost 01' quality ; and unpredictab le but substantial increase in 
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mnrket slwre · ·. we re <11 1 poss ible through errt:ctivc 131) R. Howcver. (Hollnnd nnd Kumar .1995) 

noted tlw t 60-80% or IlI'R in i ti~tives haw been unsuccessru l. 

Few years niter the dowlll:lIl or lile military goycrIl lllcnl. the Ilew Ethiopian govern ment 

recognized the importance or improving 1he pcrlonnancc of servi ce deli very <tne! the creati on of 

accounwble and respons ible civ il service instituti ons that would support the development elTorts in 

the coun tr),. A nd al so several me<lsures h<1ve been taken to survive lo r today's competitive "World. 

As soon as the current governlllent callle to power. it swrtcd rigoroll s reforms ( first phase reform s 

1'l"Om 199 1 to 1995) in three 1'l"Ont s: [conomie rell".,ll - rl"Om central planning to market econom)'. 

Pol itica l rerorm - rederalism. "nd power "nd li sca l decentr<1 liza ti on. Constit ut ional reform -

enac ting the Et hiopi"n constitution. A nd al so The "M inistry oi'C"p"c it y Iluild ing" with the mandate 

orlll1(krt<l~ ing re forms in <111 public ins tituti ons (esp. educat ion and the civ il service) \\Ill S estab li shed. 

Over time i t was believed th at an i l11portant cond it ion to undertake the reforl11s was to implement 

IlPR. Thc re<lson wh)' thc Ethiopian gove l"lll11ent adoptcd I3PR is that thc current s),stem has to be 

complete ly changed and redesigned and 131'R can do thi s j ob. Services del ivered by the public 

institutions are Cll1lnlCIeril.cd by Long time tak ing. Costly (h~gh transaction cost) .incompetence 

(not up to the needs or eustol11ers).not re sponsive (l11an)' comp laint s. qucstions. coml11ents etc 1'1"0111 

customers but no response). not dynamic (the world ' is chclil ging but our public in stitutions are 

sta gnant). People have choices when they buy products from pri va te linns. However. government 

se rvi ccs arc one (no choicc). At thc samc lime it is a person's del110cratic ri ght to ge t appropriate 

and sati sli,ctory sc rvices rrom public institu tions. As a result or the implementation of BPR. 

painl'ul practices in cac h public oniee lVere identilied. andl11any non-va luc adding works/pos itions 

are avoidcd. (Beri hu A ssd il . 2009 ). A t the end or thc day BPR enables a 'one stop shop 

mechanism" - where cu stol11ers get "II public se rvices in one place at low cost. So lar I3I) R is 

implcmentcd in public o rli ccs and publ icly owned big insti tut ions such as .. the Eth iopian 

Telecommunication Corpora ti on" . "The Et hiop ian Power Corporati on" and governm cn t bank s. 

Despi te the achievement or reduction in cost and cyc le time or se rvice dclivery 0 1' some public 

insti tu ti ons. to a largc cxtcntthc implc l11ent<ltion o r I3PR did not the prod uce thc expected dral11atic 

improvel11ent 111 most or th e institutions(MoCI3.2007).The rcasons l11entioned for this 

unsatis lactory results were. inadequate technica l know how of I3PR due to insurfic ien t training on 

the concept. low leve l 0 1' employee p"rticipation. and reluctantnce and susp icion 0 1' el11p loyee 

res istance to ch(ll1ge. bck or top managemen t comrn itmenl. da lliance nnd taking longer time then 

requi red and planned(FD RE. 200 I ). 

5 



Though . retminin g 01' onieials ,,,,d 111'1< temllS was conducted by dilTerent consultants on th e 

concept or llPI< and key areas or 111 '1{ problems lVere not alleviated. For instance. problem 01' 

process identineation IVhieh had token longer tilll e required. lack of timely communicat ion have 

crcated lear 011 employees. ~ll1d problelll 01' change ll1al1~lgelllcl1l arc still unsolved problems 

(MoCIl. 2006). I: ITort has been made to enhance th e implemcntation 0 1'131'1< at Federal. Regional. 

Zone and Woreda le vel. l1ut this study lVill be conducted to assess the impl ementati on o r [3PR at 

university le vel. 

!\l lllOUgh so lllallY training (lild workshop wcre arranged i ll order (0 suppo rt BI)R plan ning and 

illl p lemen tati on in the lJire l)alVa Univer, it y . I lVas obse rved that most o r the personnel 01' th e 

uni vers it y have 110 clear 1Illtkrst;lIlding ul){llit job specilication ami job ck scripti oll Linder their 

business processes. co re processes. ;lIld slipporti ve process. there is 110 radical ch8nges in doing 

work s Hlld there is 110 Stich cl1<lll gc ill IllCaStirClllcllt systems. As a result there is no clem picture 0 11 

the [31'R imp lementation pl""e in the univers it y and the illl pae t on th e over all ac hievemen t of 

organ izat iona l objectives so. it is tilllely and important to assess the illlpl ementa ti on of BPR in 

Dire !Jaw;) University to e.\al1l illl.~ whether or not new ly introduced BPR prugraills is being 

implemented as intended and the prob lelll encou ntered. And also th e study tries to assess the status 

01' 131)1( impl eill enta ti on as lVell as linci ing the achievements and challenges or the progralll in the 

uni versity . "I'he 11l~lill lheille nl" t ill' stlld: Ihercl·pre. J"c\,llh l'~ lll"llllllll: IIp\\ (~111 I\.· cll~inl'('rl·d rnll'(''' ~ 

implL:!lll'lltillg nLisillCS ~ I)r()cc s ~ I{l'l'nginccrillg'.' 

Th erci'ore, thi s paper addressed the fol lowin g resea tTh ques tion s 

I. To what C\lenl prepar~lti oll were made 1'0 1' I3PR and illlp lemellted in Dire Dawa 

University? 

2. \.\1 hat are the ba rricrs/clwllcngcs and the key success I~l c t o rs I II Implementing Business 

Process Reenginceri ng in Dire Da W<l Un iversity? 

3. What mec i18n isllls ha ve put in place to fac ilitate the illlplelllentati on o f' BPR In the 

Facult ics'? 

4 . \Vhat are the (lchicvcmcnts or benefits of l3t1 siness Process Rccn gincerin g ill Implementing 

13I'R in Dire Dn",,, University') 
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1.3 OB.JECTIVE OF THE STU DY 

Th e genera l oqjcctive or IIle stud y is \0 nssess business process recnginecri ng implemen tati on in 

Dire Dawa Un iversit y. More specilically: to assess thc cxtcnt or preparation made 1'01' Business 

Proccss Recngincerin g ( llI'R) Implcmcnta tion . to idcntil y th e dcgree or Ilusiness Proccss 

Recngincering (I3PR) Illlpkll1elll~ltion. to investigate the nchicvcmcnl in Implemell ting Business 

Procc ss Recngincering (IlPR) and to identi!y mcehani sms/strategies that the Univcrsity e.\ere ised 

during the im plementatioll oj' business process rccnginccrillg. 

1.4 SIGN I FICANCE OF THE STUDY 

According ly th e re sult nl' thc sttld y Illay havc thc .rollow ing signili eances: I t may enab le thc 

uni vers it y (0 gain valuable illlorlll;l1ioll on the ac tual implementati on or Bus iness Process 

Rccngillccr ing (IJPR). II 111:1)' create :I\\,<lrcncss among the concerned bodies on what is go ing on 

and help to take co rrect ive actioll and give thelll all in sight about t.he new world of work. It may 

serve as a lesson lor (li llcr institUlion/org.aniz<ltioll \\'ho are prac ti cing or W(1nt to practi ce in the 

futu re and It l1la y al so initial e. el1courage ami serve as stepping slone I'llI' further and in-depth 

st ud ics. 

1.5 Delilllitatioll of th e s tlld y 

The scope or the study is delimited to assess the organ ization's readiness 1'01' change. preparation. 

thc dcsign and th e implementation 01' I3PR and the general implemcntati on practices of' th e core 

process. In addition. it assesses the sta tu s 0 1' ach ievcmclll and idcntilies th e challenges 01' 1lI'R 

implementation in Dire DilW'l Uni vcrsity since 2009-20 I 0 ;n panicular. 

1.6 Definitioll o r key terl11 S 

Ben chm arking - Is the comparison or both the perl 'o rm anee or the orga nizat ions processes and 

wny these processes nrc con dLlcted with Ihos,~ relevan t world class 'organ izat ions to obta in idcs 101' 

i III provcmcn ts 

Co re process - arc process hat Illect the important necd s or thc organiza ti on's cxternal customers 

(Linden. 1994). or bllsincss processes that are v ital to th e organ iza ti on's success and slirv ivai. 

Benc!it-Cos t A nalys is: a technique to compare the vari oll s costs assoc iated lV ith an investment 

lVith thc benelit s that it proposcs to rctllrn. 

Custolll cr : groups or indi vidual s \\ ho have a business rcl~lIionship with the organiDl ti on: those 

who receive and lI SC or arc directly alTected by th c prod ucts and se rvi ces of' the organi za ti on, 
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Customers include direct reeipicnts 01' products and services, internal customers who prod l!:,' 

services and products for linal recip ients. nlld other organizations and entities thai internct with an 

organil<llioll \n prodLlcl' prmlLll'h ;lIlLl serv ices. 

Dralllatic improve lll ellts - ;lcilievint! quantulll kaps in pcrf'orlll<lncc rather than incremental - , 

improvements (I-Iammer and champ), 1993). 

Fundalllental rcthinldllg w 11 ignores what is <llld COllcentrates 011 \\'11<11 shollld be (Ham Iller alld 

champy 1993). 

Process - a collection of'act iv ities thm take one or morc kind s o l'inputs and create an outpu t that is 

valuable to the customer (I -Iammer and cha mpy 1993) 

Process Owne r : an individual held accountable and respon sib le 1'01' the work ings and 

improveme nt of' onc or the organization's defined Jll'Oeesses and its related sub processes. 

Pt'rf'orlll:lll(,(, C;IP : til e gap between wbM customers and stakeholders c\pect and what ench 

process alld related sub processes produces ill terms 01' quality. quantity. lime. and cost or services 

nnd product s. 

Performallce MeaSlIr f.' IIH.-'ll t: the process of dev~loping Illeaslirable indic,ltors tlwt can be 

sys tell1atically tracked to assess progress Illmle in achieving predeterll1ined goals 

Puhlic sr rvicc - rcICrs to th ose :letivit ies or governlllent in stitutions ,limed at sa ti sfYing the need s 

and ensu rin g the well-being or the soc iety (IS well as cnforcing laws. rcgulations and directives or 

the govcl'I1l1lellt (FDRI:, 200 I) . 

RCf.'lIgincf.'ring - is the f'ulllblllclltaJ rethinking and radical redesign of bu sincss processes tn 

achieve dramatic improvcments ill criti cal. contemporary measures of perf'o rmance. slich as cost. 

quality, and speed (ilammer '1I1e1 cl",mJ1yI993) 

Executive Steerin g Co III III ittee: the tOJl management team responsible 1'01' developing ~nd 

susta ining the proce ss management apllro;)ch in the organizHtion. including select ing ~1!' r! 

l'va lll,l1ing rccngincering projects. 

Sub process: a collection 01' related activities and tasks within a process . 

To-lJE process - redesign ing <l new process that can serve the purpose of radica l change. 

Va lli e adding activities - an activity the end USCI' is willing t6 pay fer. one which brings a service 

c lose r, I;tstel', provides accurate rea ltime inl'ol'mation .(Linden, 1994). 



CH A PTE R 1'',:VO 

2 REVEW OF RELATED Ll T HATURE 

2. 1 Bu sin ess Process l ~c -cn g jn e c i · j Tl g :-lJHi ()rgn nizt1(ionj ti Ch :H ~g e 

MOSI l'OIllIXlIli cs toda ), - nu IlW(lL'r \\ ilal busil1~ss th ey arc in. h\ ;\ycycr It'ChilOJogicaliy 

sopll isti c(ltecl lhei r prod uct or service. or whatever their na tional ur:gill .- Ceill trace their wod~ si:'lcs 

and organi zational l"Oots to th c prototypica l pin I>lctory th ai J\d'l ill Smit h (~~sc r iilc ci in i/;e Weol!h 

olNo/iolls r I]. [2:\ I. pllhl i" h ~d ill the 1776, Ad<l1l1 SllIit h. <I phiiosopher ,,,:d cCG:wn',i:: 1. rc'cog:liz,:d 

that the technology orl he industri;d rcvo!lf l io!l had crca h:<i unprecedented opp\'rI~lIl i l i cs lor 

lll : lI)lIl~lc t lirc rs to increase worker productiv ity and thu s reduce the cos! ol'p!·oducts. not by S!l"1 (t !l 

perccntage bll t by l11 any la id, In nw Weillili oliViI/iolls, A dalll S1l1ith c",pia:lled whr. t he ca !Ic,d the 

pri nciple or the di vision or I"bollr , 

Sill it h's principle cl1lhodit.:s his observal ioll 11 1<l t some nUlll ber o r spi..'ci: ~ !il.~'d \\'\~r l ,:~ r ~, e,lch 

per/orllling a single step in Ihe ll1illl ll f:lctll l\; o r n pi ! ~, coul d In ilke ! ~l r morc p l :1~; in <l da~1 tilHll th(: 

smne number ol' generalists, each engaged in mnki ng <,.vhole pins. "One rnull'" Smi th \Hot \ ~ '\lra\\s 

out the w ire. <In otil er slr:lit l..' 11 S it. a third cut s il. a i'ounh point s it. ;\ rinh grillds il l Ihc lup for lh l..' 

recl..' ivillg th e head. etc'" Smith reported lhal he had vis ill..' d a sl11;dl CUc1 ory. l..'!l1r,il:y i ll~. nJily le rt 

people, eac h of who III was doing jllsi one or two or lile I S speciali zed ta sks involved in !11 aKin g;1 

pin, " T hese people cO lild make among thcmsc lves lI pwarcls oj' IOl'l y-eight thollsan d pins in a d:,/, 

n llt ii ' they had all toi lcd separiltc ly and independent ly, and w ith Oll t <1:1Y or th cl11 be ing enl igh tened 

to th is pecli l iar mcthod, they certainly eOlild not each orthcl11 have l11ade tWCil ty, perhap~; not one 

pin each a day" 

The di vis ion or labo ll" increasecltlre prodllc ti vity or pi n l11akers by a lacter () C hll nd,."ds, 

The advantage, Smit h wrOIC. "is owing to three dirrercil t ci rcumstances: lirsi, to ~Il'~ ill~rease?!' 

foclis and alertness in eve ry pnrti cu l<lr workman: secondly. to the saVing in time which i." 

("O ll1l11O l1 ly lost ill pa ss ing 1"1'0 111 oll e kinds ol' work to an ot her: Hnd l::s tl y. to the iil\'cll ti (J n o r a great 

n ll III ber or JlHlchines which IllC ilitate and help labour. nnd enable OI1L' mall Iu dt) ;Ill: \\urk or 

many. 

2. 1.1 T he conccpt 

[Jusiness Proccss Re-engi llecring (I3PR) el11 erged in A ll1eri ca du,'i ng the 1')gOs ~ncl early 1')9Us. 

lil'st in th e pl' iv<1 tc <1ncl I ~ t e l' ill ti ll' pu bl ic see t,'r, 

The rise 0 1' I3PR is olicl1 e,\plnincd by the I'enlit)' thal orga:liznl ions have tll ~l)n:i'll n t o ld wa\'S 01' 

organiz ing -thc division () j' labcur don', work ~l11yl1lorc (1 !annn(f & Chdmp.\. 1(93) . I1 PR 
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chnlic'llgL:s Ilwny 01' the assumptions which underpin the wny orgClllizrltiolls have beell run for the 

last two cenlllries, First. it rc,il:cts the idcCl or reducti onism - the fmgmenlnlion ancl breaking dowll 

or organizatiuns illto the simplest t<I sks, Second, il enCOllr<lges organizntions 10 capitnlisc on 

substantial developlllel1ts mack in tcchnology. Third. [3[)R cll(lblcs ()rgalli/.~ll i ons to takc advantage: 

orlhe more highly developed cd uC:lI ion and capab il ilies ol'lhe slalfthe)' cm ploy (i1eck lord. 1998), 

Task-oricnlcd j obs in lod,,)'s wor ld or CUSlomcrs, compclilion and change are obso lcle, Instead, 

cnlllpanil's must nrgilni71' \Vork (lI"(HJlld processes (I [.I111l11cr & C'ha illpy. 19<)3). [J['[{ insists 011 till' 

need to restruc ture processes prior to structur ing institut ions and hierarchies. and 10 structure these 

proccsscs in dirlcrerll \\,"ys IIr"n before, Tlri s is predictcd on Ihc assumpli on tllatille pOlent ial or IT 

ennb[es innovat ive designs 01' how \Vork is bc ing carried out. At least in theory. BPR tllllS provides 

Ihc mi ssing link betwecn Ille I"ycr or slralegy and Ilra t ,or tile inlo rmali on system design, M oreover, 

it recolllmends a hol istic perspective which encourages the bringing or ob.iecti vl:s, human 

resources, orgal1izaliol1, IT Hild cu llure il1l ll " cohel'el1l pe rspccl ive (Lcl1k, 1997) 

OIlC or Ihe best lVays to e'plail1 thc cOl1cepts al1d pr i l1ciplc o r Bersil1css r roee ss Reel1gi l1ccril1g 

(13rR) is th rough Ihe dclil1iti ol1 givcl1 by Hammer al1d Champy. who "I'e aile ol'lhe best-kl1owll 

ligures ill Ihe licld, Ilammer 8: CllHmpy, dclil1c i3usi l1ess Process Rcel1gil1ceril1g (i3rR) "' : 

"l3usillcss Process Recngi lll:cring is the fundamenta l rethinking and radical rede sign or bl1 sincs~ 
processes to achievc drtllll<1lic improvements in critical. c.:oll tcmpnr.lI'Y IllL'Wiurcs l) j' pl.'rrOI'!11HIlCC. 

such as cost. qualilY, al1d speed", 

In gcner(ll. The concepts of' rccngillccrin g arc ho\V to convert an organization ('rom hierarchical to 

Ilat structu re; how 10 prepme t C~l lll S to achieve goals:. how to achic\'c task -oriented emp loyees to 

llluiliclimcnsionrd workers. how to change managers rrom supervisors to coaches: and ho\\" lo 

change overall process ill ordcr 10 be compc l it ive ill global eeol1omies, Whel1 n process is 

reen gi ncered. jobs evolve from being 11 ,1ITOW (Inc! tn'sk-oriented to hroad nnt! Illultidimensional 

lVork: people IVho ol1ce did as they IVcre il1 st l'uctcd 1101V makc choices al1ci decisiol1' 011 their 01V11: 

managers start behaving like conches rnther than act ing as supervisors: and emp loyees foc lis morc 

on clients needs and less on managers needs. 

2.1.2 Thc Need f'o r Rccn oin cel'in o 
b b 

To he a trul y world -class organi sa tion. the company needs to work as a team and all the functional 

areas 01' the business Ileed 10 be properly illi egrateci. wilh eaell ullderstalldillg the imporlallce 0 1' 

cross l'Ull cliollal processes, 
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As thc bas is or cOlllpctit ion clHlngcs I"rolll cost and quality to llex ibility and responsiveness. the 

val ue or process IlHlIlagclllcll1 is now being recogniscc!. The role that process management can play 

ill crea ting slistainable cOlllpeti tive adv;l ll wgc \Vas termed l3us incss Process Reengince ring (BPR). 

and lI'as lirst introduced by (1I alllmcr. 1990: Davcnport and SharI. 1990). T hcse aut hors ou tl ined a 

new 8pproach to th c ll1 allagcllll' 1l1 or processes. which, it was claimed, was prod ucing radi ca l 

improvements in perfo rm ance. The three driv ing forces beh ind thi s rad ica l change are an extension 

01' r orter' s (rorter. 1990) 1I'0rk on compctitive ad vantage. and werc summari sed by (Hammer and 

Champy .1993) as: custolllc rs who can now bc vcry di versc. seglllented. and arc expectan t or 

consultation: competi tion thai has illtcnsi licd to meet th e needs or custoill ers in every niche: and 

change that has become perva sive. pers istent. 1~l s t cr and ill some markets a pre-requi site. 

Customcrs. competit ion. and change ha ve created a New Wor ld lor busincss. such that 

o rg~ lli s~lti o ll s designed to operate in olle C' ll vironlllent arc inadequately equipped to operate \\-ell in 

another. Companics crcated to thri ve on mass production stabi lit y. and growth cannot be si mply 

improved to succeed in a world where customers, competition .. and changc demand Ilexibility and 

quick responsc. Thi s is al so wha t ( Drucker. 1969) term cd the "Agc 01' Discontinuity" or the 

challenge to th e tradit ional aSsLllllptions o l·bus iness. 

In loday's marketpl aces, it is no longer a queslion or cavea t emptor. bUI ra ther cnveat fac tor. 

Customers today are charnctc ri sed by their relentl ess demands in quality. se rvice. and pri ce: by 

their willingness 10 ac t on del:IUlt or cont ract and by their di sloyalt y. In nlC t. the IlL'W power and 

rreedolll 0 1' the CllS\{ltller h ilS destroyed many or the managerial a~s ll illplions ur the carl) 

M:lnagernent Revo lution (I)ruckcr, 195--1 ). There i ~ no longer 1I11 cDnlcd hr;lI1d Ill:;d li~' ~) , 11 0 mure 

complicity among ri va ls ill the S~1I11e Ill~lrket s : no more pass ing on 01' ri sing wages ,lilt! benefits in 

the lorm or higher pri cc'S: no more ea sy reliance on hi gh ent ry costs to keep out upstart 

competitors: and reduc ing protection by nntiol1:11 governmcn ts. St ill. as I~l r as 1ll111l<1gers are 

concerned, the Illust powerful or tile Ill'W slilkeholders is tile Cli sto illcr. The re\va rd lor managers 

who can ca rn their respect is not on ly repeat business bu t also w ill ing inl'estors. The ai m or 

reengineering in thi s environml'nt should be to f ~ lc ilitatc th e match bC l \Ve~n market opportunities 

and corporate capabil ities. and in so doing. ensure corporate growth. To ach ic ve thest! goals, 

dowll sizing and out sourcing will be by-products (If' reenginecring. but lhe)' do not define 

recngincering,. nor arc they the purpose of rceng ineerin g, 

IIHern:llly recngillcerillg rlllh.: tiolwi hicrarch ies illio tCBm s to f ~ I Cili\: l tc work proCl'SSL'S \\i ll Ic ~ld 10 

the eli millation of'll1 ost Ill ;magemcnt Illycrs and wi ll teach JlHIIl<1gcrs to do 1:11' more with much It: ss. 

Drucker'S (Drucker, 19(3) vic\\ . (lnd olle which we support. is that n:cnginccring re presents a 
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radie,lI shin awny rrom the tradition in whic h perrormance was pri marily rcwnrdcd by 

ad VHIlCL:Il1C llt into 1ll <1 ll agc ri .lI ranks. th ai is. th e rLllul;C ho lel s vcry few "con trol" pos itions. In th e 

id ea l. hi erarchy shou ld disappea r 1'l"Om the reenginec red company. and be replaced by th e idea or 

purpose ful va lue added interactio ll . A clwnge or th is magni tude raises lllilJ1Y challenges for thO:..iL 

Illanagers len to deve lop. motivate. reward. and ani I'm emp loyees . . 

III general, there arc several reasons lor organi za ti ons to rcengin eer their bu siness processes: ( t) to 

rc-invcnt th e way th cy do work to sati sry th eir customcrs; (2) to be compc lit ive:(3 ) to cure 

systemic process and behav ioura l proble ms:(4) to en ha nce their capabil ity to ex pand to other 

industries; (5) to acco millodate an era or change: (6) to sal isly thei r customers, employees. and 

other stakeholders who wa nt them to be drama tica ll y dil 'le rent and/or to produce dirie rent res ult s: 

(7) to survive and be success l'ul in the long term : and (8) to in ve nt the "rules 01" the gam e." 

