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Abstract 

The Government of Ethiopia started to introduce Business Process 
Reengineering in some federal institution in 2004 and this was latte r 
expanded to all federal and state level offices. As such, this study was 
conducted to assess the status of BPR implementation in the wareda 
education offices of Borena Zone by examining the existing BPR related 
awareness and attitude of education office workers and clients 
towards the design, BPR implementation practices, existing 
implementation monitoring and' valuation mechanism and the 
challenges impeding the implementation of BPR in the offices. A 
Descriptive survey method and qualitative and quantitative research 
approach were used to collect and analyze the data. Instruments such 
as questionnaire, interview, document analyses and observatioll were 
used to gather data. Availability sampling technique was used to select 
5 wareda education office heads, 10 process owners,34 case workers, , 
5 PTA chairmen, purposive sampling technique to select 5 CSGGOHs 
and 5 school directors'; lottery system to sample 20 teachers and 
accidental sampling method to select 5 other stakeholders (investors). 
Quantitative data obtained from the questionnaire was analyzed by 
using mean and percentage and data from interview, document 
analysis and observation qualitatively analyzed to complement the 
quantitative one. The study concludes that even if large majority of 
workers have positive attitude towards BPR, the implementation status 
of BPR in woreda education offices of Borena Zone is low due to: weak 
team sprit emanated from variability in awareness of the workers, poor 
communication net work, over focus on its hardware, weak monitoring 
and evaluation, lack of motivation and reward, inadequate training and 
education, poor commitment of the leadership and problem related to 
creating culture of change. To alleviate this, it is worth recommending 
that availing a system of offering regular research based training, 
s tretching open, honest, and clear communication Ildwork, 
strengthening monitoring and evaluation, establis h.ing reliable 
performance measurement system as well as reward and sanction and 
improving commitment of leaders by evaluating the m based on their 
level of p erfonnance in implementing BPR. 
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\ 
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CHAPTER ONE 

1. Problem and its Setting 

This part dea ls with the back ground, s ta tement of the problem, objective 

of the study, signi ficance of the study, delimitation of the study the 

research m e thodology ,limitation of the study ,de finition of the key te rm s 

a nd organization of the study 

1.1 Back Ground of the Study 

Ethiopia as the developing country has th e VISIOn to be a rniddl,"! iL come 

countrj by 2020 (MOCB,2006). To attain this vision the country L2..s to 

accomplish its s ta ted missions properly. Eradicating poverty a nd tracking 

the socio economic development of the country with a sense of urge ncy is 

one of the top agendas of the country. The agenda can be addressed if 

public institutions can able to deliver their products a nd services 

efficiently and effectively to the society a~d be responsive to cit izens ' need. 

The role of public institutions in eradicating pove rty and enhancing 

na tional deve lopme n t is vital. To m a ke thcm play t h i ,; kcy I u··; th .. : 

government has embarked on mul t iple public ad ministration reforms fro m 

the early 1990s.More over, in 2002, extens ive gove rnment eapacil.y 

building program which gave new impetus to the civil service reform 

program (CSRP) the CSRP was initiated in 1994 when a task force was 

established to conduct a diagnostic overview of the condi tion of tbc civil 

service institutions . Based on the findin gs of this diagnostic phase, the 

study and development phase of th e pJ'Ogram wcre launch cd 111 

1997(MOCB,2007). 

The Ethiopian c ivil s ervice though over century old does not yet have a 

culture performa nce a nd service delivery imp rovement. The problem ot' 

service delivery organization and management work culture and syst.em 

are the major ones in most of our civil service institu t ion s (J'3crihuIl, 2009). 



Hence it was necessary to adopt business process reengineering that is 

meant to fund ame nta l rethinking and radical redesign to bring dramatic 

improvem ent. Accordingly s ince 2004 the government has endorsed 

Business Process Reengineering (BPR) as a foundation for sLrengLhening 

Result Based Performance Management System in the Civil Service 

(Tesfaye (2009) 

As one of the sector bureaus of Oromia region, Oromia Education Bureau 

(OEB) embarked the reengineering of its work approach in December 

2007.It was important to adopt this design to this sector because the 

existing system was not suitable to respond immediately to the needs of 

the society and as a result failed to contribute to regional development and 

poverty eradication endeavors. This problem is widely manifested 111 the 

form of poor education service which resulted in dissatis fact ion of the 

parents, students, teachers, education experts and stakeholde rs . 

It is now more than four years since BPR was introduced in all sectors of 

the Oromia Region. Therefore, investigating the status of actu a l 

implementation of BPR that is supported to improve service delivery and 

help in contributing to improve quality of education is timely. 

1.2. Statement of the Problem 

Building good governance, democracy and economIC development a nd 

improving the citizens' living standard are the pillars for whi ch currently 

Ethiopia is striving. But achieving this objective is n o t a n easy task. The 

effort to bring them can be challenged by different factor s among wh ich 

the civil service system is the key fac tor. The old bureau cratic system has 

brought a little progress in Ethiopia which is negligible when compared 

with the age and effort of the country. Realizing this, the government has 

begun to reform the service delivery sys~iem .So; one o f the m ajor activities 
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of the civil service reform is adopting and implementing Business Process 

Reengineering. 

MOCE (2007) revealed that even thol,lgh .EPR has begun to be utilized to 

carry out the civil servi~e, 'it has b;O~~ the incremental change than 

dramatic chan ge expected from its implementation . In most of the 

organizations no paradigm shift from the old traditional way of doing 

business that has been registered. 

Considerable researches also have been conducted on the implementation 

of Business Process Reengineering in some public organizations of 

Ethiopia. Habtamu (2010) has listed 

Accordingly, Gebregziabiher (2005) 

some of them with their findings. 

cnnducted research on perceived 
\ : ,' 

performance improve men ts in seven public organizations and found that 

the program has brought dissatisfaction among employecs. Abatc (2006) in 

his assessment on Ethiopian Civil Service Collage found that major 

barriers to the success of EPR effort were lack of skill of implementation, , 

communication gap on the be nefit of the reengineering and managerial 

resistance to change. Danyachew (2005) came up with inadequacy of BPR 

methodology as a reason for the failure in EPR in credit dis pensation 

through investigation entitled "BPR in ,':edit dispensation in commercial 

bank of Ethiopia" Getachew (2007) conducted research on some public 

organizations and found that there is gap of understa nding on the 

rationale of implementing BPR. By conductin g research on some ministries 

of Ethiopia and Bureaus of Amhara regional government Matebu(2008) 

found that people in the organization were not clear with the purposes , the 

principles, multi dimensiona l changes and the benefits of BPR. 

Similar studies ,for example, Nemie:2009), Mesay (2010) a nd 

Ha btamu(20 10) lfl Oramia Education sector ind ica te th a t 

implementation in EPR in Oramia is facing various challenges. 

J 



The above research e rs have touched co ns iderable point s rega rdin g 

BPR imple mentation includ ing few of the m who h ave made 

investigation on the achievements of '.Ie design as well. But this 

research deals with the implem entation phase regardless of its 

achieve men ts. 

Though no research h as been done, BPR implementation in the Borena 

Zone of Oromia regional state a lso seems to h ave drawbacks that need 

investiga tion. So investigating into . the challenges would enable 

concerned bodies to work seriou s ly on the existing gap. It IS for this 

reason that the researcher conduct ad a s tudy on the s tatu s of 

implementation of BPR in the wareda education offices of Borena zone. In 

due course, the following basic question s have been raised . 

1. Wha t does the existing BPR related a wareness and attitude o f 

education office workers and stakeholders towards BPR looks 

like? 

2. How is BPR being implem ented in wareda education offices of 

Borena Zon e? 

3. How fa r proper monitoring and evaluation mechani s m for 

proper implementation is going on? 

4. What a re the challenges to im plementing BPR in the 

Wa reda? 

1.3. Objective of the study 

1.3. 1. General Objective 

The general a im o f the study is to assess the status of implementation or 

business process reengineering in the education offi ces of Borena Zone. 
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1.3.2. Specific Objectives: 

).- to i nvestigat(~ into different perception h e ld on BPR a nd look into 

existing implementation practices. 

,. to aware different stakeholders on the pros and cons of in the course 

of implementation of the reform . 

1.4. Significance of the Study 

Implementation is the most d ifficult phase of the reengineerin g project.. 

Ideas are turned into actions and the insti tutions natural resistance to 

ch ange must be overcomc. This is a lso th e true nature of featt:re or gPF, 

impleme!1.tation so far identified by d ifferent intellectuals in Ethi c.pic:. 

Hence th is s t udy can have the following significance. 

• The finding of the study may serve as one sourc,~ of inforrn2.tic.:1 

to Oromia education bureau a nd zone and wareda 

offices on thest.alus of BPR implementation . 

• It may forwards some specific a nd practical recomrnendari0l1S fOl' 

future action on the basis 01 (he findings 

• The study may draws clearly needed 1'2SS011S to be ,!carncd by 

other seclor leaders , BPR team members , trainers , t'~l,Uc8. 1.() r~ 

and consulta nts. 