\Vhatever the reason l'o r reeng inccr ing. Ill Cl nagers should ask th emse lves: \Vhat do ollr customers 

and other stakeholders \\ 'lll tircquin:? 110\\ Illu st \\ c change the procc sses 10 Illc:el clistomer and 

other stake holdcr requ ire men ts "nd be more criieicn t and ericct ive? Oncc strea ml ined, shou ld the 

processes be computeri zcd (i.e., how can inrorma ti on tech nology be used to im prove qualit y, cyc le 

time, and oth er criti c,,1 base lines)? Processes must be streamlined (i .e" re-in vc nted) be lo re th ey are 

compute rized. Otherwise, the processes may produce rcs ult s lilster. but th ose res ult s may not be 

the ones needed. 

2,1.3 Organizational Change 

According to (Stewa rt .1 (83), no orgn nizat ion can stay th e same forevcr. Chnnges occur inside and 

oll ts ide, which cn n l'orcc the organizat ion to aller the way it affai rs arc managed. Orga nizntiolls 

undergo chnnge lor a variety 0 1' reaso ns. Change may tak e place due to c:\tc l'Ilal forces dri ven from 

th e organi zn ti ons general envi rollmellt and by intern al forces like the dec isions of managem en t to 

alter [l ce rtai n aspects o f the organ iza ti on or a shin in soc ia-cultural va lues , 

There are dirre rent model or changcs. Thc Kurt Lewi n' s model sugges ts that three steps are 

in vo lved in change: unll'cezing. change implementati on and re freezing, T he tirst stage is 

conce rned with helpi ng peop le involved in th e change recogni ze th e need 1'0 1' intend ed change to 

overcome incrti a, th e second lace is when the change occ urs - a peri od or conrusion between the 

old ways and th e new ones. and thc thi rd steps is the time when a new mi nd se t wi ll be crystalli zed 

so that the change becomes part ort he syste m (Gr inin, 2000). 
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Change in organizations always involves human be ings. Ideas ofchangL: cOllle 11'0111 and developed 

in 1111: minds or pl:Ople. On th L: other hand. peoplc re~nrd chnnge as nn encmy and try to avoid or 

they resist il. Different authors agree 0 11 the Hlct that resistance to change is natural and incvitabk 

cvcn though thc changc I"" sign ilicant I11c rit s (1Ial11l11e r. 1996 : Oho lcnsky. 1996). II. therc!()rc. 

becomes to understand resista nce for the sake or clh:e tivc management or cha nge. ·Unless 

resi stHn ee is properly addressed. it call hamper sllccess ful implcmcntation orthe resistance change. 

Di!"lcrcnt au thori ti cs ha ve idcn tilicd di!"lcrcnt reasons why people rcsist change. For insln ncc. 

unccrwinly th reatened sell' illlcrcst, dilkrcnt pcrceptions, and rec l ing or loss (Grirtin , 2000): 

ra tioll;:l1 reasons like addition:ll wo rk load. ri sk of criticism, unce rtainlY and inlerlcrcnce with 

existing plan s: and irratiol1al 1'I.::1 S011S which have no obvious ba sis so that dil'licull to identiry 

(Morris and Brandon, 1993): a ga p hc twccn the expectation o r people and the pe rception the 

e!"lec ts that the proposed change Illay have on thel11 (Patching and Wait ley. 1999). Paradigm 

changes ca use such unconsc ious rcsistanee like rejecting new ideas with Oll t careful consideration 

or unwi llingness to recogn ize the in lluencc ort lle change. 

SOl11e ti mes people rorm pictures in their minds abou t the change. Thcy have their own perception 

and c.\pecw ti ons. Up on comp"risons elmlVn bctween expectat ions and pe rcept ions. thc employee 

elevclops a posit ivc or ncg" ti vc altitude to ward the proposed change. I I' the perception rorilled on 

how thc change w i ll ancct 1:1\'ours the expcctations out or the change. the indi vidual deve lop a 

pos iti ve altitude. On the othc r l"lIld . if the perception is not ravourablc wi th expectati ons, th e 

atlillldc to be developed will be ncgative. 

2.2 P hases o f Btl s in ess P rocess Ree ngin ee ring 

There arc fOUl" plw scs or husiness process recn glllcerrn g. T hese pha ses arc the plan ning, 

Undcrsta nding the As· Is/eurrcnt pl'Ocess. Rcdcsign ing the To Oe process and the im plementat ion 

phases. Thesc plwscs arc interrclatcd and onc is the stepping stonc It,,· thc ot her (Liden. 1994) 

2,2 .1 Plannin g a nd P repa ratio n of Bus incss Proccss Rccng in cc rin g 

Prepare for Rcc lI gin ccr in g: 

"I I' you rai l to plan, you plan to rail". Planning and Preparat ion are vi tal lilctors 1'01' any activity or 

event to be sliccessful and !"cengineeri ng is no exception. Be fore attempting reen gineering. tile 

question' Is BPI< necessary?' should be asked? There should be 11 signilicantneed for the process 

to be reeng ineercd. 
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l1el 'o re going to impicillentation pilnsc \vc Iwve to have what to implement. 13PR as a change 

in it iative rcqllircs ca reI'll I planning and prcpamtion ror its sllccess flil implcmcntati on. The 

obj cctives or planned change arc two rold. rirst it sceks to improvc th e preparation or the 

orgnnizatioll to adnpt th e change in its ellvironment. Second. it seeks to change employee 

behaviollr (C lemons. 1995). /Is it was discll ssed ill the preced ing scc ti on of bll siness process 

reen gineering is l'undall1cn tal. dynamic. dramatic change in the Business process. T hese changes 

are reqllircd to make the bll siness process add vallie 1'01' cll stomer' s sa ti sfaction. As all deliberate 

l'ITl)rt S 01' 11 U 111:111 being to reach till' given ends. l3usim: ss process J:ccnginccring is also rcqtliring a 

systema tic approach in order to survi ve its purpose in which planning serve as tools. Thu~. 

bllsiness process reengineering projects can bc planned.Accord ing to ( Hal11mer, 200 I ) ancf 

(Jackson. 1997) the planning stagc has 1'0111' steps to be followed. T hese are: Understand ing top 

level leader ship cOl11l11itment. se lect sllbject area/ the en try po int. establish [JPR governance, and 

planning. 

Und ers tandin g the Top Icvc l Leade rship cO lllmitmcn1. 

(Hal11mer and Santon, 1993) al so indicate that Icadcrship is thc primary ingredient or SPR becall sc 

top leadcr reeogn izc and lIndcrstand the systematic dif'iicliity or the process as a who le or to 

dcvelop new ideas aboll t it. On the other ham!. other may lack sllch qllali ty to rlln recngineering 

process. 1'1'0111 thi s it is f'orward that reeng incering is sll ccecded on ly when driven from the top 

m05t Icvel o r an organiza ti on. Thi s indicatc th at the organizat ion sholiid enter to reeng ineering 

project with a good understanding or the plan of recngineering, sllch as understanding of :what is 

goi ng to bc donc happens . what managcmcnt cff'ort and attcntion rcquired far thc Bf'R, what the 

top priority agenda for thc organizati on, and how th is wi ll be supported and monitored? 

Assign thc leadcrs for Bf'R projcct. 

As it was desc ribed above the part or the leader in the process o f reengineering is not sll bstitutable. 

[Jut. what quality ol'managcr should be rcquired to lead the BPR Project' T o address th is question 

0 1' leader ( I-lammeI'. 1993) identified somc quali ty o r leader. /I leader must have an authority over 

the entire end to end process Ihat is to be rcen g incered. Because Ihe manager has the responsibility 

to compel the compliance or all parties in vo lved in reengineering. T o thi s end. chief executive 

o ffi ccr might seem th e most lik cly pcrson to Ica d the recnginccl:ing effo rt. 

In support or thc above idcas, (1-I<1I11mcr. 200 I) indicates that in most cases, the leader should be 

the head 0 1' the organization. II' not must be member of' for exccut ive (Senior cxeeut ive ) that has 

authori ty over th e stake holders and resources being in volved in pcrfon11ing BPR . In addit ion, the 
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I\cti v it~, and PI\)(CSS 111Olk'l~ Ill dk in s Lise of thl..' variou'.; muddling metlll~ds :1v;:tililbk, Then, tile 

allloLint O ! 't ill1 l~ I lwl e,lell :le l ivil~1 Iirk cs and t:1C COSI th:lt crrch i.1 ctivily n:quin.:s ill\CIlllS o r rcsol1rt.::e ~\ 

is calculated through simulation ~1I1c1 ac ti vi!), basl.:c! costin g (AOC), Al l th c grou!1(h'"o rk required 

hav ing been completed: th L' processes tlwt need to be rccngi :lcc rcd C:!'c identi licd. 

In add iti on. according to (MLlthLi et ai.. 19<)9) As-Is J1 rDc~"~es reicrs to the CLi r rent processes that 

take place in (In organ ization. Defo re :he rccnginccring lC:llll Ciln prc\ccccl to rcJe signing tlK 

process. they should lIll ckrstil nd :1nd Illnll:!Il ) dOC lIIlH! IH i h '~ exi st i'lg ~lrOC~!Sse~ , Prot.'e::;ses ar(' 

curn:lltl y inv isible and ulln ,1tlled hec lLl sc peopk thi nk about the individual dCparl!l1t.:':l',:' lllD l'l' o ticr! 

than Ihe process with which all or them ai'C involved. So. com pnn ics Ihm (l r c cu rrentiy llsed to 

talking ill terms of dcp~l rtml:n: s sti ch as Il1JrkCl ing and 111.1ntliaCluri ::g must switch !i) giv ing n:ll (H'~ 

to the processes th ilt they do so th:1t they express th e beginn ing anti en" states (Ml,thu et ai .. 1009). 

I\ccord ing \0 (Kai 1\, Simon, ! 99X ) U Il(.ll'r~ t and in ::; - Activities are: Dc\/clup V:ilL!C cli iv~r 

understandi ng: Busin ess value is created b~1 ccria in dri ve.:rs. and Ibest;! I ~:ct()rs mli st h: un(\<:rstl1()c1 

in onkr to identi fy and H~Sl:~S the.: \', IILlC c Il'ating putential of urgani 7.OJt iulli:i Di'OCCSI;\:~ , V al lie 

dri vers arl~ those act ivities thill tn,lke a prucc3s' output mure 'valLt:lhlc than ! r~; ill11l1t: Deline 3-5 

cu re processes : 1:0 1' each (lr~:rlli z~ \!i\)n, it should be l hl~.;s ibk \0 i ( kl ~r il~\' n lilllik'cl se t or co rc 

pruccsses. i.c, prucc~sl..' s \\ ' hcrl~ thc pr itn ~lI ')' valuc Sl j', :i.lP I l ;lkes pitlCC and t h~ l l h:1 VC the hig.llCSI 

contribut ion to bllSill:,'ss \.~ b.i!:~ t i\'t: : ~r.:h ievcmc nt. CU :'e processl':> art' proi.'C~,~ tklt mcets lhc 

i III pnrl:ln t needs 0 f the ('I r g:11 1 il.:r: i0 11 . ~ C .\lerrw i c U ~;i t) l t1l'r s (1 ,j ndc ll. i ~)q, .~ ) 

/\nd .dso I<.kntil)· co re pn.Il' l' SSC.'i Wil lI max imum t 'le rl t H'Ill ~ lI1 C I .. ' illlll;I L' I: tn (~rder to nchievc 

substn lltiai illlprovcllll..' !lts rn '\ l. Ilt t.:' co,'c proc('~~;cs w ith lhl: hi g: ~ c ,:,,; impaci lIn (;rg;l1:izfltil..l n ~!I 

pcrl c nnancc arc selected <Jlld targe l l.:d (1'" th ~ ~ initial ,)b,il'cts. Thi:-i d ~)L: ::; , ho\\e '~' l..'r , lIl)t mean Ihm tile 

remaining processes can he J1eg k'l'll:d . Tile (l rgulllcllt !'or scic:..:tillg :1 su[;- ::;el 0:' prdCl'SSl'S r:r~~ 1 

!'ol1ows the Pilreto-pr inci plc, i, t.:', tlwt :1 ~lllal l Ilumber 0 1' pro cc~~sc~..., :1C'c cHlnt to!' tilt' la rge:.; ! sha :'(' or 
potelltial improvctllt.:1l1: Identify prt)('CS~ acti vit ies: [ rIch procc~s c~rl1 he brokc ll down into (1 

number ofnetiv ities. This c1e-compa;;i ti on process is iterati ve ly eOll t ir,lIcci lIlitil tl'c 'evel of desi red 

remainin g complex ity 11i.1 S been reached, i, e, that the process is brok~' n dO\\,il into nCdr l: 

decomposab le sub-sys1em s, 

In additions. set perlo t' lllanCC g0a ls: For each of liJr,: sdcctl'c1 p roces~.;cs, , j se t Ill' perl 'o :'mance go'll~ 

is developed, The se gO:1ls arc se t upon till' basis (,r ~n ideal pr~)Cj~ ss design and ~rc used in ordcr In 

idcntii)' the mngniwdt.:' 01' Illl' idcntilied pCrl (mll~ !h:c gaps: iV!ea~an.' curr'.:nt pcrl ()rm anc:c ~l tld 

idc111il) pCrltH'l ll:IIlCl' g:rp:-.: I :pl' 1.."ICiJ 01' I!k' p!'i,lCI.'~~~:-' cl 1O')cn It)!' i n\'I..' \ ! i!:.~dti o ll. thL' l',.:l cv:ult 
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performance var inbles arc measured and related to the ident ified performan ce goals. The 

magnitude or perlorm ~lIlce gaps, i.e. th e difference between desired and actua l perfo rm ance, i, 

identilied in the primary dimensions time, qual i ty and cost: Identify sourccs or patholog ies: While 

performan ce gaps are sYlllrtoms of' p,lIhologies, the underlying sourccs need to be revealed. r or 

thi s identificat ion process, it is nceessnry to look beyo nd the houndaries Orll specific process. since 

possible causes might be I(Hlnd in interd ependencies w ith other processes and Determine causes: 

The process o f determining th e ca uses o f patho log ies inc ludes th e verification or poss ib le causes 

that have been identified in the prev ious activ ity . It al so means to di v ide direct and indirect causes 

and to t!,[lck symptoms over Illultiple steps to the ori ginal genei·ator. 

2,2,3 Design To-Be process 

The object ive o f thi s pha se is to produce one or morc al ternati ves to the current situat ion, which 

sa ti s l~y the strntegic gon ls or the organi za tions. The first step irl th is ph ase is benchmark ing. 

"Ocnchmarking is th e compC1r ing or both the perlorman ce or the organ izat ion 's processes and til L' 

way th ose processes is (ontl uctcd with those rel evant peer organizations to obl<l in ideas l'or 

improvement." The peer org'lIli zll ti ons need not be competitors or even Ir'om th e same industr), 

Innova ti ve pract ices ca n be adopted 1'1'0 111 anywhere, no I11rlller what their sou rce. 

Ilav ing idcntified the potenti~1 improvcments to the exi sting processes, the development of the To­

Be mode ls is done using the various modelling methods avai lab le, bear ing in mind the principles 

a i' process des ign. Then, similar to the As-Is model, we perform simu lation and A BC to analyze 

1:letors like th e time and cost in vo lved. 

Acco rdin g to (Kai A. Simon, 1998) Redesign - Activi ties ~re: ' 

Dcvelop clean slate p,'oecss design. The design oCthe new process is fo llowing the clean -slate 

approach. Following thi s rati ona le means to develop a new process without taking departu re from 

the existing one and to rcmr:1I1 gc it. However. it cloes not mean to cii sregJ rcl the results of th e 

ana lys is or the ex isting process. Lerlrning rrom analys is during .. new process design means to 

consider the shortcomings orthe ex isting process that have been ident ined. 

i3enchmarking is a powedld too l lo r BI'R and is th e trigger fo r many I3I'R projec ts, as in Ford 's 

accounts payable process. The va lue of benchmarking does not lie in what can be copied, but in it s 

abi lity to iden tiry goa ls (Richman and Koontz, 1993; Earl and Khan, f994). /I ' used we ll. 

benchmarking can shape strat egy and identify a potentia l competit ive advantage (Zairi and 

Leonard,1 994) . 
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perspective 01- the org<1llizatioll. This call be achieved by conduct ing att itude su rveys and discrete 

' Iireside chat s' with th ose ini tially not dircct ly in vo lved with the change. 

As lor monitoring the resu lt s. the monitoring should inc lude such measu res as employee attitudes. 

customer perceptions. supplier responsiveness etc, Comll1unicat ion is strengthened throughout th e 

organi za ti on. ongoing mcaSlIrCIlH;nt is initiated. team re viewing of perlormancc against clea rl ) 

de lined targc ts is done and" Ii:cd back loop is se t up whe rein the process is remapped. reana lyzed 

and redes igned. Thereby continuous improvement of perforillance is ensured thl'Ough a 

perlormancc track ing system and application of prob lelll so lving skill s. Continuous improveillent 

(TQM) and 131' 1{ IHi ve always been cons idered mutually exc lusive to each other. But on the 

contrary. il'pe rllll'lll ed simul taneous ly they wo uld cO lllpiclllent each othcr wo nd erfull y we ll. In fact 

TQM can he used as a t",,1 t" h:lndle the var ious prob lems encountered du rin g the BPR effort and 

to continuously illlprove the pl'Oblems. (S ubramanian. M. Larry. W. and S. Hossein Cheraghi. 

1999) 

2.3 BPR Success/Fa ilure Factors 

2.3 .1 BPR s uccess fllctors 

There mc both so li and hard lacto rs tlwt cause success and lil ilurc or flPR eITort s.( fl:l shcin et al. 

.1994) out line th e posi tive preconditions le) r BPR success as: Senior Managemen t Commitment 

and Sponsorship: Rea li sti c Expec tations: Empowered and Co llaborati ve Workers: Strategic 

(ont<.:.\( oj' Growth and [.\p;lIlSilln: Shared Vision: Sound Managemen t Pract ices: !\Pl1ropri a(e 

Peopic I'articipat in g Full-Time and Sul·l ic ientB ud ge l. 

In addit ion. Acco rding to (Kin g . 1994) views He concludes that the ultimatc success of BPR 

depends on th e peop le who do it and on how we ll they can be Ill oti vated to be creat ive and to appl y 

their deta il ed know ledge to the redes ign of bus iness processes 

The ractors listed below are based on var ious 'articles and empiri ca l research on BPR 

imp lementation. The se dimensions Clrc : change managem en t, management competency and 

support. o rga lli zati o n~ll structure. projec t plann ing [lnd rnanagclllclll. IT inl'rastrllcturc 

2.3.1.1 f actol-s rcbti ng to change mana gc mcnt systc ms and culturc 

FactOl's relating to chan ge management systems and culture arc import an t to the success of BPR 

ini tiati ves. Change management. whi ch in vo lves all ilulll an - and soci\l l rel ated changes needed by 

manage illen t to l'acij il:1tc Ihe acceptance or new ly designed processes and structures into worki ng 
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practice and to dcal c lTec tivcly with resistan ce. is cons ielereel .by many re scarchers to be a cruc ial 

component oran y 131' R clTon. 

I{('visin g rewa rd :Iud lII ot ivali on S~' stt'IllS 

Sta fr motiva tion through a reward programme has a crucial role ill fac ilitating re-engineering 

elTons and smoothin g the insen ion o fncw processes in the wo rkp l ~ice (Towers. 1l)'J4; Hinterhuber. 

1995: Ost 1'0 1'1' and Smith. 1992: Dawc. 1996). A s BPR brings about elilTerent jobs. existing rewarel 

systcm s arc no longer appropriate lo r the new work env ironment ( I-Iammer anel Champy. 1993 : 

Harvey. 1995: Da vcnpon and Noh ria. 1994), Thcrc lo rc. reward systcm s should be revised as pan 

or the BI' R e!'lon (Jackson. 1997) and the new rewarel anel incent ive system must be widespread. 

rail' anel encouragc harmony among employees (Towcrs. 1994). Introelucing new job titles can be 

considered as onc e,\ample o f encouraging people to endorse th e re-cngineering programme 

without lear. 

Effective co 111 11111 lli C;l ti o ll 

EfTecti ve commun ication is consielcrcd a mal or kcy' to successful I3I'R-rclated change effons 

(Davcnport. 1993: Jackson. 1997: Ilammer anel Stanton. 1995). Communicat ion is needed 

th roughout the change process at all levels and fo r all aueliences (Davenpon. 1993a). even with 

those not invo lved di rec tl y in thc IT -engineering project. Fffcctive comm unica ti on between 

stakeholders insiele anel outside the organ isation is necessary to market a BPR programme (Talwar, 

1993: Hinterhuber. 1995) and to cnsure patience anel unelerstaneling 0 1' the structural and cultural 

changes needed ( l3errin gton et al. . 1995) as we ll as the organisa ti on's competi ti ve situation. 

Comm un ica tion should ta ke place frcquently anel in both directi ons between th ose in charge o f the 

change initiati ves and those arfected by them), Communica ti on should be open. honest. and clear. 

espec ial ly when di scussing se nsiti ve issucs relatcd to change such as pc rsonnel reductions 

(Davenport. 1993 <1: Jackson. 1997), 

EmpOWC rlll cn t 

As I3rR results in decis ions bcing pushed down to lower levels. empowerm cnt of both ind ivid uals 

and team s becomes a criti ca l factor fo r success ful I3I'R effort s (Thol11 as. 1994; Bashein et al .. 

1994) since it estab lishes a cu ltllre in which stafr at all levels feci more responsib le and 

accountab le ancl it promotes a se ll~managcmcnt and co llaborati ve tcamwOl'k cultllre (M umford. 

1995). 

Empowerm cn t cntail s tlw t stalTare givcn the chance to parti c ipate in the rcclesign process (Bashein 

et al.. 1994), Whcn empowcrcd . cmployees arc ab lc to se t th eir goa ls anel monitor th ei r own 
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performance as well as identify and solve problems that ancct their work . thu s they me supporting 

the 8PI{ enorls. Therefore. 1~ !llpo\Vcrl1lclll meClIlS giving people the ability 10 do their work: the right 

information. the right tools. the ri gh t tr<lining. the right environillent, alld the authority they need. 

Information systems help empower people hy providing information. tools and training. 

1IIlllwn in vo lve ment 

According to (Jackson. 1997) in rc-enginecring. " II pcoplc 1l1llst bc opcnly and activcly in volved 

and slH1uld be consulted at all st'lgCS on the process and i ts leade rs. Th is inc ludes l inc managers. 

pl'Ocess OlVncrs. tllose involvcd in IS and human rcsou rccs. and wOI'kers ( Bashe in et al. . 1994). 

The culture 01' exper imentation is an essent inl p(lrt 0f a successf'ul ly re-eng ineered organisat ion 

and. tllerciore. pcople involvcd or alTected by BPR mus t be prepared to endurc crrors and mist"kes 

while re-enginee ring is taking place. 

Trainin g and edu cation 

Many resea rchers consider training and educat ion to be an important component orslIcccssf'ul BrR 

implementat ion (Towers. 1994: 13ashcin ct al. . 1994) . 

Organisations that undertake re-engineering pro.iccts may i1(lve to incrcnse their training budget b) 

.10-50 percent (TolVers. 1994). IJI)R-related concept. sk il ls. and tech niques (llcrrington and Oblich. 

1995) as wel l as intcrpersonal "nd IT skills (T owers. 1994). sk i lls in TQM im plemcntat ion and 

process analysis tcclln iqucs. arc all i l11portant di l11ensions of training for BPR. It is also il11portant 

to educate people in IT-relatcd innova ti ons for compctitive advantage. the potentia l of IT in 

reshaping the business and the Icadership of cl11powcrcd organisations (Bruss and Roos. 1993). 

13usincss managers. line l11anagers. IS l11anagers. and ot her sialT in the front - line arc the peop le 

IVho benefit 111 0st from eclucation ancl training act iv ities in both bus iness and IT-re lated skil ls and 

expert ise(Towers. 1994). 

C r eating an effective cultul'{.' for organi sation.:!1 clwngc 

Organisat ional cul ture is a delermin ing l~lctor in sliccess ful 8[>1{ implementatiull (I I a III Ill c r ami 

Champy. 1993: Davenport. 1993). Organisation,, 1 cu ltu re influences the organis"tion's ab il ity to 

adapt to change. Thc existing culturc conta ins be liefs and values that are ofien no longer 

apPl'Opriatc or useilli in thc re-cngincercd cnvil'Onl11cnt. 