• The study also may helps as spring board for fu rthc i" studi e:;. 

1.5. Delimitations 

Though BPR is being irnplemented In governr.lent olh ccs of a ll ZO l le~ :(1 

Oro1l1ia, to make it manageable anu' clue lo ' the researcher;. 'r' ~~~L 

expcn ence, the study is de limited to Borena zone and Lhc e . .l'.Ical;() rl 

seclor. More'over, 'even ·thnugh various docur~J ents were cons'Lllted ori (It'·'eY' 

p;luSeS, tfle mairi focus of the study i~. em actual imple;nC111aLion of p,rJ I<' 
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1.6. Limitations 

Various happe nings had challenged the smooth now or the study. Majo r ity 

of the workers a re overburdened by various office and field works and as a 

result it is sLispected that they have rillcd the qLlcstionna ires attcntive ly . 

Moreover, the presence of higher rate of the employee turnover had m ade 

workers with little know how of the design to fill the questionnaires. These 

all may arfect the accuracy of th e in formRtion used as input for this study. 

1. 7. Definitions of Key Terms 

Core process - are processes th at met th e im portan t n eeds of the 
organization s externa l cu stomers (Linden , 1994) 

Dramatic improvement - achieving quantum leaps in performan ce rather 
than in cremental improvemen ts (Hammer 
a nd champy, 1993) 

Fundamental rethinking - ignoring wh a t is a lready at hand and 
concen trating on what should be (Ha mmer 
a nd cham py, 1993) 

Leader - a senior executive who authorizes and m otivate th e ove r all 
reen gineering effort (H ammer and champy, 1993) 

Process - a collection of activities that take one or more kinds of input a nd 
creates a n output that is of value to th e customer. (Hammer 
and champy, 1993) 

Process owner - a m a nager with responsibility for a specific process a nd 
the reen gineering efr-'rt focused on it (Hammer and 
Ch a m py , 1993) 

Public service - refe rs to those activities of government in s titution s aimed 

at satisfying the needs and insurin g the well being of the society 

as well as enforcin g laws, regulations a n d direc tives of the 

govern ment (FORE 200 1) 

(, 



Radical - gettin g to the root of the thing; not Ilwkill g slil-lcrricial CIUIIlgl' m 

fiddlin g with wh at is a lready in place but throwin g away the old 

(H ammer and champy, 1993) 

Reengineering - is the analysis and design of workflows and processes 

with in a n organization (Wikipeaia, the free encyclopedia) 
" 

Reengineering team - group of individuals dedicated to the reengineering 

or a particular process, which diagnoses the 

existing process and over see its redesigning a nd 

implementation (Hammer and Ch ampy, 1993) 

Support process - the process that meels th e imporla nl needs of inle rnul 

cu stomers (Lindon, 1 S:(4) 

Value adding activities -an activity the end user is willing to pay for one 

which brings a service closer faster and provides 

accurate rea l t ime information (Lindon, 1994) 

1.8. Organization of the Study 

This study report is organized in to five ch apters . The first ch apter deals 

with the introductory part that incluc os background, statemen t of the 

problem, objective, s ignificance, delimitation, limita tion , definition of key 

terms and organ ization of the study. In chapter two re lated lite rature tha t 

guided the researcher in the study are reviewed . The m ethodology of the 

research and data analysis and presentation are presented in ch apte r 

three and four, respectively. Finally; the summary, conclusion a nd 

recommendation of the study are treated in chapter five. 
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CHAPTER TWO 

2. Review of Related Literature 

This section presents the theoretical back ground of the study, globa l 

practice on BPR, overview of the setting of the s tudy and the local 

researches conducted on Practice of BPR. 

2.1 Historical Background 

The approaches to work and organization evolved and developed along 

with the development of human race. I t h as gone through differen t phases 

beginning from early way of living like hunting, craft production, etc to this 

days of global world. One of the early approaches of doing works is craft 

production . It is the common method of manufacturing technique 2.pplied. 

in pre industria l world . Craft production was characterized by "limited 

production predominantly agriculture economy, limited la bor division, etc" 

(Belete .et al 2007) and was dominated by generalist s who have 

understanding of all aspects of the work at h a nd (Linden 1994) 

By citing "The wealth of nation" published in 1776, Linden (1994) puts 

that Adam smith expressed his enthu s iHsm for new idea, the principles of 

labor division. He had observed two types of produc tion in p in factory : 

craft production and group that divided their work in to small na rrow 

tasks; the group that d ivided its labor showed va stly higher produc tion . 

Linden (ibid) pointed out that this led to specialization and fragrncnta Li Ol~ 

of work by several more systems towards the turn of twentieth ce n tu ry; as 

a group of engineers began employing the sc ienti fic managcyn ent tu r oo t 

out inefficiencies and wastage in factones and organ ization a l systems a nd 

thereby to increase productivity through improved accountin t'; cos t con trol 

and sharing to motivate works. One of the famou s of this group member 

was Fredric W.Taylor who designed scientific t ime and m otion s tud ies of 

most productive workers in various pla n ts to identify s pec ifi c work 
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methods that a ll should follow as \Veil <l!S to dOCLlIlll'nt the ;ll1Hllll1i in hI' 

paid in gain- sharing plans. 

In 1922 the German sociologist Max Weber introduced the concept of 

bureaucracy as best most efficient way to organize people. A strong 

hierarchy of authority as extensive division of labor, impersonal rules and 

rigid procedures would create a well oiled human machine called the 

organization. According to Shein and Vennis (1965) in Nemie 2009), 

in 1940s the scientific stu dy of groupings using experimental research 

meth ods was la u nched by Ku rt Lewin and h is students as well as many 

researchers, and the concept of human re lations was brough t in 1940s to 

1960s.Then the human rela tion movement advocating participative 

management, great attention to workers social needs, training inter 

personal skills for supervisors and general humanizing of the work place 

came into existence. In 1954 motivation and personal ity by Abraham 

Maslow presented a new view of h u man motivation (French and Bell , 2004 

in Habtamu M. 20 10).ln the late 1980s and beginning of 1990s new ways 

of doing work like total quali ty management were implemented in different 

organization especially in Japan. In addition to this business process 

reengineering become popular way of organizing work beginning from early 

1990s to date (Pepperd and Rowland, 2002 in Mesay, 2010) 

2.2 Business Process Reengineering: Definition and 

Emergence 

Reengineering is a new concept of business mode l and associated to set of 

techn iques that managers and executives h ave to u se to re invent their 

organ ization for conception in a new world. Scholars have defined 

Reengineering from different perspectives. Ha mme r and Champ), (l 993), 

defined it as the fundamental rethinking and radical redesign of business 

and business process to achieve dramatic improvements in critical 

contemporary measures of performance, such as quality, cost se rvice and 

<) 



speed. Benn is a nd Mesche (1 995) vIew il as re inven lin g lhe l' lllnpri sl' lIy 

c halle nging its ex isting c1octrines, prac tices a nd activ ities a nd then 

innovatively redeploying its capital and huma n resources to human into 

cross fun ctional process . Linden (1994) notes that reenginee ring as the sct 

of power principles is radically cha n ging some public a nd priva te 

bureaucracies. 

The above definitions have revolved arOund some common terminologies. 

They a ll emphas ize that BPR enta ils the re start with radical or 

fundamenta l way with objective of abolis hing the tradit ional a pproac hei:i, 

values, a ttitudes, procedures a nd practices and replac in g the m with the 

new orientation and direction of the organization. A process oriented 

approach is a lso another common point portrayed in the definition s. In 

this aspect the focus lays on giving atte n t ion to the method of organizing 

activities of the organization. The third issue ra ised in the defini t ion s is 

that BPR is charac terized by a powerful tool th a t controls cha nge a nd 

measures performa n ce in relation to customer satisfaction. 

The hiera rc hical bureaucratic structure IS take n as advantageous 

manage ment system by organizations for its ability to accommodate 

changes in a hi gh growing environmen t by adding more laye rs of 

manage ment, its a ppropriateness fo r con siste n t and accurate work 

performa nce through control a nd pl an nin g and its requirement of s hort 

a nd specia lized tra ining for s pecific tasks rather than generaliza tions. But 

it incurs enormous cost like additional over head a nd increas ing the 

distance that separates the senior manager from the service users of the 

organization (H a mmer and ChampyI993). 

According to Linden (1 994) thi s si luation was a lso sensed by th e civi l 

service institutions . More hiera rchies a nd more laye rs of m a n age ment 

we re des igned to bette r control, check and balance in order to minimize or 
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avoid fraud and corruplion. Neverllle\c!;!;, llle drurl wa!; fulllllvt'li by pUlll' 

service delivery to customers which m a nifested itself by delay, reduced 

quality, runarounds and lack of accountability . 