T herelore, the organisation Illu st understand and conrorm to the new values. management 

pl'Occsses. and the coml11unication styles that are created by the newly-redes igncd processes. So 

that a culturc which upholds thc change is cstablished efTectively (Bruss and Roos. 1993). In a 
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newly re-c ngincercd org~ ni s~ (i on. people usually share COl11l11(1n goa ls and th us become morc 

capable or workin g co-operatively without competing against each other (Andrews and Sta lick. 

1994). As [lPR sllpports tcamwork and in tcgrat ion or labollr, co-opcrat ion. co-ordi nati on. and 

empowerm ent or employees become th e standard attitudes in the re-engineen.::d work environm ent. 

However, trust and honesty aillong tcam members is also needed, and with in the organisation as a 

whole (Jackson. 1997). 

In addition, st imulat ing th c organisation's receptiveness to change preparing the orgn nisati on to 

respond pos itivciy to I1PR -rclated clwnge is critica l to Sliccess (l1rll ss and ROllS. 1993). Whcn 

people nrc madc resilienl 10 ch;1I1ge. they rCIlHlin positive du ring uncertainty, Il)C used, nexible. 

org<lIl isecl, nne! pro-active (Jackson. 1997). Leveraging organ isationa l change requires effecti ve 

onc-to-one and one-to many interacti ons to enro l key inllllencers o f both individllals and grollps 

lV ith in andlVitholit the organ isa ti on (G liha et aI., 1993; .I"ckson. 1994). 

2.3.1.2 Factors for Ma na ge me nt Competency 

SOllnd managcmcnt processes ensurc th at BPR crforts wi ll be im pl'cmcnted in the mos t effective 

manner. The most noti ccab le managerial practices th at direct ly inllllence the sllccess of BPR 

implementati on arc top management support and cOlllm itmen t. championshi p and sponsorship. and 

eflecti ve 1l1[tllagel11c l1t or ri sks . 

Comm it ment and leadership in the lIpper echelons of management are olien ci ted as the most 

important rac tors 01' a sliceess llil 13 1'1{ project. Leadership has to be eflec ti ve and creative in 

think ing and lI ncierstanding in ordcr to provide a clea r vision or the flltllre. This vision mll st be 

c learl y com mllnica ted to a wide range or employees who then become involvcd and motivated 

mt her than directly gll ided. 

Comm itment to and sll pport for the changc mllst constantl y be reinforced rrom scnior management 

throllghollt a B PR project. Surri cient allt horit y and knowledge, and proper commllnicat ion with al l 

parts in th e chan ge proccss. arc impona nt in clcn li ng with organ iznt ional resislClnce during BPR 

implementat ion (Hammer and Champy. 1993). 

Barriers sllch as poli tical. cconomic, and organ izational ri sks are all assoc iated lVith BPR-related 

change. A nd champions or the changc playa major role in overcoming these barriers and 

increa sin g the cilnllce OrSL!CCess f'lI! I3PR implemcntati on. The chaillpions Illust bc nb!c to persuade 

top management or the need to change and to continllall y pllsh the change elTorts th rollgho ll t the 

organi za ti on. 
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A com plete development or process vision includes evaluating business strategy to anticipate 

future processes. cond ucting cll stomer-based assessment of performance target s. benchlllarkint: 

similar I3PR efTorts. ami developing process attributes and its performance measures (Davenport. 

1993a). 

2.3.1.5 Factors related to IT infrastructure 

13uilding an e lTcc livc IT inl'raslruclure is a viwllilctor in successfu l BPR implemenlation (Jackson. 

1997). An adequate underslanding of technologies for redcsigning busincss pmcesses is ne,essary 

lor propcr seleclion of IT plallorms. EtTect ive overn ll sys'tCm architecture, flexible IT 

inl'ra sl ruclure and proper installalion 01' IT componcnls al l conlributc to building an cffcc ti ve IT 

infraslruclure 1l1l' business processes. The IT infrastruclurc and I3PR are inlerdependent in th e 

sense lhal dcciding the inlo rmation req uirements for the new business processes determines the IT 

infrastructure. In addition. recognition of IT capabil ities provides altcrnativcs for BPR. Building a 

re spons ive rr infrastructure is highly dependent on an appropriate determination of business 

process inlo rmation needs. This. in lui'll. is delermined by the lypes of activities within a business 

process, and the seq uencing ane! reliance on other organizational processes . 

AccOl'ding to (Henderson and Ve nkatraillan. 1993) an elTect ive IT infrastructure follows a top­

down approach. beginning with business st rategy and IS st rategy and passing through designs of 

data. sys tems and computer architecture. Linkages between the IT infrastructure components are 

important for ensuring integrity and consistency among the IT inl'rastructure components. IT 

standards al so ha ve a ma,ior role in reconciling various infrastructure components to prov ide ?hared 

IT se rvices that are of a certa in degree of effect iveness to support business process app licat ions. 

The IT infrast ructure shared se rvices and the human IT infrastruct ure components, in terms of their 

responsibilities and their e-,pertise. are both vital to the process of the IT infrastructure 

com pos i t ion. 

Selecting an IT Application 

One main ob.iect ive of I3PR is to use IT to support radica l change. Some authors view IT as the 

cen tral implementation vehicle of I3PR. However BPR has not rea ll y wo rk ed as it s proponents 

e'pected.( Dave nport and Shon .1990) attribute this pmblem to a lack of understandi ng of the 

decper issues of IT. They claim that IT has traditionally been used to in crease the speed of work 

but not to translonn it and BPR is about using IT to do things differently. 
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T hererore. IT plnys nn i ll1p0rlnnt role in BPR. Propcrl y implell1enti ng IT can ill1prove the 

competit ive position ai' orgCtl1iZC1 lions. n Ul inappropri ately implement ing IT Inay crea te barriers to 

rcsponding to the rapidly changing busincss cnvironment. Further. simp ly picking IT packages 

cannot achieve successrulBPR i r it is si lllp ly used to speedup the proce ss rnthe r thnn reengineer i t. 

AS (Daven port .1 993) con tends: inlo rll1nti on and IT are rarely sunic icntto bri ng about the process 

change: most pl"Ocess innova ti ons nre enablcd by a cOll1b ination o f" IT. inlo rmati on and 

orga nizati onal/human re source clwnges. IT can continlloll sly rellect and reinforce bureaucratic and 

fun cti ona l structures or IT ca n help 10 create Ct leaner. flatter and l110re respons ive organization. For 

exnll1p le. IT too ls that nre designcd lo r f"unctiona l hicrarchies are .primaril y des igned to support 

illcn:IlH.:nlal im provements i.lnd call 1lot ach ieve the radica l change in BPR projects. Vl hile 

inl\lI"Illation system s provide Ii,st processi ng nn" responsc. they o lkn la il to prov icie the fl exi bil ity 

ror human comm unicat ion, which can lead to scrious consequences. Thi s means IT may sometimes 

hnve a negative i ll1pact by Il1crely autoll1at ing the existing processes. However, it cou ld also have a 

pos iti ve ill1pact ir i t is deployed correct ly in conjuncti on w ith th e organ izat ion' s goals. IT is th e 

enabler to reenginee r processes and is an important dr iving force for bus iness transformation. 

2.3 .2 BPR failure fa ctor 

13ashein et al ( 1994) showed th at on ly 30% or nPR proj ec ts achieved perlo rmancc breakthrough. 

Reasons lor large li ,i lure includc :(i) Lack or susta ined management com mitment and 

leadershi p( i i) Unreali stic scopc and cxpccta tion ' ( ii i) Resistance to change. ( iv) Non­

encouragement to conceptuali za ti on or bus iness process (v) Non-detai ling or rewards and 

recogn ition wi th new business process. 

Thcrelo re . Implementing BI)R in Univers ity or in any other business is not an easy ta sk. Certainl y. 

it \V iII be hampered by barriers. \Vhich lead in many cases, to f"ailure. Barrie rs are not easy to 

di scover, to dctect and to ove rcome. Ba rri ers arc severe. unexpected and not planncd lo r Business 

Reeng ineering I)rojeets. Barriers increase th e impact of project ri sk factors. 

In add it ion, Barriers impedc applica ti on or BPR. Irthosc barriers consume high encrgy and tim e, it 

is no t recommended to perlorll1 Reengi neering Pro jec t (Schu macher, no date). A lso. 'i t is highl y 

recommendable not to pitch success lac tors hard against barriers. but ra th er to prevent the 

developlllent or barriers ri gh t lo rm the beginning o f the projec t (Schumacher. no date)." Lack or 

committed leadership. unmot iva ted people, and organizati on culture are amongst the top barriers to 

success ful I3PR errort s (Bechdol. 1995). (Abdulhadi .' 1997) presented what he ca ll s ' the vicious 

cyc le' whe re various barriers interact to result in BPR railure. These ba rr iers inc lude: (I) 
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mi sjudging I3PR: (2) misundcrslanding BI'R: (3) use 01' inadequale lools: (4) usc of inadequale 

approach: (5) lack or syslem underslanding: (6) unconvinc ing solu l ions; (7) lack of lOp 

management cOlllmi tm ent: and (8) resistance to change. 

On Ihe olher ha nd, nUll1erous academics and consullanls agree Ihal many of Ihe so-ca lled BI'R 

li lilures we re nol realBPR programmcs. The majorily orlhese efrons were projecls Ihat gradually 

slipped down Ihe prioril y li sl and evenluall y li lded away, or were deliberale ly killed 01'1' before an)' 

change wa s ill1plell1en led (Hammer and Champy, 1993; Miers, 19'i4).The most signifi cant causes 

or these fai lures are believed to be: ( I ) lack or lOp management comll1itment and support; and (2) 

rc sislancc to change by subordinates. 

(M cA dam. 1999) d iscussed Ihc impicmentation or BPR wilhin sma ll and med ium enterpri ses 

(SME). II is a genera l belierthat small and med ium businesses, w ith thei r limited resources, are not 

good candidates lor BPR. However, due to the rclative simplicity of such organizations, assoc iated 

131'R risks may be minill1al. Re sources. market environll1ent. leadership. Ilex ibi lit y and change 

orientati on, structure. methodology, and measurement are believed to be criti ca l success ractors for 

SME. 

(Songer et aI. , 2000) ana lysed BI'R Case studies; they reter to the ir work as 'Siluat ional re­

engineering' . A s the flallle impli es. th ese arc [3PR cases that we re encouraged by exceptional 

silualions and resulled in pro jccts w ith rcd uced cost. and dumtion. Additionally, no negative 

effecls wcre observed on salety and qualil y. Al'ier li sling lactors for good re-cng ineering. Songer 

et aL ident ified the rn llowing ba rriers to success ful sit ua l ionnl fe-engineeri ng: ( I ) son isslies 

which include natural resistance \0 change. comfort in reg imentation. unwill ingness to share ri sks 

equitabl y. ri sks in lI sing ex isting designs, exhausled or chClnge, and fear; (2) tangib le barriers 

which inc lude liability and credibi lity, being melhod ica ll y tmined to be methodica l, measures 

focusing on result s, and lew poslillortems. 

In add ilion. Barriers arc classilied by (Cha n and Yung. 1999) as th ose relatcdto: ( I ) individua l 

level sll ch as personal characleristic s. alti lude towards change, and persona l percept ions about 

innovation; (2) organ iza tional level such as size or the organizat ion, its structure, and 

innovnti veness or thc organizal ion: and (3) env ironmental 'leve l that inc ludes organizati ona l 

dependence, uncertai nty. cO\1lmuniCalion. and competitive environmen t. Several authors identified 

prioril y li sts or barriers/ pill(l l1 s to success ful I3I 'R (I'anellie ri. 1 9~4: Ha mmer and Stan lon, 1995: 

Mayer. 1998). they sccm to agree lilal resistance to change, fear, lack or undcrsland ing and 
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comm itlllen t. f(.1llow ing in:lclcqu<1tc I1PI{ [lppro:lch nnc! cu lturc arc amongst the strongest obstac les 

to suceessrullll' R. 

According to (1Iammcr and Champy, 1993; Grover et aI., 1995 ; DavenpOl't, 1993; Jackson, 1997) 

prob lem of communication related to cha nge management system and culture include: Inadequate 

commun icat ion of' need to change. Hiding uncertainties in cOlllmunication. Poor cOllll11unication 

betwccn I3PR tcams and othe r pcrsonnel. Lack of motivation and reward, On the other hand, 

Problem related to cre,lling a culture 01' change inclu'de:. Underestimating the human side ,Not 

considering existing manageillent systems (Inc! organisntional culture. Vnlues ignornnee, A Inck of 

tru st between managemcnt and emp loyees, The tendency to copy ot hers, Underestimating the role 

of politi cs in I3PR, Animosity toward and by IS and human resources specialists, 

2.4 Bcncfits of Busincss Proccss Rccnginccring 

Successful RI'R projects may Icad to scvcral benefits in dilTcrent arcas of business concerns such 

as customer sat isl'action. time to mnrkct, time to servi ce, empowerment or hUl11an resources, and 

eJ'Jec ti ve management. Management usua ll y misses the proper consideration of the benefits or 

I3I'R (Rai and I'apcr, 1994), Icading to rcd uction in their intc rcst and commitment to I3PR efforts. 

The cha racteri st ics ol'131'R arc to takc a I'undamental analysis and radical redesign of the business 

process, 

On the ot her hand, (C Kapoor, 20 I 0) according to BPR brin gs numel'Ous benefits to organizations 

and companies in which it is implcmcnted, As all employees are aware 01' the processes to which 

they belong, they have a greater sense of respons ibility, Al l processes arc completel y monitored 

under the strict control 01' the management. The net result of thi s is that employees deliver high 

quality products to their customers. Proper management and cOlltrol or all business processes 

redu ces the time [[1g between different processes. which otherw ise is quite high ca using delays. 

This in turn reduccs the timc to marKct thc product to the target customcrs and gives quicKer 

rcsponse to buyers, With the pl'Oper management of processes, improved efficiency and quick 

delivery of products to the buyers, th e ove ral l pl'Oduct costs are red uced resu lting in cost sav ing for 

the organ izat ion in the long run. 

As the time la g of product processing between different departments gets reduccd due to the 

application of business pl'Ocess recngineering, there are more meaningful ta sks to be pe rformed by 

employees. This leads to increase their levels of motivatior! and the des ir'e to perform well. 

According to the traditional appro[1ch of malwging an organ ization there is no flexibility or 
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~d~pl~bilil)' 10 clwngc, Thc managcmcnl l'ormulalcd siri ci rulcs 1'0 1' cmployces orlhc organizalion, 

\.vllereas no\V, when most orgmliz8tions have implemented business process reengincering there is 

an increase in Ile,ibilily and adaplabi lily 1'01' change, This has created belter environ ment for 

people to work. thu s leading to employee salislaction . 

Although 131>1{ is very e!Ycct ivc ill contro lling cost and improving erlicicncy. its implel11entation is 

a hard nullo crack, Employees are very resistanllo Ihis kind ol'change Ihus, il is important to ha ve 

e,tens ive suppaI'! frolll Ih c lop managemcnt. Illlplelllentation of BI'R results in the growth of the 

present business thus enabling the emergence ornew businesses within the same organization. 

In gellcraL I3PR brings about IltllllCroLlS benefits to companies and orgrllli zal ion. SOl11e or the more 

obvious and COlllmon benclils are: Impl'Ove EI'liciency e,g, reduce timc to market, prov ide quicker 

response to cli stomers .Increase EfTectivcness e.g. deliver higher quality ,Achieve Cost Saving in 

Ihe longer run .i'l'Ovide Ill ore Mcaningru l work f'or elll'ployccs ,Increase Fle,ibi lity and 

Adaplab ility to chan ge ,Enahle ncw business Gl'Owth, , 

2,5 Why BPR Initiated in Ethiopia? 

Ethiopia as a developing country has a transformation agenda spanning over decades, This agenda 

has evolved over Ihree phascs ( 1992, 19%-2000 and 200 I on wards) in response to a growing 

aicrtllcss thut pcrvusivc ddicits ill cap~lC it y have hampered. the ability or the state to scc ure the 

f'ulldamclltals or povert ), reduction find democratic development including responsive service 

delivery. citizen empowerment, good government (Ministry of Capac ity Building in Getachew and 

Common, 2005), 

The lirst rel'orm phase was in the early day or ruling party, lI'RDI:. Following the consolidation or 

power, the gove'rnment also acknowledged the deep institutional constraints on basic funct ion such 

as police making, servicc delivery, and regulations. Core public management systems at Ihe federal 

and regional level were hampered by outdated civ il service legislation and work ing systems: the 

absence of a mid-term planning and budgeting framework~ ineffective financial and personnel 

management controls: inadequate civ il service wages and in appropriating grading system; poor 

capacity 1'01' strategic and cabinet level decision mak ing; and insufficient focus on modern 

managerial approaches 10 scrvice delivery (Gctachew and Common, 2005) , Thesc al l are the 

inlerre laled problems orlhe civil servicc in Ihe counl ry, 

Moreover, hierarch ica l organ izat ional strictu re which led to long and time consuming service 

delivery and obsolete managemenl Slructure: more concern givcn to inputs and routine activities 

Ihan achiev ing langible out puts: the absence of a formally conslituled complaints handling 
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mccha ll ism : !"[l re cnnsUl lrtlioll of' the se rvice users nbou t the ir needs ; and IClck of coordina ti on and 

ClJllOng va ri ous dcpn l' tments in an organ izat ion wcre fOllnd to be th e maj or problems and 

dralVbac ks IVhich Icd to incr-ii cien t and incficctivc se rvice deli ve ry(MoC B, 2006). Th ese and other 

pl"Oble lll s li lll ited th e I"O le 01' eiyil se ryice to proillote soc ial and economic deve lopment o f th e 

coun try. 

W ith a strong belief' that an dlieienl er-icct ivc se rvice de l ivery: and ethi cal fair. dynailli c and 

prod uct ive civ i l se rvants in ciyil service playa signili ca nl ro le to successfully impl ement different 

po li ces and slrateg ies. an allcmpts to improve se rvice deli very became a key issue in the 

eompreSSlye c iv il se ry ice reform program s. To thi s end the Ethiopian governm ent issued th e 

Service Deli ve ry Im pl"OYemenl Po licy in 200 I . T he over all objec ti ve of the policy lVas to allain 

use sa tis lacti on in se rv ice del ivery in the c ivi l service delive ry prov iders and rec ipients (FDR E, 

200 I ). 

Acco rding 10 the po l icy document, the directi ons designcd to allai n th e general and the spec i fic 

objecti ves inc lude formu lating Ill iss ion st[ttclllcnts .promoting pos it ive att itudes tow[t rd serving the 

pu blic . defining el igib il i ty, rac il i ta t ing easy access, coo rdinati ng related se rvi ces, establi shi ng 

comp lnints handli ng mcchanisllls. prov iding adequate inlo rmClti on, consulting wi th serv ice lI se rs. 

prov id ing cost c lTecl ive se rvice. and promoting transparency( FDR E.2002). These po lic) 

inst rumenls arc bel ieved 10 he lp tackle Ill OSI of th e se rvice del i very prob lems mentioned above. 

[Ju siness pl"Ocess Reeng ineerin g (IWR) lVas initiated in th e country be ing one of the 

implementat ion too ls oi"this po li cy . 

In genera l. lew yea rs (l iter the downnll l or the Ill il itnry governm ent, the new Ethiopi an governm en t 

recogn ized the impO l"lanee oi" impl"Oving the perfo rm ance o f serv ice deli ve ry and the creati on of 

accoun table and respons ible civi l se ryice instituti ons that 1V0uid support the deve lopment efto rts in 

the country. T o achieve these objec tives, the government framed li ve pillars o i" the civi l se rvice 

reform program. They are th e top management system, civil service ethi cs, expenditure 

manage ment. service delivery and huma n resou rce management. The governm ent established the 

Mini st ry o f Capac ity Bui lding in the year 200 1 in the na me o f th e "Offi ce for the Coordinati on or 

Capac ity Bu i Iding" ( I)roc lal11at ion No. 256/200: 1630- 1632) to coord inate th ese pi liars o f refo rm s. 

The governm ent redefi ncd thc roles and the responsib i liti es o f the M inistry in the yea r 2005. The 

redefined respons ibili t ies wc re iden tifying the capac ity gaps in the coun try, fo rmul ati ng and 

coo rd inat ing the implel11entat ion of re fo rm projects and programs, estab lishi ng the monitoring and 

eval uat ion system that ensures the erfectiveness of reforl11 programs, creating 111 0dern civil se rvice 

systcl11 eq uipped wit h high human rcsource capaci ty, and pay ing attenti on to the expansion and 
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utili 7.~ ti o n 0 1' In lo l"l11:1ti on allli Communication Tcchnology ( ICT) in thc country (Proc lamation No. 

471 /2005: 3280). 

Sincc it s cstab l ishmcnt. thc Mini stry has conducted quitc a lot of-managcment training programs 

slich (1 S customer se rvice delivery, strategic planning and managemen t and result based 

performance managemen t with the aim or enhancing the human resource ca paci ties of the civ il 

se rvi ce organi zati ons. Though th e progress l11 rlclC 0 11 qUCllity is subject for further di scLiss ion and 

re search. the Mini stry has contributed a lot in spread ing th e concepts of management among 

governill ent employees. and in bringing the different civil service agencies under th e ill nucnce of 

change. 

IJ usi ncss pmccss rccnginccring (Il PR) is the analysis and design 01' workilows and processes 

within and between organizations (Davenport & Short , 19.90). In spite of academics' onen 

scepti cal stance agai nst IJPR ancl other management concepts (lJ irnbaum, 1988). which may seem 

loreign to the organizat iona l culture of higher educa ti on (H E), many universities have 

recnginccred thc ir internal processes. Accord ing to a reccnt study conducted by Erllfco lfse (Kvavik. 

Goldstein, & Voloudaki s. 2005). HE institut ions have invested heav il y in business process 

rcen glllccr ing. leverag ing information technology to improve servi ces and reduce costs, This 

in tercst in rethinking processcs and proccdures is dr ivcn main ly by budge t shortta ll s. informat ion 

technology in fu sion. and extern~1 prcssu res lo r greater accountability and responsiveness. Despite 

th is enthusiasm and heavy in vestment I'rom H E institut ions howcvcr. lew s\lldi es have examined 

thc ovcra ll el'li::ctivcncss and outcomes o f recngi ncc red processes. 

Expansion of highcr cducation has got th e highest priorit y in Eth iopia. The number of pub lic 

uni versit ies has grown dramatically li'OIn 2 to 22 wi th in a period of less than a dccade: the number 

is expected to ri se to 33 w ithin th e next li ve years. Hence, the nUl11 ber o f students j o ining the 

univcrsities has proporti onall y increa sed ll1any fo lds. Thi s has led to a need fo r improved quality 

and erticicncy in acadcmic. rcsearch and cOl11munity service. adl11 inistrati ve and human resource 

managemcnt sectors along with a greater range and l1 e,~ibility than currently e:xisti ng. 

A ll Ethiopian Universiti es arc currentl y using Busincss Process Re-Enginccring (BPR) as a change 

managelllcnt st rtltcgy to obtain improvements ill service. The aim i ~ ,to ensurc that the Universities 

adapt to the changing demands be ing placed upon them. and hence contribute to the Government' s 

cnort in it s developmcnt cndcavuur. i\ num ber 01' interrelatcd pressures havc creatcd the need lo r 

change: expansion or higher cduca ti on, changing student profile joining the higher learning 

instituti on, pressurc from stakeholdcrs, increased competition among hi gher learning institut ion. 
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clwllgcs in the pedagogy of' lenrn ing/teaching. increased compet ition for graduates and hence. 

inc reased or ientation to the job Illarket. Incrcased au tonomy .increased demand for quality and 

accountab ilit y. thc dynailli sill or inlorillati on and COllllllunicnt ion Technology (ICT). and so on. 

In Dire Dawa Unive rsi ty to undcrtake the overa ll opcrations of the uni versi ty's ac tiv it ies, the 

uni versity adoptcd proccdures or doing busincsses from cldel: uni vcrsi tics of the coun try such as 

Addis Ababa Un ive rsity. Admna University and so on. Howeve r. nea rl y all universities of Eth iopia 

use traditional or I'ragmcnted W:lyS or doi ng businesses that cannot sati sfy the customers' 

(stakeholders') need and inefrcctivc processes for thc alla inm en ts of the orga ni zat iona l objec ti ves. 