. Gradu a lly it was sensed by different orga niza tiona l lead ers ::hat the longer 

hiera rchy was so weak to respond '. " customers need; a llows poor 

communication; and coopera tion ta kes much time to m a k e decision a nd 

generally dissatisfies the cu stomers. Because of their s tron g in tention to 

deliver highest quality product or service with the lowest poss ible cost, 

they started to question the traditional approach or the hiera rchica l 

bureaucracy. As noted by Bennis and Mische (1 995), by the 198 0s, m a ny 

business organizations encountered with massive environmental c ha nge 

which necessita ted massive internal change in response. That was the 

time when they wake up to develop a mea n s of not only s u ccess but. a lso 

surviva l. As a result, organizations we re forced to operate in a d ifferent 

way by introduc ing major designing principles. The a pplication of these 

major design principles enabled the organizations m eet custome r needs 

a nd respond to their environment quickly. 

Ha mmer a nd Champy (1993) also observed that different compames 

dramatically improve their performa n ce by radically ch a n ging th e way 

which they work in 19980s. Accordin g to their observation it was the 

process not the business of the organization a ltered, I. e., either 

significantly improved or en t irely replaced. Th c authors were able to 

understand tha t the companies used different techniques to cha nge th e 

process and dig out those techniques. They detected that somc of the 

techniques could and other s couldn't succeed to bring the planned radical 

change. Fina lly they cam e up with the following . 

"Little by little, by examining the experience of many c ompanies we 
were able to discern the patter1ls oj actwn that lea 10 success and 
those d idn 't and gradually we could see a set of procedures for 
e~ecting radical cfi.ange take shape. F!lentually, we gave these sets 
o procedures a name we called It bu_.lIless process reen£flneenng, 
( ammer and Champ!}, 1993) 
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2.3. Common Features and Purpose of BPR 

BPR involves the dis regarding of a ll existing s tructurcs and p roccd ures 

and designing completely new ways of accomplishing work. So according 

to Hammer and Champy, (1993) the common fe a tures of ree nginee red 

business process a re: work units change from department to process , jobs 

change from s imple task to multi- dimensional work , peoples role ch ange 

from controlled to empowered, focus of performance m easures and 

compensation s hift from activi ty to results, advancement criteria shift 

from performance to abi lity, va lues cha nge from protective to productive, 

m anagers change from supervisors to coach es, organizational structu re 

change from hiera rc hical to fla t, executives ch a n ge from store keeper to 

leaders, 

Organiza tions do h ave diffe rent reason s to initi ate radical change, Some of 

the objectives identified by Bennis and Mi sh e 1995 and Bhat 2007 in 

Habtamu (2010) are the followin g, 

Organizations initiate radical ch a nge prima rily to increase productivity 

through c reation & innovative and seamless process that h as n ever ending 

which occurs in a n a tura l order, with natura l velocity, 

The second reason is to optimize va lue to sha re h older. This is achieved 

through doing thi ngs differe ntly, For example, innovation of function iike 

product design, manufacturing a nd customer service that can fit the 

clien ts ta ste, 

Consolidating fun ction is the third rea sons for whic h organ izations do 

reenginee ring, Reengi neerin g seeks to create an organ ization that is lin ear, 

flatter and faster. The abili ty to rapidly assi milated innovations, market 

need, technological developm ents, custome r trends, and competitor 

ini t ia tives is a t rade mark of the re invented organization, 
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Finally reeng1l1eenng IS meant for elimination of unnecessary levels. 

Reengineering co nstructively challenges and analyzes the organizations 

hierarchy and activities in terms of their valu e, purpose and content. 

Organizational levels and ac tivities that represent little va lue to 

shareholders or contribute little to competi tiveness are restructured or 

eliminated. 

2.4. Principles of Business Process Reengineering 

The term business process re-en gineering is new, but its design principles 

have been developing for some time . Lindon (1994) identified the following 

three sources for designing principles of process re- en gineering. 

The first source is 'successful experience'. Dozen s of corporations and 

governmental agencies have made maj or advances by engineering thcir 

processes and their experiences provide us with th e most useful data from 

which to draw principles. 

Secondly, reen gineering draws principles from its first COUS1l1 In the 

manufacturing world 'concurrent engineering' and the process of ' lean 

production'. 

The third source is the increasingly important focus 'on -time -based 

competition', developed in the united states from th e success of the 

Japanase were enjoying for jus t-in-time production m e thod s. It IS t.he 

system approach that scrutinizes every step in the v'ilue ch a in, from 

supplier relationships through design and ma nuracturing o r service 

development to d istribution and consumption with the \goal of (~ i i m inati!,g 

wasted time and effort in c h a in . 