Generally. the old processes arc not cficct ivc 1'01' the dcvc lopmcnts of the country at all. I-Ience. all 

public un ive rsit ies 01' e thiopia in cluding Di re Dawa University. under the dclegation of Ministry or 

Educa ti on have been engaged lo r th e last two years (2008 and 2009) in Business Process 

Reengi nee rin g (13I'R) project to tackle th e tradit ional or fragmen ted ways of doing businesses. Dire 

Dawa Unive rsi ty. in sp ite of all the cha llenges assoc iated wit h new universi ties. is active ly 

contr ibuting to the realization of multiple governm en t po licies and. in exte lision. work ing towards 

the development or Eth iopia. Recognizing the importance of tec hnology in deve lopment as 

espoused in Del'elol)/llent. Technology, {//1(1 Technology Capacity /Jllilding Direction (M OE. 

2008b) po li cy document Dirc Di\wi\ Uni vers ity seeks to prod uce qualifi ed human power in 

sufiicient num ber to con tribu tc to thc cconomic need. with an em phas is on capaci ty in techno logy. 
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CHAPTER THREE 

3 Rcsca rch Des ign and Met hodo logy 

3,1 Resc" !'eh M cl hod 

In thi s researc h the descript ive survey met hod lVas en'lJloyccl, The melhod helps to lind Olit the 

so lution l'or the c.,: isling probkm s on ill1pkllll:nling BPR. It al ~:o helps to interprets. nnalyze ancilo 

<In ;:; wc!" th l: basic 11l1L'sli o l'l. 1'111,; ll1 L: tl10d is ~mploy(:d as it is ~!Il nppropr;iltc method which en able~ 

the n:scarch in assessment l)r 13L1 :; in c~s Process R~ ~ n E ill':cring (I3 PR) jnlpl c !1~C/llatil..)n ill broad 811(1 

wide lllagnitlide. 

Qualitat ive mcthods always i nvolv~ some kind of' d irec t encounter with the rea l \I 'orlel. whether it 

wk('s th e rorm {If ongoing dail y lire or intcractiotlS w ith 11 select ee! group. Tiic qualitative 

n,: sl:<Jrchcr j ::; CU IlI.,:c l'Ilcd [)()( oil ly with Oh,il'r..:!ivcly 111 c<I:, ur<'lhlc '!;lcls' o r 'events', btlt cll so with the 

wilyS tilal people construct, interpret, [Ind give ill e~l nil1gs to th ese (:.\p~:ri¢nt.:cs. Furthernlore. 

CJualitative apprua ches iyp ica!ly include attt'ntion to dyna:nic processes mltH::r til~n. or in addition 

to. stati c <: at <:g~)ri~~s. and they aim 10 d~scovl: r o r d'~vdop :1<:\\ c(~ IlCep l s rat her 1:1an im rosing 

preC\)11Cl'ivcd ca tq .!Orics 011 the Pl'\)ple and cven ts they obscrv(:. t)lItlllliwli vc methods an: built 

upon" lo ulldat ion "(prel1li ses alld bclicls, illcluding thc "ssuillption th" t deli" must yield prL'oi'or 

strong. cO lllil'llwtioll of a IIl('or~ 1 or h ypo thc !~ ! ;~ ill (l r;;sl.!mcl1 ~.cl.lillg, il1 volv': measurement and 

testin g. 13 y considering Itll' ahnvc IwillI S, gc tti n~~ ildormal ioll from thl!sl' (\\'o cxpc ricncl"~:-; incrcasc 

the certainty of the study. T'~ crel()rc. it '.'.':l~ ncct,;ssary In utiliZe a combi nat ion 'J !' both qU::ll ita tivc 

'"ld qllalltitatil'c da!~ collcction alld l'v,dunt ioll t" chni"acs ill OI'll<:l' tll ",ccl'ss l'ull y p"occcd with titc 

research project. 

3 ,2 Da ta So urces 

Pr ima ry sources : Primary <1;11:1 \Verc obl~j i l1 cd rrnm key illl l~ rnwJlt s: IW il ldy top e,'\ecltli\~ ~ 

(u nivcl'5ily prc ~ idcl1t and vicr. presidell ts). nPR lCJIi'J Icade rs. proCl' ~;S OWliers. j ob perfnrmers (lnd 

custO!lH:rs in IJI)U. SC(' (lnrl :lr~, so urces o f data: I .ike BPI( Ilwl1lIals. J11 ~ lill <.I 0"..: III11\:nl. guide lincs. 

report on BI)R implemen tation .lI1d ot iter relevant (!(,ClllllC lll are used a~ the tint" sou rce" 

3,3 Sampl e nnd Sampli ng Tec hni qucs 

The 5tucly was clllployed difrerent sampl ing proced ures to se!ect the appropriate SHlllpIeS. At' the 

Dire Dawu Univers ity leve l it \\a s orgLlP;zcd \-vith t\\'o e;ore pr()ccss~~s nlld four supporl ive 

processes. T he core pr0ccss were Teaching-Learning. Research ,md Technology. The supportive 

process inl'ludc: Re source ge ll cral ii'.:ll ;OI1. COlllpclI :ncl serv icc. I[uman RC's0l1rl'c i\bll:lgelllcnt ~Ild 

Student Services. Pn.K'CSS O\vnc rs '"n1' t'Hch proctss and job pcrl t ll'll1Cr:l ;IS ( I lcalll ;:ssig l1l:d lor both 
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core a 11(1 suppon pmccsses . Thc wholc core processes were taken lor the stud y by purposive 

sampling method because these process that meet the importclllt needs or the organization's and 

can obwincd more reliable inlo rm(lti on on the implcmentation or 11PR. Somc customers were 

taken through accidental smnpli ng method because they can give reliable in fol'll1,ltion on the spot 

when they arc getting the serv ice. BPR team leaders. process owners and top execut ives were 

selected by purposive sa mpling method since they can give adequate and necessary information 

due to the role in the process/or their position . .l ob perlorrllcrs wcrc sclccted by rand om sampl ing 

i.e. lottery mcthod. in order to give an equal chance or being included in the stud y . And also the 

university have live school and schoo l o r mathematics and Natural sc iencc was selected randomly 

I'o r pi lot test i ng. 

Table I. Sample 

No Target group Respondents Population Samp le Sampling Data collect ion 

Technique tool 

I Top executives 3 3 PU':I)OS i ve Interv iew, 

Quest ionna ire 

2 13PR team leadcrs I I II Purpos ive Quest ionna ire, 

Interview 
, [)roccss owners 6 6 Purpos i vc Quest iOl1 l1aire. j 

[,GD 

4 Job pcrll)rmcrs/ 86 62 randomly Questionna i re 

reengineering team s 

Total 106 82 

3.4 InstrttJl1cnts of Data Co ll cct ion 

In thi s study, the fo llow ing main instrument s of data collection were used; namely Quest ionna ire. 

Scm i-structured Intervicw and ICocus Group Di sc uss ion ; Documentary Anal ys is was used to 

strengthen the data as supplementary instrument. 

A Questionnaire 

The reason bchind tlri s instrument is that it is poss ible to reach relatively large sample in available 

time limits. 

"-

The questionnaire was used for top executives, BPR team leaders, process owners, and j ob 

perlormers. It was designed to ge t detailed information on implementation or BPR. Closed and 

open-ended questi ons were inc luded in the questionnaire. The quest ionnaire was prcpared in 

English language si nce all subjects of the stud y were qualiliecl and able to read write in English. 
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T he questi onnaire cOl1tnil1s choice items. live point scale rating items and mnking questions. The 

key clcmen ts included in the quest ion nai re were about the preparation, rede sign and the read iness 

made on implementa tion activ it ies and the benelits o r I3PR. In addi tion it contains questions abo ut 

the implementation or 13PR and strategies used to allev iate the challcngcs. 

B. Illl er-v icw 

As indicated in (W il ki nson and I3handarkar. 1999). intervie wing is necessa ry to ge t deep reeling. 

percep ti ons. va lues or how peo ple interpret the wo rld around them, and past events that arc 

imposs ible to repli cate. l3y ha vin g thi s id ea in min (1. th e researcher initiated two type or the semi­

structured interview were conduc ted i.e. in terview lo r Top e~eeutives and I3I'R team leaders: 

Illterview gu ide questi ons incl ude questions about the prepclration. readi ness. and design of BPR 

on impicmentation act ivities and the benelits of I3PR. Moreover. it co ntains questions related to 

iden til ication o r major challenges Irleed and its remedies used to overcome thcm. In add ition. 

intervie w for 20 customers (student s and te<lchers) wcre inte rviewed when they are ge tting se rvice 

li'om th e uni versi ty. Interview gu ide questi ons fo r customers include questi ons about the 

im provement e l'li ciency and orga ni za ti onal approach and increase effect iveness. concept and 

purpose o f' BPR. Semi-structured - th ese intervi ews have predetermined questi ons but the order. 

content, and wording can be modified depending 'on th e interviewers' perce ption of what appea rs 

appropriate. This allows greater flexibility than structured interviews nnel makes it eas ier to ~ 

develop a rapport betwee n in terviewer and interviewee (Bul'lls. 2000). The main problem wilh thi s 

technique is that it is dil'lieult and time-consuming to assess c6illpa ri sons or the inform ati on 

prov ided by the responden ts 

C. Foclls group discuss ion 

Focus group di scuss ion is an important yet structured di scuss ion in a s111all number of pa rti cipants 

(usually s i~ to twelve); werc guided by moderator or facilitator, talk about topic of spec ial 

importHnce to a pnrticular rcsem'ch issue. Particip:lI1ts were se lected from a 1ll1rrow ly defined to get 

population whose opinions and ideas are relevant to the research. The di sc uss ion was arrangcd 

with process owners, observed and rccorded. Unlike interview, FGD he lps to get an in depth data 

sincc partic ipant interaction wit h cach other is a e0111mon fea ture of FGD. Therefore. 6 people 

were sc leeted pu rposivel\' I'rolll the process owner lor di scuss ion. because thi s group Illembers 

111 USt ha ve had adcquate Know ledge. e~pe l'i cnee of' BPR and to ge t insight on th e readiness. 

bene lit s/s ignificant and challenges of 13 1'1{ implementation. In addi ti on, poss ible so lutions for the 
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groups. 

3.5 Procedure or Data Coilcni (," 

For thi s stud y. First rc icv;J!lI review 1 : ~cr;.Hi. :; ·'2 3 ''':;'.' 

th e topic. Secondly. visilillg (he l , r, i vcr ~; il. )'. "' " 

participant (is per the sampic ,,:;:c il ~ l'; ;c:il g:;)l.r "~ ., '. i ~· 

!-i st clay all interview schcdli~e \v~l S j1i'C:)Ci1t ..:::! 

we re lll(ldC' witlllhc 51c lectcd respcrll.kJll~:. in 1 .. " ._ ... . 

lott l' ry meth od. Tile pilot testing wei'C CO Il (!L :-.·; '': '. ~ ::.: 

matheillatics and N;llu r:ll SCiCIlCC(dcp~lrllll::i1 [ 1:0::-.; ::: 

" ,,' 

. " . 1 

i ,'0 . 

',,, . t . , , 

" 

1993) . (Nullo ll y. 1978 ) :lI'f.'-lIcd (h,!! (l rcli ;i!:: i li!), '); ' :),,; :-1 ':., Iji~. I'.- :· 

alphas all ranked higher lh~l!l O.7{) (;\ciu;lI :;cor;.'s \\'e:\ : {; .7 '}) , ; :~i:; :',l.:l: .. ,,', 

necessa ry oricll ti.l1 ioll to be lilled by t:le r'~~poll(!cnts . 

" ;. 

"1. ; 

. :,.' , 
• I .. . 

. ":'1_. 

':ts 
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3.6 Data analys is 

The ques lionna ires lVere coded and ana lyzed by using slali sliea l package fo r socia l sc iences 

(S PSS) program. II made Ihe compulalion prec ise. dependab le and nOI lime consuming. desc riplive 

stat istics like arithmetic mean. standard dev iat ion and percentage were lIscd to indicntc the ex tent 

or re sponse or n'cqllcncy per each items. Advanced statislicClI tools namely independent two 

sample 1- leSI and I'earson chi- square lVere em ployed 10 sec whelher or nOl lhere exisl d i ffere nct:~ 

bellVeen Ihe respollse givcn by Ihe leaders and .i ob periormers and Ih ose re l8lionships lVe re 

slal islica lly sign ilica ll l or nol. The calegories of Ihe respondents in analysis were used as leaders 

(Top execul ives. process owncr. I3PR leam leade rs) because Ihese groups are more committed and 

responsible lo r Ihe implemelltalioll ol' 13 1'R andjob performers inlhe unive rsily. 

The qual il8l ive da la were obl:lill cd li'om Ihe doc umenls, foc us group discuss ion and semi­

slructured inlervielV was Iranse ribed, edi led and organ ized around Ihe sub topics de rived from the 

resea rch queslions. Further more Ihe dala fro m Ihe inle rview, focus grou p discuss ion, open:ended 

questions and documents we re tri 'lI1gulalet..i. and checked aga inst the quantit[lt ivc ones. 
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CHAPTER FOUR 

4 Data Presentation, Analysis and Interpretation 

In this c h~pt er, the dntn gnthered I'rom leaders (top executives, BJ'R tcam leaders, nnd Process 

owners). Job performers 8nd customers of the university using questionnaire. semi-structured 

intCl'vicw "nd FGD wcrc prcsc nted in tables followcd by descripti on , results and interpretations, 

4, I Chanlcte ri st ics of respondents 

The characteri sti cs of the rcspondents were described in terms of sex, nge, educational 

background, and work experience in years, pos ition in the university. and any training related to 

131'1<, The 1ll3in objectives or thi s secti on of' the st ud y were to prov idc basic background 

inlormation about th e target population or the study, The target group of this study were leaders 

(Top Executives, Process owners, and BPI< team leaders), Job performers ~nd customers, A total 

of' 82 questionnaire copies were distributed to respondents and 87 %(7 1) questioners were lilled 

and returned or whic h 5 1 (62 , 19%) were job performers, 11(1 3.4%) were BPI< team leaders, 

6(7,32%) were process owners and 3(3 ,7%) were top executives, l3ased on the data co llected, the 

gcneral char"eterist ics ol'thc rcspondents of'the st ud y were analyzed as below Table 2" nnd 2b 
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Tab le 2a . Dem ograph ic and back ground respondents 

rercenta 'e ( 100%) 
Sex Male Female Tota l Ma le Fema le Total 

(100%) (100%) (100%) 
Age Below 20 - - - - -

-
20-29 17 4 2 1 23.94 5.63 29.57 
30-39 34 6 40 47.89 8.45 56.34 
40-49 7 2 9 9.86 2.82 12.68 
50-59 I - I 1.4 8 - 1.48 
60 and above - - - - - -

Edtlc~ltioIlH! Grade 12 or - - - - - -
leve l helow 

--' 
Ccrt i licate - - - - - -
holder 
Diploma II . .5 16 15.49 7.04 22.53 
10+ 1 01' 10+2 - - - - - -
I3AII3SC/BED 13 4 17 18 .3 I 5.63 23.94 
MA/MSC/M ED 33 3 36 46.48 4.22 50.70 
I'HI) 2 - 2 2.82 - 2.82 

Pos ition In Process owner 5 I 6 7.04 1.4 I 8.45 
the .l ob perlarmer 41 10 5 1 57.75 14.09 71.84 
university I1I'R team II - II 15.49 - 15.49 

leader 
Uni versity 2 I 3 2.82 1.41 4.23 
president/vice 
president 

Any Tr8incci /cno tl gh 24 5 29 33.8 7.04 40.84 
training Tra i ned/not 32 6 38 43.66 8.45 52.11 
related to enotloil 
I3I'R Not trainecl 3 I 4 4.22 1.4 I 5.63 

As Table 2a shows more than 83% of th e respondents were males . The female constitute only 

16.9% orthe total numbers. Th is shows that the majority ofthe responclents were males. 

Concerning the age range. mos t 01' the respondents in the university belong to the age group 30-39 

we re 56.34%. This shows that it is usuall y poss ible to introduce a dramatic change with such 

people. From the total respondents 29.57% oJ' young sta lT mem bers, who are 20-29 years old. This 

shows that poss ible to create good work culture and introduce 'a dramatic change from the 

begi nning. 12. 68% respondents. who me 40-49 and 1.48%0 1' respondcnt s. who arc 50-59. Thi s 

shows tha t all responden ts were above 18 employable ages in Ethiopia. It also shows that LIndeI' 

normal circum stances. th ey can express ideas related to the study consistent ly and with good 

understanding. So their opinions can be taken as acceptable to the study. 
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Regardi ng th e Educ:n iona l le vel. table 241 shows that alm ost half 01' th e responcknts wcre dcgree 

and dip lomn holders. i.e. 23.94% were lirst Degree and 22 .53% Di ploma ho lders. 

A nd 50.7% of the respondents lVere I'vIA/ I'vISC/ I'vI ED ho lders. Th is shows thnt th e majority o f th e 

respondents were second degree ho lders. 2.82% of th e respondents were PHD, thi s show that th e 

num bers of 1'1-10 ho lders in the university was too small in num bers. 

Concerning th e posit ions in the university, Table 2a sholVs th at 7 1. 84% of the respondents were 

j ob perlo rm ersm PR team s. This shows that the majority o f the respondents were [3PR team s/ job 

per fo rm ers. Thus g ive enough inlo rmnti on about the implementation o f [3PR for thi s study. The 

respondents o f the process owners nnd [3PR tea m leaders were 8.4 5% and 15.49% respectivel y. 

Regard ing an y training rela ted to I3PI{ , T(lb le 2a shows lhal 5.63 % of the respondents were not 

ta ke (l il Y traini ng rela ted to [3PR . As a rad ica l change th at requires new att itude. cOlllmitment. 

effec ti ve cOlllmunica ti on, etc the uni versity errort to wards introducing the change is weak. 

According to the rev iew lite rature. Illany researchers consider training and educati on to be an 

import ant component o f successli il [3 PR implementation (T owers. 1994: [3ashein et al.. 1994 : 

Clemmer, 1994) . 

In add iti on .. 52. 11% of responden ts were tra ined/not enough. Th is shows that the majority of the 

respondents were not tak e enough trai ning. Acco rding to th e .discuss ion held w ith same process 

owners ill th e uni versit y, the train ing given was a kind of orientation conducted for few days . This 

can cause a serious problem wh ile ca rrying out th e reengineer ing process from planning to 

implementation. 40.84% of the respondents we re took enough training related to BPR. This shows 

th at only 40.84% of the respondents seem to have beller per lorm ance although it can't be 

considered as req ui red enough. Almost all o r the respollden ts were 'take tra inings related to BPR. 

Thi s is due to th e lilct that th e uni ve rsity arc change agents that is responsible lo r coordinating 

di fferent reform act ivi ties inc lud ing, the organizati on o f relevant train ings. The more people are 

trained in dirferent aspect o f BPR, the smoother the process o f change w ill be. 
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Tab le 2b. Responde nts expe ricncc 

- Percentat;e ( 100%) 
Sex l'vlale rCllla lc Towl Male f emaic Total 

( 100%) ( 100%) ( 100%) 
In current pos it ions I years 13 5 18 18.3 1 7.04 25.35 

Two 33 4 34 46.48 5.63 52. 11 
yea rs 
Thrcc - - - - - -
yea rs 
4 and 13 3 16 18.3 1 4.22 22.53 
above 

In the uni versity I years 7 - 7 9.86 - 9.86 
Two 15 4 19 2 1.1 3 5. 63 26.76 
years 
Three 20 2 22 28.18 2.82 30.99 
YC(lrs 
fo ur 16 7 23 22 .54 9.86 32.40 
years 
and 
above 

In other organizat ions 1-3 13 2 15 18 .3 1 2.82 2 1.1 3 
yea rs 
4-6 7 I 8 9.86 1.4 I 11.27 
years 
7-10 9 2 I I ' 12.68 2.82 15.50 
yea rs 
i\ hoye 25 3 28 35 .21 4. 22 39 .4 3 
10 yca rs 

In relati on to work experience. Table 2b is shows that 63.39% of the respondents we re 3 and above 

th ree years. Th is im plies Ihat Ihe re sponde nts or the university had adeq uate understa ndi ng of how 

th eir uni ve rsit y is worki ng to att ain its objec ti ve. And 36.62% or th e responde nts we re work 

experie nce or 1-2 years in Ihc uni versity. The maiority 15.5% and 39.43% or thc rcspondc nt s had 

work ed lo r 7-1 0 and grcate r Ihan 10 yea rs respecti vely ha ve work experi ence in oth er orga ni zation 

whil e 2 1. 13% and 11 .27% o f' thc respondents we re exper icnce -o f 1-3 and 4-6 years respecti vely in 

oth er organ izat ions. 

4.2 Planning and Organizing for BPR 

4.2. 1 The Driving force 

As all emplovees are aware of the processes to whi ch Ihey bc long. they may have a greater 

sense of responsibi lity. 

The elTec ti ve ness or th e in tended changc depends on the exten t to which people understa nd and 

recognize it s purpose. The three driving forces by (Hamme r and Champy .1 993)as : customers, 
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compe titi on and chnnge. Customers, compct ition, and changc have crcatcd a New Wor ld for 

business. slich that orgc1J1 islltions designed to operate in one enviroll men t are inadequatel y 

equipped to operate well in anothcr. The number 1, 2,3,4,5 , 6. and7 indicate the powerfuln ess 01 ' 

the driv ing f'orce i.e. I is th e most powerfu l and 7 is relat ive ly l ist. The following tablc summar izes 

th e pressures/ lo rces/rea sons tl10t makc it happen, 

Tn hl c }, Initiators/ forces/reasons o f BPR 
~ Respondcnts 
0 Leaders Job performcrs Pl'ax Sign 

Initiators I{ank Rank 2 (2 -
taile 

Vi ~ "2 ~ ~ ~ ~ ;;; ~ "2 ~ ~ ~ ~ 
d) 

" tr or> '" 1- ~ tr or> '" 1-0 ,~ ,~ 

"Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. "Z. 
I To re- inve nt th e W ;lY 

th ey do work to satisly 00 r-

"" "" "" 00 ": "" the ir costumers 0 or> 0 gj .....: 00 00 - - 0 
r- - - or) , - N .....: 0- - N - 0 

2 To be competit ive 

"" 00 "! 00 "" 0 on 0 ;;,; 0 0"- - 00 00 00 ~ N "" ,~ or> - ~ .....: r- .....: ,~ 0 
, 

To Survi ve and be J 

Success I'ull in the long 0' 0 

"" 00 00 0 ' 1" 0 
0 or> 0 0' - c- oo - 0"- 0-

~ 
<:> 

"4 
Icrm ,~ on or> 0 or> r- ,~ ,-i 0 
Government re Itll"lll 0-

need 
,~ '" ": 00 00 or> "" ~~ ~ 0 0 ~~ 0"- ,~ 0"- - 0"- - 00 N 

on ,-i or) .....: 0 
5 Customers needs and 0"-

expectat ions r- r- I'! '" "" 0 0 0 or> ,~ 
00 00 00 or> 

~ 
N 

~ 
0 

I' ,~ - ,~ or> - .....: 0' 0' - 0' 0 

6 To cu re system ie 
process and or) 

00 "" - "" 0-

behaviou ral prob lems or> or> 0 or> 0"- - r- oo 0"- 00 ;;;: '" -
(" or> or> or> ,~ ''-; 0"- or> .....: 00 0 

7 Stake hol ders need 00 0 

"" on '" 1" 0 
0 on 0 ;(' 

00 00 gj ,~ 00 .....: ~ 
0 

1" 1" I' on or) 0' 0' I' 0' 0 -df - G. e.;eept row) dl - 7 

In the above Tab le the dr iv ing lorces/ pressures/ reasons for ini tia ted I3PR in the uni vers ity were 

ranked by leaders and j ob (1cl"l'o l"l11ers. Acco rding to leaders: To re-in vent th e way they do work to 

sati sfy thei r costumers. Governmcnt relo rm need. To Survive and be Success fu ll in the long term, 

Customers needs and e.xpcctations, To be competitive, and Stake ho lders necd were ranked I " 

.2"".3'" 04 '10 ,5'10 ,6'10 and 7'10 respective ly and according 10 j ob per formers; Government reform need. 

T o re-i nvent the way th ey do work to sa tisfy their cost umers, To be compet i ti ve, Stake holders 

need, Customers needs ane! expec tations, To Survive and be Success ful l in the long term , and To 

cure systcmic process ane! behav ioural prob lems were ranked as I " ,2"" .3'" ,4 '10 .5' 10 ,6,10 and 7' '' 
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respect ive ly. This implies hoth responde nts had the reason l'or th c change occurred in their 

uni versity . 

Pearson chi-square l'or the Signili ca nee of the Differcncc bctween the two groups was done to 

check the agreemen t Icvel of the two groups ofresponcients . Thc resu lt obta ined showcd that with 

th e exception of item 1.4 and6 the p-value are less than 0.05 and, therci'o re, the difference between 

the two group of responden ts is stati sti ca ll v significantl y different at 95 percent confidence 

interva l. Thi s implics th at there was no agreement between the responses give n by the respondents 

or the two groups with n:ga rding: To be cOlll petitive. To Survi ve and be Success rull in the long. 

term. Customers needs an d expectat ions, and Stake holders need. I-Ience. rea sons/pressures/fOl"ees 

that make reengineering to happen be mi gh t not be we ll recognized by both gro ups of respondents. 

Thi s mi ght be come !'rom lack knowing th e knowledge and concept of OrR and the dynamic 

natu re or world or work. 

On the oth er hand , with regard ing item 1,4 and 6 degree of freedom at 95 perce nt confidence 

interval. the assoc iated p-va lues we re l'ound to be greater than 0.05. This implies that there was an 

agreement bet ween the responses given by the two respondents or is not stati stical Iv siunifi canth' 

diffe rent be twecn the two groups in perception regarding government reform needs. to re-invent 

th e way they do \Vork to satis ly their costumers. and to be competi tive in the university. 

M oreover. accordin g 10 interview gu ide with leaders sn it! that the reason th at initiated BPR in the 

uni versit y is that. nli sill CSS Ilroccss R('en gineering (!1 11R ) whi ch -will be taken lip as a tool for 

in st itutional tran sforillation, l3t1 sincss process Re-engin eerin g as a menns ofdramMic improvement 

01' sc rvi ces in tcrm s 0 1' quali ty. time cost, etc., which helps to dcsign new proccss that transform s 

DD U into one which chal lenges th e ex isting asslimptions, way of doing things, organizat ional 

structure and all traditional approaches of' se rvice delivery. Another aspect of recngineering a 

process is to see and compare how 2 1" century universities act to deliver their services and ho\\ 

DDU is doing vi s a vi s customers and stakeholders interest and expectation. And it is obvious that 

to meet and exceed the cu rrent need and ex pectation of the customers. 

4.2 .2 O rgall izatio ll a l readillcss 

Ensll rin g organizational readiness for change is a pre- requi si te to engage to a change process 

leadi ng to success . Some or the readiness fac lor lead ing to Sliccess include: having clea r vis ion 

abou t the change. leadersh ip commitment. stafr supportive for change, organizat iona l self' 

assessment, stalT will ingness to lea rn , and effort of allocating resources to support change. Table 7 
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be low summari zcs th c rcsponscs 01' Icaders and th e job perlorm ers on th e readincss leve l' or th e 

OO U related wi th the above read iness factors. 

Tab le 4 The re<ldiness Ii,ctors or8PR 
No Itcms I~e s ponde n t s t-t est Sign(2-

Leaders Job perform ers tailed) 
N Mean Standard N mea n Sta nd ard 

clcviat ion deviat ion 
I Clear vis ion 20 4. 15 1.14 5 1 4. 18 1.05 -0.93 0.93 
2 Leadership 20 3.95 1.27 51 2.S 1.27 4.29 0.000 

co mm i t men t 
3 Sta rr supporti ve lo r 20 J.t .97 5 1 3.82 1.2 1 -2.39 0.02 

change 
4 Organ izat iOllal sell' 20 3.3 5 .99 5 1 3.4 .92 -0 .25 0.80 

nsscssmcnl 
5 Starr wil lingness to 20 3.4 .94 5 1 2.8 1.36 1.79 .076 

lea rn 
6 EITort or allocati ng 20 2.8 .89 SI 2.6 1.29 0.55 0.59 

resources to support 
clwnge 

0 1 = 69, AV. mean < 3 low, A V. mean = 3 l11ed llllll , A V. Mean > 3 h'gh 

As indicated in Ta ble 4 both group of responde nt s rated orga ni zat ional readiness ror it em No 2.3 

and4 as high (AV . Mean > 3). Thi s im pl ies th at the uni versity have a clear vision. stalT supporti ve 

lor change and organ izati onal scll' assessment that lead ing to succcss and May properly fu lfi ls the 

necessary pre-req uisite for underta king BPR. 

Accordi ng to (V. Th~"g" r' t. i" n and ;\Ii Khatib i. 2(04). 1(,,' rccnginee ring tn be success ru l and a 

tha i al l \\"ill he aimi llg towards the sall1 e go;d. Every (l ll e in th e organi sat i()ll Ill ust he able to 

v i s ll a l i~c and sec \\hal is (k' si rcd 50 that all signilk :"II1 1 dc.cisions and ac ti ons \\i ll bring the 

org;lIl i"atioll a lillie clo:-;c r 10 11l :11 vi sion. \Vithoul [I vision an organisat ioll will he confused and 

Lf Il! {)(': lI scd, 

Oll the other halltt. ill the same Tab le regard ing item No. (, both group or respolluent s rated the 

rcad iness IftC10r '" 1(\\\-( /\ V . Mcall < 3) . Resources inclu dc l11 (' n. money. illlixmati on. lilcilities and 

CqUiPl1 1C llt I1 cc('ssar) 10 achil' \ 'C' L' ilangc, \V jlholll resources the people \\ ill hecoille \ cr) fru strated 

\\ jl ll the Illi.lllda !e to change alld the e,\pectatioll will be seell as qui te ull realistic. Th i ~ illiplics that 

the uni versi ty I11" Y ll ot pnlpe rll' I'ul li l the necessury pre-rcqui site lilr un de rt ak ill g BPR wi th rega rd 

to U'l\lrt of ali oca ting resources to support change. 
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In connection to the ~bove ~ccording to (Thomas. 1994; Cooper and M~ rku s . 1995; Bashe in et al.. 

1994) As BPR results in dcei sions being pushed down to lower levels, empowerment of both 

indi vidunls and tcams becomes a critical fac tor lor success l'ul rWR erlorts since it estab li shes a 

culture in which stalT at all levels Ice l Illorc responsible and accountable and it promotes 'a se ll~ 

ll1anagement and co llaborative teamwork culture. Empowerment means giving people the abil ity to do 

their work: the right information. the ri ght tools. the right {1,(lining. the ri gh t environment. and the authority 

they nced. In lormalion syslems hclp empowcr people by providing information, tools and lraining, bUl lhi s 

IlHl)' not be we ll clone in the university. 

For Ihe readiness "Iclor il em No. 1 and 5 Ihe leaders were ra ted as high (A V. mca n >3), but Job 

pe rfo rme rs wcre raled as low (A V. Mcan <3). Th is imp lics Ihere is a problem of leadership 

CO III III itlllcnt. Sta IT wi II ingncss \0 learn the ll C\V change ill th e un i ve rsity. 

The problem of Sin 1'1' wi llin gness 10 learn. is due to it may be lack e lkctive cOlllmunicat ion, th e 

elTeel of trad iti onal work cu lture and resista nces. In connection to thi s. Diffe rcnt autho rities have 

idenli lied differcnt reasons why people resist change. For instance. unce rtainty th reatened se lf 

in terest. dilTerenl perceptions. and fceling of loss (GI'iflin, 2000): rational reasons like additional 

work load. ri sk of cr iticism. uncertainty and inte rference with existi ng plans: and irrationa l rea sons 

wh ich ha ve no obv ious bas is so that cl ifftcult to ide nti fy. P~radigm changes cause such 

ullconscious resistance like rejec ting new ideas with out careful consideration or unwill ingness to 

recogn ize the inllucnce oflhe chcll1ge. 

(1Iammcr and Champy, 1993)Commitmcn t and leadershi p in the uppcr echclons of management 

are olien cited as the most importan t lilctors of a success ful BPI< project. Leaders hi p has to be 

elfect ive . visiblc ~nd creati ve in thi nking and understanding in ordc r to provide a clea r vision of 

Ihe future. Thi s vision must be c l e~rly commun ic~ ted to a wide range o f employees who thcn 

become in volved and mot ivated rather than di rect ly guided. Commitment to the change mu st 

constant ly be secured I'rom scnior managc ment throughout a BI)R projec t. But thi s is not IVc ll 

elfeetive in th e university. 

Therefore, regardi ng the above assumpti ons and others the un ivers ity may be inadequate In 

changing the traditiona l lVork culture. att itude, va lues, etc oftheiob perfo rmers. 

T-Test for the Significa nce of the DifTe rence between the Means of Two In depende nt Samp les. A 

I- test was done to show the agreemen t leve l orthe two groups of respondents. The resu lt obtained 

reveal that, with the except ion of items 2 and 3 the p-value are greater than 0.05 and. therefore, the 

clilkrence between Ihe IIVO means is not statistical ly signi fi cantl y different from zero at the 5% 

level of signi licanceiat 95% confidence interval , i.e. there was an agreement between the response 
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given by Ihe respondenlS or Ihe IWO group. However. in ileill s 7. and 3 p-va lnc is 0.000 and 0.02 

re speclively whicb is less Ihan 0.05 and . Ih erefore. the dil'k rcncc bClween Ihe IWO means is 

slali slieali v signifi eanll \' dil'f'crenl in response of Ihe Iwo groups. For ilelll 3 !he re sponses of job 

pe rfo rmers are sprend out over a large range or va lu es th an leaders (standard deviation of job 

pcrlorillers (1.21) gra lcr Ihan ';IHndard dev iat ion o f leaders (.97» 

4.3 Pl a nnin g, Unde rstandi ng th e cur rent process, an d Redes ign phase fire 

the pri ma ry activit y hefore embarking ill I3PR implem entation, 

4 ' .J. PI Hnning pha,,'s or IWI~ 

Planni ng and Preparation nrc vital f~lcto rs for allY act ivity or cn:nl to be s ll ~cl~ssfu l and 

rccn gincer ing is no cxcepli ~)I~. Defore goi ng to implementation phase planning the j1rim:II,)' "c livit)' 

in underlaking 131'1{ projeels and al so bcfore allell1pling rc',ngineeri ng. Ihe queslion ' Is BI'R 

nceessary?' shou ld be asked? There should be a sign iliean l need lor Ihe process 10 be 

reengineered. The olhc r ph"scs of I3rR depend on wlWIIVC build allhis slage . 

Table below sllll1lllarizes Ihe responses or leaders and Ihe .job perlorll1crs 0 11 Ibe planning phases 
IlPI{ in I)I)U relaled wi lh Ihe plannillg aclivilies. 

Table S. I'I ;lI1n;n~ aClivilies 01' BPI{ 

[LC';;dcrs=--- __ [-,ul:;-p;'-IO'1nC-;:S- - -
'"NO-[II-.:;;;;:-- ------- - -.-.--l-- -- --- R~sponde~,ts--H------- ~l- ICst Sign{2-

ta il ed) 

I
r N ~ Mca n I S l a' ~d a rd I N [ l1leanT Stan ei ard 

dcvla l,on ''t de vialion 
'l.T - T't;;";~"i " g- ----- ~;;;~ip(j - 1 4.05l l.2} 5-[ 4. 11 1. 26 -- -- --.205 -· .838--

prepamlion fiJ I' 111'1{ I 
..£!:Sl lcelS 1 I 

iT Deve lop vi sion ;;;JTIO~95 1.32 51 3:71---114"--- -'778 1 .4}9--~ 
strMeuic objective I 

I .3 To p -;';;-;;-;;-g"",,-,,-, C-"-lI- ,I--' "-2-'-() + 3c-.""C2""CS-I---c. 9-,1----+.,-5 -I + 2:-:. -'-S,-'-8 1-. -I 0----1---c, ,-)6'"'<),-------+1-. "-,3 -'--J 6: 

create eOllducivc I I 1 I 
envi rol1m ent for 

I 

recilginecring to occur I 
1--c---:-t--':-':-'-'-"';'-:-:"-',---':-"--''---'-',,-'----l---::-::-i--:c-::----l-:--::-:----+--:-:-+::---:-:--1-.,----.-- - - --

1.4 Idenliliecl Ihe euslOll1cr 20 3.8 1.01 51 3.45 1.05 1.270 
~~i ven o~lee li v~ ___________ ___ ___ -:-;- _ 

1.5 Inlegralion 01' 81'1{ 20 3.4 .88 5 1 13.86 
strategic planning in \0 I ' 

1.1 1 -1.662 .101 

th e strategic vi sion or J 
L_ Ihc organ izali on. I ~~~ __ -L__ _ ____ J 

DI - 69. A V. l1lean < 3 low. AV. Illean - J med lul1l. AV. Me"" > 3 hi gh 
AS indicated in table S. with the exception or item I J both group of respondents rated the planning 

aeli vil ies for ilel11 No 1.1.1.2.1 A anel 1.5 as hi ~h (II. V. Mcan > 3). This il11p lies Ihat ill Ihe 

uni versily cuSlomer dl'ivcn objeclives were idclllilieel. Ihe vision ,,"ei ~.Iraiegi c objec li ves lVere 

deve loped. and [3PR strateg ic pla nning \\'L'rC integrated in 1u the slr"icgil visio ll ol'llll' urganizati on 
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anci attention is give n to the planning anci preparation of [3PR. Moreove r it acce lerates th e 

implcJllentation or I3PR. Il owcvc r. regarding item 1.3 leaders were rated as high (/\ V. ll1can=3 .25. 

but .i ob pcrformcrs we re ratcd as low (A V. mcan=2 .98). th is ililp lics the 101' management may not 

enec ti vely create a conducive environment 1'0 1' reengincerin g (0 OCC lIl'. 

II t-test was donc to chcck the agrccmcnt Icve l of thc two groups or rcspondcnts. Thc res ult 

showed that at 95 perce nt conli dc nce interva l the assoc iated p-va lues fou nd to be grater than 0.05 

and there fore it is not stat istica lly significance difference between the two groups. This implies 

thattherc was an agreemcnt betwccn responses given by the respondents of the two grou ps . 

.f .3.~ LJ IHI<"rstll lid ill }!, As is prol'ess 

Belorc the reenginee rin g tcam can proceed to redes ign th e process. th ey should understand th e 

e.\ isti ng process. Understanding process is the foundation on whic h th e redesign phase is builds on. 

According to (M uthu et al.. 1999) As-Is processes re fe rs to thc current processes that take place in 

all organization. Before tile rccilgincering tC.:l1ll can proceed to redes igning the process, they should 

understand and fo rmall y documen tthc ex isting processes. 

Table 6 below summarizes the ex ten t to which the uni ve rsi ty has done the understanding activ it ies. 

given by the respondent s or the two groups wit h regard to the li sted act ivit ies. 

Tab lc 6 Understanding act iviti es of BPR 
No Items Respondents t- test Sign(2-

Lcaders Job performers tailed) 
N Mean Standard N mean Standard 

dev iation deviat ion 
2. 1 Dcfinc and Idcntif Y 20 3.80 1.19 51 3.8 .98 -.014 .99 
2.2 Idcntity process 20 4.3 0.87 5 1 3.94 · 1.26 1.1 7 .25 

act ive 
2.3 Sct Perrorl11(ll1ce 20 3.4 5 1.28 5 1 3.63 1.1 7 -.56 .58 

\loa ls 
2.4 Measure current 20 3.9 1.07 5 1 3.28 1.1 9 2.4 3 .018 

perform ance and 
2.5 Idcnt ity Sources of 20 3.5 1. 10 51 3.09 .82 I. 76 .082 

pathologics and 
deter 

2.6 De ve lop val ue 20 3.2 1.19 5 1 3.5 .99 -.9 1 .37 
driver understanding 

2.7 Problems of 20 4.05 1.09 5 1 3.61 .94 1. 7 .094 
Customers (S take 

2.8 Level of Sa ti s fac tio n 20 3.05 .76 SI 3.24 1.1 2 -.68 .50 
ident i licat ion with 
the 

2.9 Understand and lo r 20 3.5 1. 00 5 1 3.2 .99 1.2 I .23 
2. 10 The processes that 20 4.05 I. IS 5 1 3.4 .8 1 2.66 .010 

need to be 
reenoincer 

Of = 69. A V. l11 ean < 3 low. A V. mea n = 3 med ium. AV. Mean> 3 hi gh 
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/\ 5 sho\\'n in ta ble (,. bOlh gruup 0 1' rc sponcicnts re pl ied that w itil rega rd to the i ten , li sted as high 

(/\ V. mean>3). T his impl ies tha t the understandi ng phascs were wel l done. T he main obj ec tive 01' 

th is phase is to identi fy disconnec ts (anythin g that prevcnts the process from achiev ing des ired 

resul ts and in parti cular inform ation tra nsre r be tween orga ni zati ons or people) and va lue adding 

processes and al so done in DDU. Hence it accelerates to redes igning phase . 

Accordin g to the intervi ew guide from lop executives and team leaders with regard to "To what 

ex tent th e co re process Hnd supponi ve process identifi cd in the university?" they responded as 

currentl y the Univcrsit y exerc ised l3usi ness Process by c lass ify ing the process as 2 major core 

process and 4 supporti ve process i.c. The cure proccS5 are T eaching-Lcdl'ning. Techno logy and 

Rcscarch. W here as the supporti ve process include: Resource General iza ti on. Compound service. 

Il uman Re sou rce Ma nagement and Studen t Services. Each corc process and su pporti ve process 

were broken down to ma ny sub- proccss ac ti vi t ics and for each se lec ted processe s. a set 01' 

perlorl11ance goals were developed. 

In co nnection to these issues, as it was observed from th e documents of BPR in the Ll nde rs tail dill ~: 

phases team employed va ri ous techniques to understand the exist ing situation o f th e process and to 

identily th e need and ex pcc tati on 0 1' customcrs. Sorn c o f the techniques IVcre: [3 l'<,instormin g. 

I nlerv i ew~; . Qucstionn8ire. Literatu re rev iew and personal experiences. T IlliS the un iversity give 

much emphasis was given 0 11 understanding As IS processes . 

/\ t-test was done to check the agreemcnt levc l of the two groups o f responden ts. The result 

showcd that w i th the exception o f item 2.4 and 2. 10 at 95 percent confidence interva l the 

assoc iated p-va lue we re found to he greater than 0.05 imply ing th at there is not stati sticall ) 

sign i li can t di IT,: rcnc e he tween th e responses o f the two groups. However. w ith rcgard to items 2.4 

and 2. 10 since p- valuc is less than 0. 05 ancl there lo re, the re is stati stica ll y signifi cant di ffer 

bctween th e responscs of'the two groups. Because th e respon ses o f leader were spread out over a 

large range 01' values than .job I'er l'o ,.,,,ers (the calculatcd standard 'deviati on rrol11 mcan of Icaders 

grater than j ob pert'orm ers) imply ing th at th e two activiti es wcre more exaggerated by leaders . 

4.3.3 Design To Be process 

A t th is stage, depend ing on the customer rcquircm ~ n ts and the capabi li ti es oC the current process, 

either the current process w ill be ree ngineered for breakthrough im provement or. if the curren ' 

process can' t del ive r thc rcqu i:·emcn l. a new process tirat can del iver t!,c custome r. nceds w ill be 

designed I'rom a blan k shee l or papc ... 
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Table 7. bel ow sUllllllari zes th e ex tent to which th e uni ve rsit y Iws done th e redesign activities. 

given by the respondents of the two grou ps with rega rd to the li sted activities. 

T II 7 D iI l C CS IO III ng. (let I vI! les 0 rBPR 
No I teills Respondents T Sign(2-

Leaders Job per ronnel's tail ed) 
N=20 N=5 1 

Mean Standard Mean Standard 
deviation 'deviation 

3. 1 Ik nchma rk i ng the process - 2.85 1.27 2.9 1.45 -0.14 1 0.89 
l1 eneh Markin g 

3.2 Deve lop a c lean slate process 3.65 0.95 3.6 1 1.00 0. 168 0.867 
design 

3.3 Ide ntilY IT anci Orgililizational 3.9 0.91 3.35 I. I 8 1.8 63 0.067 
jmp li ca ti on for new process 

3.4 Generate redesign initiati ves, 3.75 0.91 3.6 1 1.06 0.528 0.59 
3.5 Specify changes req uircd 111 3.95 0.78 3.51 0.88 1.966 0.053 

prClctices, orga nizational 
structures and in lorrnat ion 

~ J. 

svstcrn 

Iden tify the performance 2.05 0.95 2.09 0.81 -0.2 15 0.83 
criteria for redesign process 

3.7 Model and validate the " to be" 3.65 0.88 3.78 0.97 -0.54 1 0.59 
process - - -

3.8 Estimate the perfOl"ll1<ll1ce of 3.7 I. 13 3. 14 1.09 1.93 0.058 
redesign process --

DI' = 69, AV. mean < J low. A V. mean = 3 medium, A V. Mean > 3 high 

As indicated in Table 7. both groups or respondellls rcp li ed to the items listed as high (A V.mean>3) except 

items 3. 1 and 3.6. Th is implies that the redesigning phases were we ll done. However. as it is observed in 

item I 01' the sallle table both respondent gl'Oups rated as low (A V.lllean<3). Thi s implies that in DDU the 

Llnderstanding acti vi ty or I3cnch lllnrking the process - l3encll Marking wns nol \vell done. 

According to (Jones. 1995) ex plained how benchl11arking helps to identify and el il11inate non 

val uc- added \vark. Benchmarking is a popular techn ique that an organization/ a company can use 

10 compare its pcrl'ormancc willl other be st-in-class perlorilling organi za ti on/ companies in similar 

industries. Com bin ing benchmarking and recngineeri ng ensures that the best practices are in use 

and helps a linn seek out and el il11inate steps tlwt waste resources. Benchl11arking is the 

compari son or co re process performance with other components of the organization (internal 

benchmarking) or with leading orga ni zations (ex ternal benchl11arking). There fore . benchma rk ing 

is a key too l far pcrl'orl11ance improvel11ent because it 'provides "rea l world" models and reference 

points 1'01' se tting al11b itious il11provement goa ls. But DDU in contrary to th is processes . 

A t-test was done to check the Significance of the Dirre rence between the two respondents. The 

result obtained indica te that at 95 perce nt confidence inte rva l th e assoc iated p- va lue can be 
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9 

10 
II 
12 

'JJ 
14 

As ind icated in Table 8 above. both respond en ts groups replied to all item s except 2.7, 2.9, and 

2.1 4 li sted above as good (i\ V.mean>3 ). This implies that th e preparations of implementati on 

phase were well done. However. lo r items 2.7, 2.9, and 2.14 were rated as hi gh (AV.mean >3 ) 

and low (i\ V.mean <3 ) by le:lders and job perfo rm ers respecti ve ly. Th is may be the leaders 

wcre biased to th em se lves to disc lose the ir limitations or it may be a communica ti ons gap 

between leader and job performers. Thus the implementation activiti es of Establi sh problem 

resolut ion process, Necessary preparation far pilot test ing, and Plan to manage the change 

process were poor or not we ll done. 

/\ t-tcst was cmpl oyed tn check wheth er tile two grou ps are stati sticall y sign ificallt or not. The 

result showed that with the exception or items 2.6, 2.7, 2.9 and 2. 14 at 95 percent confidence 

interval the assoc iated p-va lu es found to be grater than 0.05 and there fore it is 11 0t st(l ti stically 

signili canee dilTe rence betwee n the responses or the two groups. 