Authors on process reengineering, specifi ca lly Hammer and Champy 

(1993) and Linden (1994) put the princ iples o r business proccss principals 

as: 
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Organizing around outcome not tasks, identifying a ll process 111 

organization and prioritizing them in order of redesign, integrating 

information processing work into the real work that produces the 

information, subs tituting parallel for sequential process , providing a s ingle 

point of contact for customers a nd suppliers when ever possible, bringing 

down s tream information up stream, putting the decis ion point where the 

work is performed, en suring a continuous flow of the main seque nce that 

can directly add values , first reengineering then automating, building 

con trol into the process and captur ing information once at th e source . 

These prin ciples a re so general th at their application to s pecific s itua tion 

is not identical. Linden (1994) reflec ts up on this as follows 

"While these design principles may be natural and basically 
simple, practitioners are wise to reflect on them and discuss 
their p ossible applications with colleagues before embarking 
on radical change. They also need to think through how to 
apply them in a way that makes sense to staff and 
customers " 

Thus, organizations a re advised to adopt these principle s accordingly while 

taking the guid a nce of them to reen gineer their bus iness process. 

2.5. Phases in BPR 

BPR projects need to follow certain phases for the sake of its effectiveness . 

The mos t common phases are plannin g, unders ta ndin g, and redesigning 

and implem enta tion (OCBB, 2007). 

2.5.1. Phase one: Planning 

As it was discussed in the preceding section BPR is a funda mental, 

dynamic and dramatic ch a nge in th e bus iness process. The changes are 

required to ma ke the bus iness process add valu e for cu stomer satisfaction. 

As a ll deliberate e ffec ts of the huma n being to reach a given ends (s), BPR 

a lso requires a systematic a pproach in order to serve its purpose in which 

planning serves as too l. Thus Business process reengineeringneeds 

pl8n ning as a fi rs t phase. Under this phase [he organization er,sures the 
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existence of the necessary personal and informat ion to execute the project. 

Ha mmer and Stanton (2004) identified the following three steps of the 

pla nning phase. 

2.5.1.1 Understanding Top Level Leadership Commitment 

Leadership i s the primary issue that h as to be concerned in redesigning 

project. Thi s is so because the top leaders can recognize the systematic 

difficulty of the process as a who le or to develop new idea a bout it 

(Hammer a nd Stanton (2004). The refore , a leader I S a prima lY key 

ingredien t for reengineering. As hel she IS a semor executive who 

authorizes and m otivates the overall reengineering effort, first of a ll the 

leader has to have the unders tanding and acceptance of the why and the 

how of reengineering (OCBB , 2007) . 

Before entering into the object of reen gin eering, 'wh at' of the reengineering 

process, it is better to look at 'who' will reengineer (OCBB 2007). So how 

organizations se lect a nd organize people who actu ally do th e ree ngineerin g 

is key factor to the success to be achieved. So individ u a ls who a re capable 

to lead the reen gineering have to be determined. The leadersh ip 

ingredients leading the reengineering projects a re th en of 5 in numbe r 

(OCBB, 2007, Linden, 1994, Belete et a l ,2007). These are: leader , process 

own er, reengm eenng team, core s taff freengineering czar) a nd steering 

committee. 

2.5.1.2. Identification of Business Process Entry Point 

Bennis a nd Mische (1 993) a nd Grovel et a l (1995) warn th at a n attempt to 

reen gineer too many processes at the same time is on e of the m ost 

common mistakes made by o rgan iza tion s for it is limited by existing 

financial capacity and t iming. Therefore, ide n t ify ing the business process 

to be reen ginee red at th e early stage of reengineering is crucia l (Hammer 

and Champy, 1993). Accordingly leaders a nd core s taff should identify and 
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decide th e business process to be e ngineered based up on imparLance allli 

feasi bility. 

Processes are a set of related activ ities lesigned to produce a particular 

out come (Linden, 1994). Business processes are not some thing that we 

invent upon trying to understand the current business process . So in 

. identifying business process, an organization need not go for creating what 

the process should be. Then the iden t ified process a re treated as core 

(centra l to business functioning) and support business processes (back 

process, which underpin the core processes). 

2.5.1.3. Planning (Preparing TOR) 

As noted by Belete et al (2007) the leader and the s teering team should 

have an over all plan and direction of the reengineering project. Then, the 

reengineer ing teams and process owners should prepa re TOR that guides 

their operation. The TOR n eeds to cover the entire study, the redesign 

processes and the implementation styles. 