II. Wha t was im plemented and to what ex tent it was implemented by BI)R summarized by 

respondents of the two groups by 5= ve ry good, 4= good, 3=fair, 2= poor, I = very poor to the 

fa llowi ng li sted activities in the Unive rsi ty 

a e T bl 9 I m p emente d activities 0 fB PR 
Items Responden ts t-te st 

Leaders Job perfo rm 
N=20 N=5 I 
M SD M SD 

Tangible goa ls and objectives developed based up on 3.95 .99 4.02 .96 -. 274 
th e vision 
Reengineerin g opportun ities are ident ifi ed and 4.25 .079 3. 84 .83 1.87 
prioritized 9 
Core processes have been defined and mapped 4.3 .80 3.77 1.07 2.02 
New measurement s methods analyzed and selccted and 3.95 .83 3.37 .87 2.55 
Projec ts are selectcd lo r pilot testing and pi lot testing 2.6 .82 2.49 1.16 

.388 
co nciucted 
Design tea m members arc trained in process analysis a 4.2 .83 3.98 .93 .922 
BI)R C0J11 I11 LJ J1 ica t ion program developed me ssage 3.75 .97 2.73 1.2 

3.40 
delivered and communication effe ct ive ness assessed. 
It support fo r BPR process created. 3.45 .89 3.82 .87 -1.6 
Final readiness assessmen t for imp lem entat ion 2.75 .91 2.5 1 .78 I. I I 
conducted. 
Orga ni ze wide and process speci fic vision deve loped 4.1 .912 3.6 1 .89 2.07 
Poten tial implement at ion barri ers iden tified and ways 3.4 1.19 2.02 .84 5.53 
Tasks are perlo_rlll ed as a teams and organized as proc 4.1 .72 4.08 .96 .091 
[3ureHueratie st ructure is min imized 3.25 1.02 2.09 I. I 2 3.99 

The li se of IT 111 leach i ng-I earning processes and 3.5 1.24 3.26 .94 
.905 

research were integrated 

Df - 69, A V. mean < 3 loll', A V. mean - 3 medlL1l11 , A V. Mean > 3 hl gh 
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Sign( 
2-tai ) 

.78 5 

.065 

.04 7 

.01 3 

.69" 

.35 9 

.001 

.1 09-

.27 1 

.042 

.000 

.928 

.000 

.369 



:\s illdic;lIl.:d ill 1';lhk q. both groups or responden ts replied to the items listed as high (A V.mean>]) 

e.\Cepl 5. 7. 9. II . and 13 ilems. This implies Ihm wi lh rega rd 10 ilems 1. 2. J. 4. 6. 8.10. 12. and 14 

were good implement ed. However. both group of responden ts replied to items 5. 7 and 9 as low 

(AV.mean<J). Th is i lllpli es pil ot tes tin g. 131'1< COlll lll lllli cal ion program deve loped message delivered 

alld cOllllllunication elTccti vcncss assessed and rina l readiness assessment for implementation were 

nOI eonducled. 

Accordi ng to review li te rature. Pi lot test ing is an effect ive --and usually neccssary--tool for 

mov ing the organizati on success fu l ly to full implementation. Regard ing how to implement a 

success l'ul p.i lot testing and enha nce people' s commitmen l.( L idon. 1994) stated that, if an 

organ iza tion is cO lll mitted 10 clwn ge and use a pilot to learn how it s chnnge will work. it needs 

to in volve Illan people. not j ust those in a pil ot. To change an orga ni za t ion. th e more people you 

can in volve and the " ,ster you can help them understand how the system work s and how to take 

responsibility fo r makin g il work belleI'. the fa ster w ill be the change. But in DD U thi s is not 

conducted. there l'ore it arlcetthe I'ull -scale implementation o r BPR in the unive rsity . 

On th e other hanel , with rega rd to items 7, II and 13 j ob perform ers responded as low 

(/\ V .mean <3) and leaders responded as high (A V. mean >3). T his impl ies that the leaders may 

be biasC'd to th emsd vcs or a com illunication gap between leaders and job perform ers. 

Organ iza ti onal structure shou ld be llexible enough to enable BPR in term s of its encouragi ng 

cn::ll ivity and inllovalivcllcss in the organizat ion . Therefbre, tlie need fb I' less bureaucrat ic and 

more parti c ipa ti ve organizati on is obv ious (A hmad et al. 2007). (M eAeiam ,2003) suggested that 

organizations should implemcnt less bureaucracy to avo id 11,i lu re of I3I'R implementa t ion. But 

in [)I) U Ilurcaucrnti e structurc may not be m inimi zed. 

A t-test was employed to check w hether th e two groups are stati sti ca ll y signi fica nt or not. The 

result showed that with the except ion o r items 3. 4, 7, 10, II , 13 at 95 percent confidence 

intcrval the associa ted p-va lues l'ound to be grater than 0.05 and there l'o re. th is imp lies that it is 

not stati sti ca ll y significance di f feren ce betlVecnthe responses o f the two groups. 

4.4 The Eva ill alion of BPR Implementation 

A process ca nnot be recng ineered overn ight. A ve ry vital part in the success o r every 

reengincer ing efl'ort lies in improv ing the reengineered process cont inuously. T he lirst step in 

thi s ac tiv it y is moni toring. Two thin gs have to be monitored - the progre ss of ac tion ,mel the 

57 



r~su II S . I'~rl 'orm a n c~ moniloring and measuri ng IS usc rul nl I3rR illlplcmcnialion 10 make 

approprial e adjuslmcn ls while neccssary in Ihe processcs. 

The I(, !lowing Table summ ar i7.es Ihe responses of' Ihe 111'0 groups wilh rega!'ded 10 Ihe li sled 

acti vities by rating: 5= strollgly agree. 4 = Agree, 3 = undecided. 2 := disagree. I == strongly 

disagree 

Table 10 The evalualion 'lcliv il ies or l3 PR ill'p lemCnlalion 

I Leaders Job pe rl'orlll I lll ilcd ) 
N=20 N=5 1 
~~~r~-+~~-ro~~ 

No Il cms I - Respo ndenl s I-Iesl -lSi!;n(2-] 

Mean SD Mean SD 
f-JI-G:O;-u-;-ic-;-k-,d:-;-b-y----:-M-,-o- ,-c, ic--IO- ,"C·i ,-,,,-, - ,-,,-,(;--1 -e-v-,,'"'It-,a-Ie-' d:-f-:::-2"'.8C"--"+ 7I'O.O"'6+-;:2"'.3c;5=--1 1.25 1.<-1 16 .161 

~'~"~1 ~~ _________ ~ ____ -;--__ ~~~~1-~-+~--'-;-~~~~ ____ -+ _____ __ 
~ The I'erl 'orm ll ncc c" n be eval ualed n' 3.05 I J 6 2.1 8 1. 28 2. 550 .0 13 

quant itati ve or qualitative aspec ts. 
~-r.~~~~~~~~~=-'~~~~-~-----~~'+-----1---~ 

3 The Iccd back rrom cUSlomers provides 3.05 1.23 3.1 8 1. 55 
Ih e opin ions on Ihe qualilY or produ els -.3 27 .745 
and se rvice deli ve red 

~-+~~~~~~~~~---'---'~~-+7~~~~-+7-c~-+~~'-'~----~------
4 The wo rk ers can provi de on Ih e bcnciil s 2.95 1.1 5 2.57 1. 38 I 

or dclick ncics or th e redesiglled 1.09<) .276 
process . . I 
The mllnage lll eni should compare Ihc 3. 85 .875 2.82 r-i . .l 7 ----~-- : 
resull willt Ihe objec li ves and goa l }.I I () 1.003 J 
prev ious sci I . l-- .--h.---!-------------
The progresso f' acl ion :lnd lheresuli arc 2.85 I .0SS I V IS l . i5 I . « I 'I' 1- 8 ~ 

. I I I I I - J • / 

' : 'I~~" :;;:'~'(:l gem e nl sl",uld provide care -4-1---f-:<jZ;:;-r .3 2 6---!-i 5T-t~~j~~---111 ~~23-- I 
l'or Ihose who Can nol adap!....__ rt ~ , 
Con lin ual improvemenl mec ha nism 2.5 I.:iS i' 2.86 1 -1~4. 7 -.955--_

l
i'_.3 ... -._i-_' --___ _ II 

was introduced. _ _ 

5 

7 

8 

DI - 69, /I V. mea n < 3 low, /I V. mcan -. 3 mcdl um. i\ V. Mean > 3 Ili gil 

/I s indica led in lable 10. bOlh group o r rcspondents wcre ral ~d high (AV. mcan >3) only for 

ilcm s or 3 and 7. Til is implics Iha l Ihe ma nageme nt silould prov ide care l'o r lilose who can not 

adopi andlhe Iced back I'rom cuslomers prov ides Ihe op inions on lil c ctua lilY or Pl'Oci UCIS and 

scrv ice dclive red. 

Since. customers (Ire the rca l ll sers or the business process: their sati sfnction ", ith the new 

process is an impOrl anl indc., l'o r eva lualin g Ih e success a i' a 8 1' R projec t. I lowcve;-, both group 

or responcienls were raled as low (A V.mean<3) ror ilems 1,4 , 6, and 8. Tilis impl ies thai the 

emphasis given to moni toring and eval ua tion of 13 PR vIas ;e:;s . Since bOih disagreed with the 

accomplishmenl s or lhc aC livily 1. 4. 6 and 8 

"'" _'0 



On the othcr hand, rrom it ems 2 and 5 ol' Table 10, for both it ems were rat ed as high (AV.mean 

>3) and low (i\ V.mean <3) by leaders and job pcrrorm ers respcc ti ve ly. This migh t be the 

leaders di sc lose their limitations or th ey we re biased to them selves. 

A t-test was cmployed to chcck whethcr thc two groups are stati sti ca lly signi lican t or not. Thc 

result showcd that wi th th e e.,cep ti on or items 2. 5, and 7 at 95 pcrcent conlidence inte rva l the 

associa ted p-values Il)und to he grat er th an 0.05 and the re lore it is not stat isti ca ll y sign ilicance 

clilTerence between th e responses or the two groups. In the same tab lc. lo r itcms 2 and 5 the 

re sponsc given by the two gro ups wcre difrerent (p-va lue less than 0.05) bccause of the abovc 

mcnt ioned rcasons. But lor item 7 both groups ratcd as high (i\ V.mcan >3) and the rcsponse 

give n by th e two groups we re dil'ICre nt (p-valuc less than 0.05). Th is implics the responscs 

given to itcm 7 were marc exaggcrat ed by leaders bccause the responscs of the leaders wc rc 

more clustered closely around the mean. 

4.5 Achievements or Benefits of Business Process Reengineering 

BPR brings num erous beneli ts to organizatio n s a nd companies in which it is 

imple m en ted. Success ful BrR projccts may Icad to severa l benelits in differe nt areas of 
/ ' . 

bu sine ss conce rn s such as cli stonicr sal i s l~ction. time to market. lill le to service. empowerm en t 

of human resources. an d erlcclivc management.. Management lIsually mi sses the proper 

consideration or the be ne lits or I3I'R (Rai and r ape r, 1994 ), lead ing to redu9ti on in their interest 

and eommitmcntto BrR enons. 

Table I I below summarizes the rcsponses of Icadcrs and thc job periormers on the 

ac hievement leve l of BrR with rcgard to the li stcd beneli ts by (Rating: 5= highly 

improved, 4= improved , 3= som e what improved , 2= less im proved, 1 = not 

improved) . 
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. - ... 
No Items R~!'j1o!lde nts '---J-t-tcSl -' 

Leaders ' J ' I' 1 ou per orm~:rs 
N Mcan SD --I- N . Me"n_!_ SO ____ 

~ Incn'HSC clTcctivcllCSS 

1.1 Customcr sa ti s l~l c ti on 20 3.8 1. 151 51 2.8 --j=~~3 ~_5 
1. 2 Deliver hi gh quality 20 3.25 .95 1sTr-:J:oo jJ,_U_~ ___ 
2 Iml)rovcl1l cnt o rga ll iZ;l t ion a I 

I' I 2T 
2.1'.I,roac h 

1.09 +41I~'T-I ;;-Prov ide more meaning rull work 20 3.45 
1'01' cmployecs I ri 2.2 Increase Ilcxihility rlild 20 3.00 1.07 5 I i 2 98 I 1. 29 060 
adoptability to change ----~~----I-----, Improvemcnt Eflicicncy J 

1 20 3. 1 Rcduce time optimiza tion 3.25 I I.O . ~ )I! 3.00 ~.971 --
3. 2 Prov ide quick response to 20 3.05 8' 51 1 3. 12 1.07 . j 

-. 254 
customer 

I 11fJ4 -;;-6 0 3.3 One stop shop se rvice del ivery 20 2.9 - '-'--) I Lj 
1.08 .938 

4 Organi zat ion Structure ---
4.1 Hierarchica l leve l reducti on 20 3.2 1.06 5 1 2.69 1.0 I 1.904 
4.2 Reduction or con trols 20 3.25 1.21 5 ! 2.92 ~L 1.207 ----
4.3 Enable new bu siness growth 20 3.25 1.02 51 32LL:2.!.... -.020 ---

Dr ; 69. /I V. mean < 3 low, A V. mean ~ 3 mediu l11 . AV. Mean > 3 hi gh 

As ind icated in Table I I, both group of responde nts were rated hi gh (/I V.mean >3) 1'0 1' itcms of 

1.2.2. 1. 3.2. (lml 4.3. /\ V.meall <4. Th is implies (11m tile achievement of BPi, were I',) some 

what improved wi th regards to: Deli ver high quali ty. Provide more mC<ining rull work for 

employees, Provide quick response to customer, and Enable tH.!W businl's5 growth . however. 

both groups o r respondents we re rated as 10w(A V.mean <3) l'or item 3.3 .th is impl ies Onc stop 

shop se rv ice deli very i.e. where customers ge t all public se rvices in one plaee at low cost were 

less improved. 

On th e other hand, 1'0 1' items 1.1. 2.2, tllld 4.1 were rated as hi gh (I\\' .mcll n >3) and low 

(A V.mean<3 ) by leaders and job perrormers respecti ve ly. This mi gh t have been a ro us~d !i'om 

the rae t that leadership seems to be biased or hes it atin g to di sclose their ,imitati ons in this 

regard. 

A t-test was employed to check whcther th e two groups are stati stical ly signili cant or not. The 

result showed that with the exception or items 1. 1 at 95 percent eonlidcnce in !erval the 

assoc iated p- va lues l'ou nci to be grate r than 0.05 and there l'ore it is not stati sticall y signi li canee 

dirrerence between th e responses or the two gro ups. 
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til COll lll:ction to Ihis <lccordillg 10 the interview guide with c Li stome rs were asked wha t arc the 

improvemen t cflicicncy. improvement organizationa l approach and inc rease effectiveness in the 

unive rsi ty accordin g to yo ur obse rvation? They sa id that speed of se rvice de livery and 

providing key response to customers were to some extent improved espec ially in registrar 

of/i ce. One o f the instructor sa id that to getting any materia l resources impossible, unless you 

meet the presidents but now it was to some ex ten t improved because of employee's 

empowermen t. The others rcsponded that BPR implementation in DDU was not as exp lained/ 

reponed by media thc implementation of BPR was poor. 

4.6 Key Success Factors for BPR implementations 

Following the publication of l'undament,,1 concepts ofBI'R by (Hammer. 1(90) and (Davenport 

and Shon. 19(0) man y organization ha ve reported dramat ic benefits ga ined from the successful 

implementation of BI' R. Howeve r. desp ite the sign ifi cant growth of the BPR concept, not all 

organizat ion embarking on BPR projects ac h ie~e the ir intended r,:sul t. (Hammer and Champy 

.19(3) estimate that as many as 70% o f the projects do not achieve the dramatic results they 

seck. I3 I'R has a great potent ial l'or inc reasi ng productivit y through reduced process time and 

cost. improved quality, and greater customer sati sfaction , but it often requ ires a fu ndamental 

organizat ional change. As a result the im plementat ion process is complex. and need to be 

checked aga inst seve ral success factors to insure successll il implementation. as we ll as to avoid 

implemen tation pitfnlls. 

The fa ll owing Table 12a and 12b summarizes rcsponses of the respondents to what extent each 

01' the kcy succcss [;1ctOl"S existed in the university and contributed to their success of 

rccngilleering effort by Rate thelll 5= strongly agree. 4= agree. 3= undecided, 2= disagree, 1= 

strongly disagree. 
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Table 12a. Act iviti es or key success racto rs 

No Item s Respondents t-test Sign(2-

Leaders .l ob perfo rm ta i led) 

N= 20 N= 5 1 

Mean SD Mean SD 

I Change iVlanagc rn e ll t Sys tem a lld 

C II II II rc 

1. 1 Acceptance of' newly designed 3.3 0.87 2.88 1.07 
1. 555 .124 

processes and structure 

1.2 EI'I 'ec live COllllllllll iclllioll 3.7 .87 2.3 1 .95 5.674 .000 

1.3 All peop le must be openly and active ly 3.5 .76 3.51 .76 

in vo lved and should be consulted at all -.049 .96 1 

stage o rlile process 

1.4 Crea ting an elTective culture f'or 3.45 .83 3.43 .83 
.085 .932 

organizational change 

1.5 Empowerment and motivation system 3.05 .99 3.06 .95 -.035 .972 

1.6 Revis ing reward 3.3 1.26 3.29 1.21 .018 .985 

2 O rga niza li on Strll chlrc 

2.1 EITective I3I'R Cross ('u nctional tcarns 3.65 .75 2.57 1.0 I 4.357 .000 

2.2 Integra ting OrR with oth er 3.3 .73 3.3 1 .7 1 
-.073 .942 

improvements approach 

2.3 Adeq uatc ident ifi cation of' OPR Values 3.4 .94 3.43 .94 -. 126 .900 

2.4 Appropria te .lob definitions and 3.4 5 1.05 3.47 1.07 
-.074 .942 

allocation or responsibilities 

2.5 Adeq uate job integration approach 3.4 .82 3.4 1 .80 -.055 .956 

2.6 Align ing OPR Strategy wi th corpora te .83 3.53 .86 
-.131 .896 

strategy 3.5 
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Table 12 b. Activ ities of key success fac tors 

No It ems Respo nd ents t-t est Sign(2 -

Leaders .l ob perform tailed) 

N=20 N=51 

Mean SO Mean SO 

J BPR Project Managelllent 

.1. I Effecti ve Pl all il ing and Use of' Pro.i ec t 3.25 0.91 3.37 1.04 
-.452 .645 

rnann gc l11 cnt techniques 

3.2 Adequate reCO Ltrses 2.4 .94 2.47 .95 -. 283 .778 

J.J ScI{ i ng perforll1 ance goa ls and 3.45 .95 3.4 1 .92 
.1 56 .876 

measures 

3.4 Effec ti ve use of consultants 2.6 1.35 2.6 1 1.37 -.022 .983 

3.5 Appropriate use of methodology 3.60 .82 3.5 9 .82 .054 .957 

3.6 EfTec ti vc process redes ign 3. 7 .80 3.71 .78 -.028 .977 

4 Manageme nt Competency 

4.1 Commitled and stro ng leade rshi p 3.1 5 1.35 2.67 1.2 1 1.465 . 147 

4.2 Effective management of ri sks 3.75 1. 11 2.3 9 1.20 4.365 .000 

5 IT Infrastructure 

5. I Buil ding an effect ive IT inli"i,structure 3.3 I. I 7 3.29 1.1 0 .020 .984 

5.2 Selecting an IT Appl icati on 3.75 1.02 3.65 1.06 .3 73 .710 

5.3 An adeq unte uncleI' stcl1lding of 3.10 1.07 3.5 I 1.07 
-1 .45 .1 50 

technologies fo r redesigning busi ness 

5.4 An effecti ve IT Infi'astructure fo ll ows a 3. 15 1.3 1 2.65 1. 35 
1.42 1 .1 60 

top down approach 

Of = 69. A Y. mea n < 3 low. A Y. mean = 3 medium. A Y. Mean > 3 hi gh 

As ind ica ted in table 12a and 12b. both group of respondents we re rated with the exception of 

1. 1.1.2.2 .1 .3 .2.3 .4.4. 1 and 4.2 as hi gh (AY .mean >3) and al so AY.mean < 4. Both group 

some what agree with the success factors of BPR implementati ons in the Uni versity. This 

impli es th at key success fac tors did not contrib ute as expected to the success of BPR 

imp lementati on in thei r unive rsi ty. However, both group of respondents were ra ted as low 
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(A V.mean <3 and greate r than 2) l'or items 3.2 and 3.4. 80th groups disagree wit h th e success 

lac tors of adcquate resource "nel Effective use of consu ltants . 

On the other han el . fo r itcms 1.1 . 1.2.2. 1. anel 3.4 we re rated as high (/\ V.mca ll >3) and low 

(/\ V. mean <3) by leader anel job pe rlo rmc rs respect ively. This migh t be the leaders did not 

considc rcd thc m selves as an agcn t or change because or it might be hesi tate to di sc lose their 

limitations. 

A t-test was employcd to dcck whcth er th e two groups are stat isti ca lly significa nt or not. The 

resu lt showed that wi th th e e.,eep tion of ite ms 1.2.2. 1. and 4.2 at 95 pe rcen t co nlidcnce interval 

the associa ted p- va lues fou nd to be gra te r tha n 0.05 and there fo re it is not statisticall y 

signi li cance el iffcrence bctwce n th c responses of th e two groups. Howeve r, lor ite ms 1.2, 2.1 

and 4.2 the response give n by the two groups were different (p-valu e less th an 0.05). This might 

be th e above rca son. 

Moreover. (lccordi ng 10 Scmi- structured in terv iew guide form implementation team leaders and 

top executivcs, thcy respondcd as thc major success lactors of BPR imp icmenta tio ns in the 

Uni ve rsity was ( I) communicat ion (2) the use of extern al consultant rrom Adama Uni versity (3 ) 

traini ng th e cmployecs (4) Empowcrmcnt ofemployccs (5) moti vation (6) Politi cal comm itment 

rro m government' s side to del ive r qua lity se rvice (7) leadcrs comlllitme nt. In the FGD. the 

above idea is to some extent suppo rted by process owners. 

4.7 Chall enges of Il PR implementations 

Im plemen ting I3 I' R in uni ve rsity or in any other business is not an easy task. Ce rtainly. it will 

be ha mpered by ba rriers, which Icad in many cases, to fail ure. Barriers are not easy to discover, 

to detect and to ove rcome. Accord ing to Schum acher (no date) : ' Barricrs are severe. unexpected 

and not pl ann ed lo r Busi ness Reenginee ring Projects. Barriers increase the impac t of project 

risk ~~lc lo rs ·. 

l3arriers impede applicat ion of BI' R. If those ba rri ers consume high energy and time, it is not 

recolllmended to perf'orm Reeng inee ring Projcct (Schumac her, no date). Also, ' it is hi gh ly 

recommendab le not to pilc h success lactors hard aga inst ba rr iers. but ra thcr to prevent the 

dew lopment 01' barriers ri ghl 10l'm Ih e bcg inning orlhc pl'ojce t(Sehum ae her. no dale) .' Lack of 

committed leadc l'ship. unmo ti vated pcople. and orga ni zation culture are amongst the top 

ba rr iers to succcss flJi BI'R el'lorts (Beehdol, 1995).Table 13a and 13b below summari zes the 
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cha lknges/ b'lITiers or 131'1, in ODU. given by tbe respondents of tbe two groups witb regard to 

tb e li sted cballenges/ barriers. 

Table 13a. Cbal lenges of BPR implementation 

No Items Respondents t-test Sign 

Leaders N=20 .l ob performers N=S I (2-

Mea n SO Ra n mean SO Ran tai I) 

I Lack or knowledge aboll 6. 15 0.8 1 I 5.73 1.25 I 1.40 . 165 

2 Affected people not inf'o 3.05 1.39 14 3.78 1.25 16 -2. 15 .035 

3 Follow ing inacleqwltc ap 3.9 I.4 R 10 4.06 1.43 15 -.42 .68 
.. --- .-
<j L(lck or organ ization rca ] .8 2.0 1 II 4.14 1.64 13 -.73 .47 

5 Lack of l ru st between 111<1 3.8 1.96 I I 4.8 2.08 7 -1. 86 .067 

6 Resistance by middle l11a 5.5 1.28 5 4.75 1. 56 8 1.92 .059 

7 Unde lined co re process 1.85 1.18 20 2. 14 1.06 19 -.99 .323 

8 Problem ill commun icate 4.85 1.46 6 4.5 7 1.46 II .73 1 .468 

9 Lack or COI11I11 itmenl 1i'0 2. 15 .88 19 5.35 1.4 I 3 -9.44 .000 

10 Vertical structure ol' orga 3.3 1.62 15 4.09 1. 83 14 -I. 71 .092 

T bl I"b CI II a e 0 1a ennes 0 fBPR ' Im p ementatlon 
No Items Responden ts I-test Sign 

Leaders N- 20 Job perf'o rm ers N- 51 (2 -
Mean SD Ran Mean SO Ran tail) 

k k 
II Top management fellr 0 1' 2.9 I. 7 I 17 4.78 1.63 8 -4. 32 .000 

cmjJowered cmployees 
12 Us ing inappl'Opr iate too ls 3 1.56 16 2.73 1.33 18 .75 .458 
13 Employees resistance to 5.95 1.23 2 5.18 1.96 4 1.64 . 105 
14 Un wi II i ngness to share 4. 15 1.27 9 4.78 1.67 7 -1. 54 .129 

- . r i ~ k equitably 
15 Burea ucracy 3.55 2.46 12 4.77 1.66 9 -2.4 1 .0 19 
16 Fear of los ing jobs by 4.7 1.38 7 5.39 1.48 2 -1.80 .076 

employees 
17 Fear of f~\illire by top 3. 15 2.23 13 4.75 1.53 10 -3.45 .001 

management 
18 Inap propriate 5.85 1.1 8 4 4.4 1 2: 14 12 2.84 .006 

bcncbmarking (goal s) 
19 Rapid cban"c 01' extel'llal 5.75 1.72 2 5.14 1.65 5 1. 39 . 168 
20 I.ack of re sources (ti me. 4.2 2.09 8 4.83 1.39 6 -1. 23 .222 

money. stan: etc.) 
21 Believing tbat change 2.2 1.05 18 2.88 1. 2 I 17 -2.2 .030 

doesn ' t add value to sba 
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DI' = 69. AV . mean < J low. II V. mcan = J medium . AV. Mean > J high 

As indica tcd in Table I Ja and I J b. according to BPR Icaders: Lack of knowledge about BPR 

.em ployee rcs istances. rap id change of e., tcrnal environments, Inappropria te bcnchmarking 

(goa ls). Resistance by middlc ma nagers because of fca r of los ing thci r jobs, Problem in 

com muni catio n. Fea r of losi ng jobs by employees, . Lack of reso urccs (t ime, moncy. staff, ctc.), 

Unwi ll ingncss to sharc ri sk cqu itab ly, Fol lowing inadequate approach we re ranked as lSI .2nd 
,Jrd 

,4'" .5'" .6'" ,7'" ,8'" ,9'" and 10'" rcspective ly th e top ten strongestihighest(AV. mean>3) 

chal lengcs of BPR im plemcnta tions. However, undefined co re processes, Lack of commitment 

li'om top management, bel ievi ng that cha nge doesn' t add va lue to shareholde rs. Top 

IlHl IHlgCIl1Cn l feCl r of empowered employees, lI sing inrlppropri ate tools were ranked as 20th
, 19 th 

. 1 S'" , 17''' and 16'" respecti vcly the least I low(A V.mean<3 ) cha ll enges of BPR 

i 111 plcmcn ta t ions. 

Inthc same Table. accOl"d ing to the job perlorme rs: Lack of knowledge about BPR. Fear of los ing 

jobs by employees. Lack of com mi tment from top managemen t, Employees res istance to change, 

Rapid change of cx ternal cnvironment, Lack of resources (time, money, sta ff, etc.) , Lack of 

trust be twee n managcmcnt and employees, Unwill ingness to share risk equitab ly . Top 

management fea r of empowered em ployees, Bureaucracy, Res istance by middl e managers 

because of fea r o f los ing thei r jobs were rnnked ns l SI ,21\d .3 rd Alh ,5th ,61h .6th ,ih .8Ih , 9th and 

10'" respecti ve ly the top tcn stro ngest/hi ghest(1I V. mean>3) challcnges of BPR implementations. 

HOlVever, undefined core processes, Usi ng inappropriate too ls, believing that change doesn' t 

add va lue to shareholders, affected pcople not informed, Fol lowing inadeq uate approach we re ranked 

as 19"'. 18' ''. 17'",16''' and IS '" respecti vel y the least Ilow(AV. mean<3) cha ll enges of BPR 

im p Ie men ta t ions. 

Both group responded that, undefincd core processes, using inappropriate too ls, bel iev ing that 

change doesn' t add va lue to sha reholders we re th e li st barr ie rs in the implementatio n of BPR. 

While the strongest barri ers we re, Lack of knowledge abo ut BPR, Employees res istance 10 

change. Res istance by middle manage rs because of fea r of los ing the ir jobs, Lack of resou rces 

(t ime, money, stan~ etc.), Unw il lingness to sha re ri sk equitably, and ra pid change of extern al 

en vi ro n Ill en (s. 

A t-test was employed to check whe ther the tIVO groups are stat istica lly signili cant or nol. The 

re sult showed that wit h the except ions of items 2, 9, II , 15, 17 , 18 and 2 1 at 95 pe rcent 

con fi dence interva l the assoc iated p-va lues fo und to be grate r th an 0.05 and th ere fore it is not 
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sla lislically signilicance dilTerence belweenihe responses orlhe 111'0 groups. This implies Ihat 

bOlh grou ps agrce Ihal employee resislances, Lack of knowledge aboul BPR, Resislance by 

middle managers because or rear of los ing Ih ci r jobs, Lack or resources (l ime, money, staff, 

elc.). Fear or los ing jobs by employees. Rapid change or exlernal environmenl, Unwill ingness 10 

share ri sk equitably we re the strongest barr iers orthe implementation of I3rR in the DDU. 

In eonnec lion to this idea according 10 Maurer's (as ciled in Waddell and Sohal , 1999) 

suggested Ihal up to two thirds of I3PR erforts' failures are due to resi stance to change. Culture, 

res istnn ce by middle tl1(lnagers. and employees and starr resistance amongst the top-five grea test 

obstac les (Change manage ment success ractors and obstacles, 2003). Although, Ham mer and 

Stanton ( 1995) see Ihe strongest barrier as lack of comm itment 1'1'0 111 top management, 

res istance by middle managers, they conclude that Lack or kn owledge about BPR to be one or 

the most 10 lillllOUS obstacles. 

On the olher hand. with regard to items 2.9. 11 .15,17.18 and 2 1. the associa ted p-value is found 

to be le ss than 0.05 imply ing tha t stati stical ly signilicant dirrerences between the responses or 

the two respond ents. Lack or comrnitment from top manngclllcnt ,was ranked as yd by job performers 

rUlel ranked as 19111 by leaders. Top IlHlIlngc ll1cnt fear of empowered employees was ranked 8111 by job 

performers and nlllkcd I t h by the leaders. Bureaucracy was ranked as 91h by job performers and I t h by 

leaciers. This implying that it Illay be the leaders did not won't to speak/ accept that these challenges 

wcre occurred ciue to thelll ami al so il Illay be lack of effective eOllllllunicat ions, and lack trust between 

the leaders and job perforillers of the two groups. 

4,8 St rategies to over come the challenges of BPR implementations 

Challenging in implementi ng any change is natural in any organ iz£ltioll. But overcomingl solving the 

challenges is one or the key successes 1'01' achieveillent the intended result s. The following Table 

SlItlllll,Hi zes the responses oflhe two groups of responclcilts with regard to some ort lle li sted strategies to 

overcome the eba llenges 01' BPR. 

67 



In till...' ;-.;1111 1...' Tubk.'. COIKL'rning st rat egy 2. thl: major ity of' respondents i.c. 45%1 and 490;[l or 
k;l(kr .... :llld job PC r! llrllH':r., rCsl1cctivl...'Iy rcsponded :1::; yes, Illlplying that the University 

'L'p;lra t ~d li'om IJILI way o r doi ng work samc \\·llCI l good. 1 1 0\\'1...' VI...' I'. 350/0 anJ 37.3~11 of leaders 

and .i nh per ltll'll lCrS re"pec ti vely responded as NO Im ply in g th ai th e Uni v(' rsit y was 11 0 1 

cO ll l pktl'ly sepa ra ted rrolll old \\(1) or do ing \\O rK. 

(~)2(J'V., ell' leaders ,mel ( 7) 13.7% o l' .iu[' pcrl<lI'I llCrS were respondeel as I don' t Knol\'. T his sholl' 

that it may b~ these respondcll ts haJ no J irec tion about the lIn ivl...' rsity. I.kcall ~1...' In oreler for 

ch:lIlgl' to be cmbrnccd . !..'vl'ryollc III list lInderstood where the organi za ti on is today, why the 

org:lniz:lt ion needs to chnnge. and wherc the org[lI1 ization ncccls to be in oreler to survive. Because 

I3PR can potenti~lly req l lire s i gni l i c~n t c h~nges throughout ~n org~ni zat i on , it l11ust begin with ~ 

CO lllllluni cmions c~lllp"ign to educ~te ~II those who will be i1l1p~cted by thi s change, 

Communicat ion to al l levels of personnel mllst remain acti ve from start to fini sh keep ing everyone 

invo lved and wo rking towards ~ cOl11l11on go~1. Without ~ C0 l111110n unders t~nc1i ng abou t what is 

happen ing, confus ion ane! uncertainty about the future can result in resistance strong enough to stop 

any I'eengineering ei'lorl. I3PR is 1110St effecti ve when everyone underst~nds the need for change, 

and wo rk s together to tear down old bllsiness systems and bu i lclnew ones. 

In T~b l e 17, concerni ng the prov ision of adequate training, 50% of leaders sa id yes ~ nd ~ I so 50% 

leaders responded as NO. Th is impli es that the provision of adequate tra ining in the university were 

Ii, i r. l3ut according 10 j ob pcrlorillers were responded ~s 56.9% responded as NO ~nd 37.3%as yes. 

This implies that the provision or train ing in thc uni ve rsity were not ~c1eqlmte. 

i \ S indic: ltcd ill Tabk I -I. the !1ln,ior iI Y 0 1' th e rcspollJCJlt s 70(~/o 01' Icaders and 5:'::'S(Yo or j (lb 

pcrli.JrlllCrS \\::rc respondcd {IS yes nnd 750ftl or leaders and 5X.WXl o f j ob performers \\('re 

respnn<kd as ycs: 65'~'-;; or leaders ~lIl d 58.8 O;;~j ob pcri(Jrl l1crs \ve re responded :lS ;-cs and also 

Sll% leaders and 66.7% orjob perfo rl11crs werc responded as yes . T hesc implies that Proper 

allocation of resou rces, Rcwm'd s based on resu lts and disciplined approach, Improving the recngineered 

process con tinuously and Crentc a seance of urgency respecti vely were on the way to solve challenges of 

BPR implementation in th e University. 

A t-test was cmployed to check whether the two groups are stati sti ca lly signi (jcant or not. The 

result showed that w ith all li sted s tr~ teg i es at 95 percent con(jciencc interva l th e assoc iated p­

va lues lo und to be grater than 0,05 and there lo re it is not stati sti call y signi(j cance dilTerence 

bet ween the responses 0 1' the two groups, 
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CHAPTER FIVE 

5. SUMMARY, CONCLUSIONS AND RECOMENDATIONS 

The last pan. chapter li ve. deals with the summary, conclusions and recommendations. In this 

sec ti on, lirst, brief summary on the ge neral st udy and then major findings are presented. 

Second. conc lusion th e fundamental lindings are made. Lastly, some possible recommendations 

are given on th e basis ormajor findings or the study. 

5.1 SUMMARY 

As already mentioned the main purpose of this study was an assessment ofJ3usiness Process 

Reengineerin g Implementation in Dire Dawa University. For th~s study fOllr basic resea rch 

questions were raised: 

To what exte nt preparation were made l'or J3PR and implemented 111 Dire Dawa 

Uni ve rsity? 

2 What are the barriers/c hall enges and thc key success factors In Implementing 

Business I)roccss Reengineering in Dire Dawa University? 

3 What mechanisms ha ve put in place to facilitate the implementation of BPR in the 

Faculties? 

4 What are the benelits of Business Process Rcengineer in g in Implementing BPR In 

Dire Dawa Univers ity? 

The above basic questions were raised to meet the fallowing objectives. Specifically: To assess 

the extcnt or preparation mack l'or J3usiness Process Reengineering (J3PR) Implemcnlntion, To 

identi(y the degree or Business Process Reengi neering (J3PR) Implementation. To invest igate 

the achievement in Implementing Business Process Reengineering (BPR), To identify 

mechanisms/strategies that the University exercised during the implementation of business 

process reengineering., 

In an allempt to answer the above basic research questions the desc riptive survey method is 

basically used. Data were gathered using questionnaires, semi-structured interview, and focus 

group discussion developed based on th e rev iew of the rclatcd literature. The s u~i ects of th e 

study were leaders (top execut ives, process owners. BPR team leaders) and job performers. A 

IOtal of 82 questionnaire copi es were distributed to respondents and 87% questioners were filled 

and rcturned. The data gathered were analyzed usi ng spss like mean, standard deviation, two 

i ndependent T-test, chi-square. frequency and percentage. 
t 
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C hara~teristi~s of the Respondents 

I. The mnjOl'ity or the respondents 59 (83%) we re l11 ales . While the remaining 12( 16.9%) were 

ICmalc. 

2. Mos t 01' th e responden ts 56.34% in the un iversity belong to th e age group 30-39 From the tota l 

responden ts 29.57% or yo ung starr members, who are 20-29 yea rs old ; 12.68% respondent s, 

who arc 40-49 and 1.48%0 1' respondents, who are 50-59. This shows that al l respondents were 

above 18 employab le ages in Et hiop ia .. 

3. The majority 01' the responde nts 50.7% were second degree holders or MA/MSC/MED 

holders. While the remaining we re 23 .94% nrst Degree, 22 .5 3% Diploma and 2.82%PI-ID. 

4. The majo rit y or th e respondents 71 .84% were 8PR team s(job performers. Wh il e the remaining 

we re 8.4 5% and 15.49% process owners and 8PR team leaders respect ively . 

5. The maj ority of th e respondents 52.1 1 % were trained/not enough. 5.63% of the respondents 

were not taking allY training related to O[) R. However. 40.840/0 of the respondents were took 

enough training re la ted to BPR. 

6. 63 .39% or the respondents we re 3 and above three years work experience, and 36.62% of the 

responden ts were wo rk expe ri ence of 1-2 yea rs in th e uni versity. The majority 15.5% and 

39.43% of th e respondents had worked fo r 7-1 0' and greater than 10 yea rs respectively ha ve 

work expe ri ence in other organ izat ion wh il e 21. 13% and 11.27% of the respondents were 

experience or 1-3 ancl 4-6 yea rs respective ly in other organizations. 

Major Fi nding 

Preparation for BPR projects and implementations I3PR 

Acco rding to th e findin g revealed that the driv ing foreesl pressuresl reasons tor initiated 8PR in 

the uni ve rsity we re not well recogn ized and understood by all employees. 

Both group of responde nts were rated orga nizat ional readi ness for a clear V ISion, staff 

suppol'l ive lo r change and organ izat ional sel l' assess ment that lead ing to success as high. On the 

ot her hand , both )!I'OUp (l l' responcients r,lIed the readincss f ~l cto r fi) r. [j'fClrl of allocating 

resources to su pport change for le'ldersllip commitment , Staff wil lingness to learn as lo w. 

According to tile nnding revealed that understanding 8 0th group of respondents rated tile 

planning act iviti es tor Planni ng and preparati on for 8PR projects, de ve lop vision and st ra tegic 

objecti ve . Identilicd the customer driven object ives., and Integration of 81'R st ratcg ic planning 
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In to the st rategic vision or the organizat ion as high. But Regarding the plann ing activi ty for 

Top management create conducive environmen t lor reengincer ing to occur leaders were poor 

According to the finding revea led that understanding As Is process with regard to: Deline and 

Identi ly co re process with maxi mu m performa nce impact, Iden tity proccss ac ti vi ties, Set 

Perro rmance goals, Measure curren t pe rrormanee and iden tily perl'orma nce ga ps, Ide ntity 

Sources 01' pa thologies and dete rmine ca uses, Deve lop va lu e dr ive r un derstand in g, Prob lems of 

Customers IS take holders Iden tili ca ti on, I"eve l of Sati sfacti on identili cati on with the current 

pe rl'orm anee, Understa nd and l'ormall y docu ment th e ex isting process, and The processes that 

need to be reengineered arc identi li ed as hi gh, But Mcasure currcnt perl'orm anee and identify 

pel'l'ormanee ga ps and The processcs that need to be reeng ineered are ide nti li ed we re some what 

not good. 

According to the fin ding showed that the design To l1e process: I ~ ~nt ify IT and Organizational 

implica tion l'or new process; Gene""te redes ign init iati ves; Spec ily changes required in 

prac tices, orga ni za tiona l st ructures and in for mati on system; Develop a clean slate process 

design; Model and va lidate the "to be" process; Estimate th e pe rformance of redes ign process 

as high IVe ll done, On th e other hand Benchmark in g th e pl'Ocess - Bench Marking and ldentily 

the perl'o rm ance criteria I\)r redesign process rated as 10IV in th e uni ve rsit ies, 

BI'I{ proj" el illlplelllentation and elleetivenes, 

Accordi ng to the find ing sholVed that the implementation acti vities of; Develop the approach to 

im plcmentatio n plan; Develop the Sehcdule, inc ludi ng review and check poi nts; Idc ntify the 

key resources and sk ill needed to impleme nt the processes;, Designate change manage ment 