2.5.2. Phase two: Understanding the Current Business 

Process 

Once the process has bee n identified and selected 

understanding these processes adequately before 

m phase one, 

proceeding to 

redesigning comes next. In understanding the current business process, 

the reengineering teams may go through describing the business process ; 

the customer need s and problems; studying what the process produces 

and why the business process is producing such results ; and producing 

performance base line (Belete et al (2007). 

2.5.3. Phase three: Designing 

Redesigning is the most c reative part of the entire reengmeenng process . 

More th a n a ny other it n eed s imagination, inductive thinking and a toc k of 
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craZiness. In redesigning process lhc . rccnginecring lea III alJa Ill lullS till' 

familiar and seeks the outrageous, Red-.:signing asks th e tea members to 

suspend their belief in the rules, procedures, and va lues that they have 

honored thei r whole working lives. In' redesigning a process, different 

mod~ls like bench marking, problems- rule-assumption, and others can be 

used Jor team in order to produce breakthrough ideas (Be lete et a l 2007). 

2.5.4 Phase four: Implementation 

Implementation is the stage where the designed process (the new process) 

is tested and implemented. Besides, it is a pha se where alignments: 

structure, management and measurement system, value and beEd and 

information technologies that a re transformed a nd lined so that the new 

process will furni sh the required result of values (Belet et.a1.2007). It is the 

most challenging phase of the reengineering project. Implementation is the 

broad phase that the new design come to the whole works wherc lhc rea l 

mobilization is important, the firm a nd discipline of the leader in 

managing is tested and the fruit of the effort is determined (Ibid), 

Therefore, implementation calls for lDorough treatment of activities 

through their logica l steps. Above all, implementation begins with planning 

and planning guides the preparation to m ateria lize th e reengineering, , 
Basically the preparation has two issues to address, i, e. action pl a n and 

manual preparation. 

According to Belete et a!. (2007) an'd OCBB (2007) action plan includc~, 

, work activities to be done with time frames such as the decision points, 

the testing of the new process, the employee's redeployment, office 

arrangement, and resource dec ision, implementation arrangement etc, are 

studied and ready for action, 

Communication plan and system sho\'lld be clearly set. Every ch a nge 

projects demand clear and effective communica lio!'l for its S1.1CCess . This is 
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so beca use communication plays role in clarification about and acceptance 

of recommendation by the practitioners of change . It can be conducted 

through organizing awareness creation a nd consensus building meetings 

by organization or bureaus management with employees a nd key 

customers. Thus the leader and the process owner with their team should 

prepare communication plan and ensure effective communication among 

staff and stake holders. 

Change m a nagement strategies should be set clearly. The implementation 

of new process is typically the most failure- phase of reengineering project 

because of the organizations natural resistancc to change (OCBB 2007). 

Usually, the greatest challenge lies on managing the human dimensions of 

change. As such, executives should begin to develop and carryout a formal 

change management plan to bring the agency 's values into line with the 

goals of reengineering (Ibid). 

Control and monitoring system should be established. To be effective in 

implementation of the reengineered design, monitoring the on going 

ac tivities against proposed manner and evaluating the effectiveness of the 

change recommended is vital. 

Bhat (2007) as cited in Nemie (2009), the success of BPR project 

implementa tion can be evaluated on trial run basis and as on going basis. 

The 'trial run' will be determined whether the team .should be permitted to 

proceed with its process reengineerin g e ffor t. This step involves two 

activities I. e. pilot test to ensure that the proposed change will 

dramatically improve the process a nd assess1l1g the result and m a king 

necessary adjustment in the flow chart. 

To evaluate performance on an ongoing basis, the team need to gathe r and 

evaluate data, and the measurement results should indicate movement 

towa rds the goal of team for the n ew f"Ifoeess. The process perfo rmance 
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s h ould be eva lua ted on a n ongom g basis to de te rmin e th e ('x te nt of 

progress of lh l! ll!UIIl. This slq) of lh l! illlplulIl! lIla lioll pil asl! l' l!ljLllI'U; lhe 

team to h old regula r m eetin gs a nd deli be ra te o n t.he obse rved progress . 

The process reen gineering team s hould not dis ba nd as soon as 

implemen tation begins or even a fter it over. Meeting or discu ssion s h ould 

continue becau se the team h as to evalua te progress a nd solve a ny 

problems that m ay encounte r (MoCB, 2007) . 