leadership were we ll done, In addi tio n. Implemen t pl,an and proccss ; Perform prepa ration for 

the process and system implcmen tation; Train the users on the neIV process; Perlo rm process 

mcasurements, as idcn ti lied by the plan; Rev iew the process and ob tain starl' feed back; 

Ide ntili cati on 01' all tasks to be done inc lu di ng ti me farn ess. milestones. and de li vera ble dates; 

Ass ign ment of stalT res ponsib ilities 1'0 1' eac h task, training requirement s; The estab li shment of 

ap Pl'Opr iate committee l'or implementation; Devclop a transition plan l'rol11 the As-I s to the 

redes igned process, Manageme nt or change to orga ni za ti on cultu re, Manage to ex pl icit 

perlonnance objec tive; and Develop ac tual organ iza tiona l change managemen t program were 

some what good in the university, But the acti vit ies of Establish p roblem reso lution 

process; Necessa ry p reparation [or p ilot testing; Plan to m a n age the ch ange 

process, BPR communication program deve loped message de li vered and communicat ion 

efiectiveness assessed,; Potential imp lementa tio n barr iers ide nt ified and ways of ove rcoming 
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thcm designed allli llureaucratic stru cturc is minimi zcd j ob pcrformcrs responded were 

poor. 

Mo reover , Tangible goal s and ob jcctives developed bascd up on the vi sion; Reengineering 

opportun ities are id entilied and prior iti zed : Core processcs have been delined and mapped; New 

mcasurcments methods ana lyzed and se lected and per formance indica tors developed fo r the 

ne\V process ; Des ign team members are trai ned in process ana lys is and reengineering 

techn ique; It support for I3I'R process created: Orga nize wide and process specific vision 

deve loped: Tasks arc pe rlormed as a teams and organized as processes and The use of IT in 

l~lH.: hillg-lca t'llitl g processes :lIld research we re integrated [I S good. 

The Evaluation of BPI~ Implementation 

Both group of respondents were rated for activ iti es o f, the feedback from c u stomers 

provides the o pinion s o n the qua lity of produ c ts a nd service del ivered, and the 

m anagem en t should provide care for those who can not a dapt as high. But Both 

groups of respondents IVe re rated for activ ities of: Gu ided by Monitoring and evaluated 

pla n ; t h e workers can provide on the benefi ts or deficienc ie s of the redesigned 

process; t h e progress of action and the resul t a re monitored and Continu a l 

improvement m echan ism was introduced as low. 

For act ivities of Th e Performance can be evaluated 111 quan titative or qual itative 

aspects and The manage me nt should compare the resu lt with the objectives 

and goal previou s se t. lor both items were rated as high and low by leaders and j ob 

per lo rmers respec ti ve ly. 

Achi evements or Benefits of Busines s Process Reengineering 

According to th c finding the major bene fits/ achievements are: Deliver high qu ality, 

Provide quic k response to custome r. <l nd Enable new business growth. However, 

one s top shop se rvice d e live ry , Customer satisfaction, Increase flexib il ity and 

adoptability to change, and Hie ra rchical leve l reduction a s low in the 

unive r s ity. 

Kev SlI ecess Factors for BPR impl ementa ti ons 

Accord ing to the linding the key success fac tors that contributes lor effec tive Br R 

implementation me: All people must be openly and actively involved and shou ld be 

consulted at all stage of the process; Creating an effective culture for organ izational 

change; Empowerment and motivation system; Revis ing rewa rd; In tegrating BPR with 
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olher improvemenls appl'oach; Adequa le identi ficaLion of BPR Values; Appro priate 

J ob defin itions and allocation of responsi bilities; Adequate job in tegration approach; 

Aligning BPR Strategy with cO l'porate s trategy . 

However, th e success lilctors of adequate lesource and Effective u se of con su ltants, 

Accep tance 01' ncwly des igncd processes and structurc; COllllll ill cd and strong leadership; 

Enec ti ve comm uni cati on : EITecti ve BPR Cross functional team s; An ef'iective IT Infrastructure 

fol lows a top down appl'Oach and EITective management of ri sks we rc not elTectively contribute 

for th e implementat ion of BPR in the uni versity, 

Challenges of implementations BPR 

Accordillg to the lilldi ng showed that the stro ngest barriers were: Lack or kn ow ledge abou t 

13 P R, r ea r of los i ng jobs by em ployees, Lack of comm i tment from lOp management. Em ployees 

resistance to change, Rap id change of extern al environment, Lack of resources (t ime, money. 

stall etc,). Lack 01' trust be twee n manage ment and employees. · Unwillingness to share ri sk 

cquitabl y, Top management fcar of empowered employees, Bureaucracy. Res istance by middle 

managers because of lea r of losing their jobs, This come from the strategy to prevent the 

deve lopment of barriers right l'o rm th e beginning of the pl'Oject is poor in the uni ve rsity. Both 

groups ofresponcie nts were ranked the 1'01 lowing chall engcs of BPR: Lack of knowledge about 

I3PR: Em ployees re sista nce to chan ge; Rap id change of cxterna l environment; Fea r o f losing 

jobs by employees; Lack of resources (time, money, staff, etc.); Unwillingness to share ri sk 

equitab ly; Resistance by midcile managers because of fea r of los ing their jobs; Inappropriate 

benchmark ing (goals), and Lack of trust between manage ment and employees, 

Strat eg ies emplaced to over cO lli e the challenges ImplellIentations of BPR 

According 10 the linding the majority of leaders and job pe rformers responded that amo ng the 

stra teg ies in place to allev iate challenges in BPR im plementation the provision of adequate 

traini ng. ,-1Ill! scparak' from old way of'doing wo rk were Iwor ill the uni versity. 

On th e (lt her hand I' roper all ocm ion ofresoll rces. Rewards based on results and di sciplined approaeh, 

improvi ng the reengineered process continuously and Create a seance of urgency respecti vely were on 

the way to so lve chal lenges ofB I'R implementation in the University. 
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5.1 Conclusions 

This sililly was conduclecilo assess Ihe implemenlalion or I3PR in Dire Dawa Un ive rsil Y. It was 

concerned wilh Ihe ex len I prcpara li on were made for I3PR projects and implemented, . the 

ba rrie rs/challenges and Ihe key success t'.ctors .n implementing 1311siness Process 

Reengincc rin g. th e meclln ni sms have pllt in place to fa ci litate the impleme ntation of BPR. the 

achie ve ments or benelils or 1311siness Process Reengineering in Implementing BPR in the 

Uni vers ily lInder stlld y. Therefore, based on the findin g or the stud y, the following conclus ions 

are cI ra W Il . 

According to the linding showed th aI the reason why I3PR \va s ini tiated ill the universi ty was 

not bc undcrstood and we ll rccogni zed by al l employces. Thi s implies that the reason for BPR 

initiatives and its expected benefit s have not be clea rl y com municated ac ross th e lIniversity and 

be supported by managemeni. and also arfect the attainment of radical change of BPR from the 

beginning. This may be emanated rrom. lack of knowing the knowlcdge and concepts of BPR 

and Ihe dynamic natllrc or World or work . 

The linding of th e stlldy revealed that the readiness made by uni versity for effective 

implementati on with regard to: EITort of allocating resources to sllpport change, leadership 

commitmcnt and staff willingness to learn we re poor. Thi s implies that no reengineering will 

actu<llly h(l ppcn [lnd dilTicult to bring a radica l change in the university because reengineering is 

sll cceedcd onl y whcn dri ven rrom the top most level of an organization. This is dlle to lac k of 

employee empowerment, lack e ffective communication, the elTect of traditional work culture 

and res istances. 

Accord ing to the linding sholVed that Planning. Understanding As Is process and Redesigning 

To Be process were to samc e.sten t good in th e uni ve rsity. This im plics the University may 

some what rull - li ll the necessa ry pre-request for the implementation of I3PR. but the finding of 

the stud y revealed that top management creat ing conduc ive env ironments foJ' reengineering to 

occ ur and the benchmarking process were poor. This implies that since the planning, 

understanding As Is process and redes ign To l3e process are a pre-request for the 

implementati on of BPR so it affect the achievement of radi ca l change. Thi s ma y be emana ted 

from lack of commi tm ent and strong leadership frol11 top executives because the top executives 

(lrc the mos t agents of change. 

The findin g of the study showed that the implementation ac ti vitics were some what done 

excep t nccessa ry preparati on ror pilot testing, establ ishment of problcm resol ution process and 
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Plan 10 manage the change process were poor or not wel l don\.!. These ClClivili cs were all 

eDect ivc and usua[[ y neccssary too l for moving thc orga ni za ti on success full y to full sca le 

imp[emcntation . And al so pilot tc sting was not conductcd, thc deve lopment of BPR 

cOlllmunication program ane! message deli ve red and the assessment or commun ication 

elTeeti vc ness . the id en tilication or potential implemen tat ion barriers and way overcoming them 

and the min imizat ion of burcaucratic structure were poor in the Universi ty. Th is implies that 

there is no radical change or dram atic changc in the uni versity mther it is incremcnta l. 

Performan ce monitoring ,me! measuring is use ful in [3PR il11p lemc·ntat ion to make appropri ate 

adjustme nts IVhi[c necessary in the processcs. the find ing of the stud y showcd that mon itorin g 

and measuring activities of the program seems to be not wel l done. [n ge nera l, it can be 

concl uded that the ach ievemcnt of the program was not give impress ion to wa rd the success of 

BI'R in the Un iversi ty. 

Thc [i ndi ng or the study sholVed that th e success [ilctors of I3PR imp[emcntati ons in the 

Univcrsi ty we re somewhat good. but the success ['lclOrs [ike: Errective communication, 

Acceptan ce or newly design ed processes a nd st ructure, Errec tive BPR Cross 

runctiona[ teams, Adequ a te resources, Errective use or consultants, Committed and 

strong leadership, Errective management or risks, and 'An errective [T [n rrastructure 

ro[[ows a lop down approach were poor in the uni versity . Th is implies that the key 

success ['Ictors did not contribute as expected to the success of I3PR impl ementation in their 

univers ity. So it arrects th e improvement of the performance of a se ries of task effi ciency, 

product qualit y and th e achie vement of organ izational o~jec ti ves and also decreases the chance 

or success fu [ 13 PR i m plemcntat ion. 

Accordi ng to th e st ud y showed that the strongest barriers were: lack of knowledge about BPR, 

rear or losi ng jobs by emp loyees, lack of commi tment from top management. employees 

re sistance to chnngc. nlpicl change of extern ~ 1 environmen t. lack 01' re sources (time. money. 

stall etc.). lack of trust betwccn management and employees. unwi[[ingness to share ri sk 

equitably. top management ['car of empowered employees, bureaucracy, resistance by middle 

ma nagers because of fear of losing thei r jobs. This come from the stratcgy to prevent the 

dcve [opmen t of barriers ri gh t form the beginning of the project is poor in the university. 

Strategies emplaced to ove rcome the cha llenges [mp[ementa t.ion s of BPR with regard to the 

provision of adequate trainin g, :111<1 separate from nl.d way or duing work wcn; poor in the 

IIni ve r, it v. This imp[ics [)['[, is nN elfect ive [y implementeci in the II ni ve rsity. 
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5.3 Recommendations 

Based on the linding o f the st udy and the conclusions drown th e following 

recolllmendations have been forwarded. 

The study reveal s tha t Provision of adequa te training. clTcct ive communication. and Leadcrship 

commitment was poor in the university. Thcrefore: It is recommended that Uni ve rsity leaders ( 

top exec uti ves. process owncrs. UPR tcam leaders) conduct tmining relevant to BPR l'or th ose 

cm ployees who did not attend training to crea te a c lear understanding about UPR. Continuous 

in scrvice training and workshop are also recommended for employees and leaders \l'ho 

previously allended tra ining re levant to BPR. The conten t of tl'ain ing and work shop may 

incl ude reasons why the universit y initiate BPR, the benelits of UPR l'o r employees. customers 

and even l'o r th e un iversity. the bencnts empowering employees fully, the ro l l of IT in BPR, the 

success lactors of BPR. and the reasons l'or resistance and how thcy must be managed. To 

make an ertect ive comm unica ti on in the implementation proecss of UPR the BPR leaders and 

job perl'ormers in the uni versi ty is recommended to use l'ormall y schedu led programs once in a 

week for a face to facc communicat ion and inform al communication mechanisms through 

l'ormal groups. Moreover the commun ica ti on w i ll be freq uent in both directions. be open. 

honest and clear at all level l'or al l aud iences in the uni vers it y. The unive rsi ty sen ior 

management is recommcnded to design the way o f the cOl11mitment of the leaders w i li be 

improved by lI sing difTcrcnt mechanisms li ke rn,onitor ing and evalualing performance, 

mot ivat ing ( like recogn ition. rewards based on resu lts and di sc ipl ined approach) leaders who 

create conducive environment l'o r UPR. who iden tify encoun tered problems and propose the 

possible so luti ons. who communicate the need for change to reduce resistance and get 

commitment from ot hers. 

The reason why BPR initiated in the university is not we ll recognizcd and understood by all 

employees. It is recommended that th e top managcment of the university: w i ll develop an 

erfective communication and crea ting an awareness between leaders and j ob per/'ormers with 

regard to the reason why UPR in i ti ated. concept. knowledge. achievement and implementation 

of BPR and the managemcnt wi ll prov ide intensive care such as additional training. 

comprehensive discussion and close supervision l'o r those unable to adapt on an ongo ing basis. 

Find ings showed that the BPR program is found to be lack of some implementation act ivities 

such as: pil ot testing is not conducted. estab li shmen t of prob lem resolution process and Plan to 
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manage the change process were poor or not we ll donc. therefore , it is recommended that pilot 

testing has to bc conducted. problcm rcso lution process has to be estab li shcd, the uni versity has 

to be planned to manage the change process and the consistency and clarity of the 

implcmentation guide lines has to be checked and sufii eien t time has to be given to the 

preparation or pi lot testing and implementat ion plans by leaders (top executives. process 

owners. team leaders). 

According to the linding th e most innuential barriers were: lack of kn ow ledge about BPR, fcar 

or losing jobs by employees. lack or cOlllmitment rrom top managemcnt. employees resistance 

to change. rapid chClll ge 01' external environment. lack or re sources (t ime. money. slelfr. etc.). 

Inck or trust betwcen managcmcllI and emp loyees, un wi llingness to share risk eq uitab ly, top 

management rear of empowercd employees, bu reaucracy, resistance by mi dd le managers 

becau se of fcar of losi ng thcir jobs. To overcome these barriers it is recommended that the 

uni ve rsity leaders (top execut ives. process owners, team Icaders): 

(I) In tegrate so n systems (i.c. pcople) (w hi ch includc na tu ra l res istance to change. comfort in 

regi mentation. unwi ll ingness to share ri sks equ itab ly, ri sks in using existing designs, exhausted 

or change. and lear) with hard systems. This can be accomp li shed through engaging em ployees 

li'om all levels into the [3PR erfort and ensure they are promptl y updated on all deve lopments. 

This will increase the chances of adopt ing the proposed sol utions and reduce res istance to 

change. 

(2) Preven t the developmen t or barri ers ri ght form the beginning of the projec t 

(3) Concen trate on adding valuc not merely reducing cos ts. 
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Appendix A 
ADDIS ABABA UNIVERSITY 

GRADUATE SCHOOL OF EDUCATION 
DEPARTEMENT OF EDUCATIONAL PLANNING AND MANAGEMENT 

Questioner to be filled by process owners, Job Performers, Team Leaders and Top 
Execu tives 
General Direction: 
This qu estioner is developed to gather informa tion on an assessment of Bu siness 
Process Reen gineerin g implementation in Dire Dawa Unive rs ity . The purpose of the 
study is pure ly for academic exe rcise. Hence your cooperation in provid in g the necessary 
inform ation is highly appreciated. Thus you a re kin d ly requested to fill the questionn aire 
hones tly and respondly. 

Note th at: 
No need o f write your name , For close ended qu estion s please mark your 
respon se in the table / boxes wi th "X" ma rk . 
For open ended qu estions requ irin g your wri tten respon se please use the space 
provided 

Tha nk you in advance for you r concern and cooperation 
Section I. Personal Information 

1.1 Your pos ition in the univers ity,-__ ---, 
I Process own er I job performers LI __ ----.JIBPR team leaders 

"---;::=~ 
Un iversi ty president 

1.2. Sex Fem ale Male 

1.3. Age below 20 40-49 

20-29 50-59 

30-39 60 and above 

1.4. Education al Level 
Grade 12 or be low 

Diploma 10+ 1 or 10+2 
Cer t ificate Holder 

MA / MSC /M ED 
BA / BSC /BED 

If any specify _______ _ 

PHD 
1. 6. Work experience in years 
In current position In oth er organization _______ _ 
I n th e u n i ve rs i ty -,-_-,-_--=-:-::-__ 

1.7. Any trai n ing rel a ted to BPR. Trained /enough t ra ined / not en ough L :::=J 
Not tra ining 



Section II Planning and Organizing for BPR Project 

2. I BPR Projects are usually initi a ted by some pressures / forces or reasons. List of 
forces/reasons for University to reengineer their business process are given below. Please rank 
them in order of say (l= the most important, 2 = the 2"" most important and 7= then least 
important) 

No Initiato rs /Forces/ reasons Rank 
1 'I 2 nd 3 rd 4 th 5 th 6 1h 71h 

I To re-invent the way they do work to 
satisfy their costumers 

2 To be competitive 
3 To Survive and be Success fu II 111 the 

lon a term 
4 Government reform need 
5 Customers needs and expectations 
6 To cure systemic process and behavioral 

problems 
7 Stake h olde rs n eed 

Comment {IF any) ________________________ _ 

2.4 Ensuring Organizational readiness for change is a pre-requisite to in change process 
leading to success. Please Rate the extent to which the following readiness factor were 
fulfilled to embark on BPR in the Universi ty . (Rating: 5 = Very high, 4 = high, 3 = 

medium, 2 = Low and 1= very Low) 

No List of readiness factors Rating 
5 4 3 2 1 

- j Clear vision 
2 leadership commitment 
3 Staff supportive for change 
4 Organizational self assessment 
5 Staff willingness to learn 
6 Effort of allocating resources to 

su pport change 
Comment (If any) ________________________ _ ___ _ 



2.5 Pla nn ing, Undcl"standing thc cu rrent proccss an d redesigni n g phase are th e 
p ri mary ac tivities. Before embark ing in BPR impl c m e ntation. In your Opinion to wh a t 
exte nt the unive rs ity h as el one t h ese activates to imple m e nt BPR? (Rating: 5= Very 
gooel, 4= Gooel, 3 = Fa ir 2 = Poor anel 1 = very Poo r) 

No Ac ti vities Rating 
5 4 I 3 I 2 I 1 

1 Planning Phase 
1.1 Pla nning a nd pre pa ration for BPR projects 
1.2 Develop vi s ion and strategic objective 
1.3 Top ma nagemen t create conducive 

environment for reengineering to occur 
1.4 Identified the cu s tomer driven objecti ves . 
1. 5 Integration o r BPR strategic planning in to 

th e stra tegic vision or the o rgan ization. 
2 Understanding As is Process 

2. 1 Define and Id entify core process with 
maximum t'errorm an ce im pact. 

2.2 Iden ti ty"Q!:~ccss act ivi ties 
2.3 Set Pe rrorma n ce goals 
2.4 Measure curren t perrormance and identify 

perform a nce gaps 
2 .5 Identity Sou rces of pathologies and 

determ ine causes . 
2.6 Develop value drive r unders tand ing 
2.7 Problems or Cu stomers /S ta ke h olders 

Iden tification 
2.8 Leve l or Satisraction identification with the 

current perrorm an ce 
2.9 Und ers tand and formal ly documen t the 

exis tin g t'rocess 
2. 10 The processes that need to be reengineered 

a re iden ti fied. 
No Activities Ra ting 

5 I 4 I 3 2 I 
3 Design To Be Processes 

3 .1 Benchm ark in g the process - Bench 
Marking I , 

3.2 Develop a clean state process design I 

3.3 Ide nti ry IT and Organ izational 
j implicat ion for new process 

3.4 Generate redesign initiatives. 
3.5 Speciry ch anges requ ired 111 practices, 

organizational s tru ctu res a nd information , 

system 
3.6 Identify the pe rforman ce c riteria for 

redes ign process 
3.7 Model and validate the "to be " process 
3.8 Est imate th e perrorman ce or redesign ; 

process I 
, 

.' 



Section III BPR project implementation and effectiveness 

3. 1 The following table co n ta ins a li st of activ ities a nd act io ns that Orga niza tion to take to 
imple m e nt the bus in ess process and re lated c h a n ge. According to you r opinio n rate 
th e leve l of implementa t ion of eac h o f t hese activities in the university.(Rate: 5= Very 
good, 4 = good 3= Fair 2 = Poor 1, = Very poor) 

No Activities Rating 
I 5 I 4 I 3 I 2 I 

1 Develop the Detailed process Implementation Plan 
1. I Develop the approach to implementation 

plan 
1.2 Develop the Schedule, incl udin g rev iew a nd 

check points 
1.3 Id entify the key resources and s kill needed 

to implement th e processes 
1.4 Designate change managemen t leadership. 

2 Implement plan and process 
2.1 Perform prepara tion for th e process a nd 

I 

.. system implementation : 
2.2 Train the job performers on th e n ew 

process 
2.3 Perform process measu remen ts, as 

identified by the pl a n 
2.4 Review the process and obtain staff feed 

back .. 

2.5 Iden ti fi cation of all tasks to be done 
includin g time farness, milestones, and 
deliverab le dates 

2.6 Assignment of staff respon s ibiliti es for each , 
ta sk, train ing requ irements 

2.7 Establis h problem resolution process 
2 .8 The establishment of appropriate 

I comm ittee for im plementa tion 
2.9 Necessary prepa ra tion for pilot testing 

2. 10 Management of ch a n ge to organ ization I 
cu lture I . 

2. 1 I Develop a transit ion plan from the As-I s to the j redes igned process 
2 .12 Mana ge to explicit performa nce objective I 
2. 13 Develop actual o rganizational change I ma nagemen t program 
2. 14 Phlll/o k/uJ/oge the Change Process ! 

I 
Com ment (I f a ny) _______ ____ ___ ____ __________ _ 



3.2. According to yo ur obse rva tions what was impl emented and to what extent the implementation 
o l'the fo llowing in DDLJ. (R a tin g : 5= very good , 4 = good, 3 = ra il' , 2 = poor, 1 = ver~' 
poor) - - -
No Ac ti viti es 5 4 3 2 I 
I Tangible goa ls and objecti ves developed based up on the visio n 
2 Reenginee ri ng opport un i tic s are ident i li ed and priori t ized 
, 

('orc proeesscs ha ve becn_dc lined and m~lpped 
----1 

. ) 

J~ 
---
4 New Illcasureill ent s Ille thod s anal yzed and selec ted and pe rfo rmance 

indicators developed lor the ne w process 
5 Projects arc selec ted lo r pilot testing and pilot testing cond ucted 
6 Design tea lll Illembers arc traincd in process anal ysis and reeng ineering 

techniquc. --
7 11I'1~ cOllllllunic~lIi()n progralll developed mcssage dcl ivcre.d and 

co III III un icat ion c ITcc Ii veness assessed. 
8 It support lo r I3PR process created. 
<) final readiness assessment lor implementation cond ucted . 
10 Organ ize wide and process spccilic vi sion devc loped 
II -

Potential implemcntation bnrricrs identilied and ways ofovercoilling them I 

cl cs j gn~d . 

12 Tasks arc pe rforill cd as a teams and organized as processes 
13 l3ureaucrnti e struct ure is Ill in imized -
14 The use of IT in teachin~-Iearnin~ processes and research were integrated 
.-~I..- .----~-- __ ._.~__ - - .-

V. Pe rrormance Monitoring a nd Measurin g is use ru ll in BPR imple m e nta t io n to make 
appro priate adju s tm e nts while necessary 111 th e process. According to you r 
obse rvation please rate th e rol lowin g activities o f m o nitorin g in thc table . (Rate: S~ 
Vcry good, 4 = good 3= f a ir 2= Poo r 1, = Very poo r) 

- ,--
Activities 

I 
Rating i No 

5 I 4 I 3 I 2 I 1 I 

, 
1 Guided by Monitoringand evaluated plan I 
2 The Performan ce can be eva luated In I 

f-._- _~antitaLive o~alitative aspects. 
3 Th e feed back from cu stomers provides the 

I opini ons on the quality of products a nd t 
1---.,- se rvice deli ve red 

4 The workers can provide on the benefi ts or 

----t-?Ielicien cies of the redesigned process 
5 The management should compare the ! result with the obj ec ti ves a nd goa l previous 

set - --- ---- I 6 The progress of ac tion a nd the result are 
moni to red i 

7 The ma nagement s h ould provide care for I 
those who can adapt 

8 Continual improve m ent mecha nism was 
I introduced. 



Comment (if any) _____________________________ _ 

V. Benefits /Achievem e nts of BPR: BPR brings num e rou s benefits/achievements to 
organ izat io ns a nd companies in which it is implemente ci. Some of the common 
benefits/ach ievements of BPR are be low the following table. Accord ing to your 
obse rvation in the D DU please rate th e fo llowing benefits/ach ievements of BPR. 
(Ra ling : 5= hig h ly improved , 4= improved, 3= some wh a t improved, 2= less improved , 

dl 1 = not Improve 
No Benefi ts 

I 
Rating 1 

I -0---
5 I 4 I 3 I 2 I 1 

1. Increase effective n ess I 

1.I Cu s tome r satis fact ion 
1.2 Deliver high quality 

2 ImErovement Organization al approach 
2. 1 Provide more meanll1g fu ll work for 

employees 
-- 2 .2 Inc rease flexibi lity and adoptabil ity to 

change 
- > 

3 Improvement Efficiency I 
3.1 Reduce time optimizati on I 
3.2 Provide qu ick response to customer 
3.3 One step shop service delive ry I 4 Organ ization Stru cture ! 
4. 1 Hiera rchi cal level redu ction 
4.2 Reciu ction of controls ---_. ---- -
4.3 Ena bl e new bu si ness growth ! 

6 



VI. The fo llow in g ta bl c contains o n c of kcy success facto r s in impleme nting B PR 
Projects . In yo ur unive rsity to what exten t eac h o f these items exi sted a n d h as 
co ntributed to the uni ve r s ity Success ree n gineer ing e ffort? Ra te them 5= strongly 
agree, 4= agree, 3= unclec ided, 2= cl isagree, \ = strong ly di sagree 

No Success fa ctors Rating 
5 4 3 2 1 

1 Change Management System and Culture 
I. I Accepta ncc of newly designed processes 

and structu re 
1. 2 Errect ive co mmunica tion 
1.3 All people mu st be open ly and ac tively 

in volved an d shou ld be consulted a t a ll 
s tage or the p,"ocess 

1.4 C,"ea tin g a n effective culture ror 
orga ni za tional cha nge 

__ l.2. Empowermen t and motivation system 
1.6 Revi s ing reward 

2 Organization Structure 1 
2. 1 Errccti ve BPR Cross functi onal tea ms i 
2 .2 Integrating BPR with other improvements I 

approach 
2. 3 Adc:guate identification or BPR Val ues 
2 .4 Appropriate J ob defin itions a nd allocation 

of resl)~~nsibilities 

2.5 Adequ a te iob integration approach I 
2 .6 Alignin g BPR Strategy with corpora te 

strategy 
3 BPR Project Management 

3. 1 Efrec ti ve Planning a nd Use or Project 
mc~0'.!gement techniques , 

3.2 Ac!,,~ate recou rses 
3.3 SClti ng perrorman ce goals and measures 
3.4 Errective u se or consultants 
3.5 ~ropriate use or methodology 
3 .6 Effective process redes ign 

4 Man~ement Coml'etency ! 

4.1 Committed a n d s t ron g leadership I 
4.2 Errective ma n agement or ri sks 

, 

5 IT Infrastructure 
5. I Bui ldi ng an errective IT inrrastructure 
5.2 Selec tingan IT Application 
5.3 An adequate under standing or 

technologies ror redes igning bu siness 
process 

5.4 An efrec tive IT Inrrastructure rollows a top 
dowll,i'pproach 

7 



V II . challengcs lil ccd in the implemcntation of'B PR and strategy empl aced. Some chal lenges that 
reeng ineerin g 1[ leeS arc li sted in the la ll owing tablc. Accordin g to yo ur observati on in the 
university. assign each challenge a score rell ecting it s strength/ inlluential elTorts. The higher the 
scorc thc st ronger the cha llenge or inlluential in the implementation 01' BPR. 

No Clwllcngcs t 2 3 4 5 6 7 
I L.ack or kn owledge abollt 131'1\ 

2 A ITected people not in rorm ed 

3 Follow inC! inadeqllate appmach 

'I Lack or orga ni za ti on readiness for change 

5 Lack of tru st between 1ll:ll1a~CIllC IlI nne! em ployees 
6 Re sistan ce by midd le nwnagers beea ll se of fear of los ing th eirjobs 

7 Un cle lined core processes 

~ Problem in COlllllllllli cati o ll 

9 Lack or CO llll1l il lll Cllt from top manageme nt 

10 Vertical structure of organ izat iOIl 

II Top lll (l lla gclllCJl l len r o f empowered employees 

12 Usi ng inappropriate tools 

13 Employees res istance to change 

14 Unwillingness to share ri sk equitnb ly 

15 l3urenllcracy 
16 Fear o f los ing jobs by employees 

17 Fear of rnilLi re by lOp IllClIWgCIllCllt 

IN InapPl'Opr iate benchmarking (goals) 

19 Rnpid chall !!.c of ex ternal ell virollment 

20 Lack of resou rces (t ime, money, staff, etc.) 

2 1 nc lic ving 111<11 ch'lll ge doesn't add v:d llc to shnrcllo ldcrs 

22 Absence of' Inlo l'l11<1tion Technology ( IT) 



Appelld ix 13 

ADD IS A13A I3A UN IVERSITY 

DEPARTMENT OF EDUCATIO NA L PLANN ING AN D MANAGEMENT 

Focus Grou p Discussions for process owners and Semi- structured interview guide for 

implementation team leade rs and top executi ves. 

What do you thinK that initiateci I3 PR in the uni ve rsity'.' 

2 Ilow do you cvalu;llc the readiness and preparation or I3I'R planning in the uni ve rsity" 

3 ·ro wlwt extent 

.:. The concept and purposc of BPR is understood by all employees. customers 

and s18keholders? 

.:. The newly designed processes arc customer focused') 

.:. It improved service delivered? 

.:. The core process and supportive process identified in the uni ve rsity? 

4 What major benefi ts do you think that your faculty rea lized in yo ur I3PR erro rt s? 

5 What maj or success f:1ctors do you think that helped yo ur orfice to succeed in the 

implemcntation I3PR projects? 

G What mechanisms we rc in place to overcome the cha ll enges the implementations of Bf'R? 

What challenges still remained to be unsolved? 

7 What do you recommend on the implementati on of I3I'R projects in the uni ve rsities? 

Thank yo n for yo nI' cOllcern and coopcrntion. 

10 
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Appendix C 

ADDIS AJ3ABA UN IVERSITY 

DEPARTMENT or EDU CATI ONA L PLANN ING AND MANAG EM ENT 

Scmi· structurcd interview gu ide fo r customers when they ge t se rvi ce from the uni ve rsity 

I. What makes differencc the se rvice delivercd be fo rc and ancr the introduc tion of BPR in 

the universit y 

2. To wha t ex tent 

,. Thc ncwly dcsigncd prllCC SS is customcr foc uscd') 

,.. You understood the concept and pu rpose ofJ3PR7 

,.. You are requilwl to give feedback or suggestion abou t the qual ity and se rvice 

de livcred in the implemcntation of BPR? 

3 What are the improvcment elliciency, impro\:emcnt organi za ti onal app roach and inc rease 

e lfec ti veness in the uni vc rsity according to your observa ti on? 

4 What is your recom mcndation of implemcntation of BPR in IJD U" 

Thnnk YO ll for YO llr concern nnd coopcrntioll . 

I : 
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