Once the implementa tion pla n h as been followed through, the entire team 

should ge t toge ther to review progress against obj ectives , i. c. th ey s hould 

co nduct eva lua tion. Certa in questions therefore, n eed to be a ddressed 

(OCBB 2007) . These include does th e new process con tribu te to the 

efficient a nd e ffective implementa tion of the m anda te and mission of the 

orga niza tion; is the process now the be . ~ it can be; if so wha t ac tion a rc 

needed to mainta in this stage? If the proces s is n ot "best" it can be , should 

'new' improvem en t pla n be envisaged? Does th is in volve the sam e or a new 

reengineerin g team? Is th e new process customer frie n d ly a nd e nsure 

cu s tomer satis fac tion, (in term of respon s iveness to compli a nt , office 

a rra ngements , cu s tomers ' reception , service qua lity, tim eliness, cos t, one­

stop s hopping, etc)? Therefore , issu es of m oni tori ng a n d evaluation have 

to be thorou ghly included in planning action of implem entation . 

. 2.6. Success and Failure Factors of BPR Implementation 

According to Al-Masha ri a nd Za iri (1 999 ,) the implem enta tion process is 

complex, a nd n eeds to be checked against severa l s u ccess/ failure factors 

to ensure successful implementa tion, as well a s to avo id impleme n tation 

pi t fa lls . These authors dis tilled the factors listed below from var iou s 

a rticles a s we ll as empirical resea rch on BPR implem entation a nd 

categorized the m into a numbe r of s u bgroups represe nti ng va riou s 

dimen sion s of ch a n ge rela ted to BPR ilYlple menta tion . Th ese d imensions 

are: 
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(1) change management system and cu lture 

(2) management competency and support; 

(3) organizational structure; 

(4) project planning and management; and 

(5) IT infrastructure. 

As identified by Al-Mashari and Zairi (1999,) there are both success and 

fai lure factors for BPR implementation under each of these dimensions. 

Based on this, the discussion of these factors has been summarized as 

follows. 

2.6.1. Success Factors 

Change of Management System and Culture includes factors like 

reV1SlOn of motivations and rewards systems, e ffective communication, 

empowerment, people involvement, t ra inlllg and education, creating an 

effective cu lture for organizational change and stimulation of receptivity of 

the organization to cha n ge. 

The success factors categorized under Management competency and 

support are committed and strong leadership, championship and 

sponsorship, and management of risk. 

Organizational structure includes adequate job integration approach, 

effective BPR teams, appropriate jobs, definition and responsibilities 

a llocation. 

Project planning and management encompasses factors li ke alignm ent 

of BPR strategy with corporate strategy, effective planning and use of 

project management techniques, setting performance goal and measures, 

adequate resources, a ppropriate use of methodology, external orientation 

and learning, effective use of consultants, building a BPR Vision, effective 

process redesign, integrating BPR with Ocher improvement approaches and 

adequate identification of BPR values . 
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IT infrastructure includes adequate alignment of IT infras trucLur e ;lml 

BPR strategy, building an effective · IT infrastructure, adequate IT 

investment and sourcm g decisions adequate measurement of [1' 

infrastructure effectiveness on BPR, proper IS integrat ion, effective 

reengineering of legacy IS, increasing IT function competency and effective 

use of software tools. 

2 .6.2 Failure Factors 

Factors that can h a mper the BPR effectiveness as viewed through the 

above dimensions are the following. (AI-M ash a ri and Zairi, 1999) 

Failure factors that fall under Change of Management System and 

Culture are problems in communication, organizational re s istan ce, lack of 

orgcmizational readiness for change, problems related to creating a culture 

for change, lack of training and education. 

Management competency and support encompasses problems related to 

commitmenL, support, and leaders hip problems related to championship 

and spon sorship. 

Organizational structure includes failure factors like in effective BPR 

teams problems re lated to integration mechani s m and jobs' defin it.ion and 

responsibilities a llocation. 

Factors included under Project planning and management are p roblem" 

related to planning and project m anagement, problems related to goals 

and measures, inadequate focus &objec t.ives, ineffective process redesign, 

problems related to BPR resources, unrf .. .l istic expectaLion,; , ineffective ll se 

of consultants and miscellaneous problems. 

IT infrastructure encompasses problems rela;:ed to [1' investment Gnd 

sourcing decisions, improper [S integration, inadequat.c IS developm ent, 

ineffective reengineering of legacy [S and miscellaneous problem. 
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2.7. Global experience of BPR Implementation in Public 

Sector 

2.7.1. BPR Implementation in Pubic Sector 

Public sector is the part of the economy concerned with providing ba,sic 

government services. The composition of the public sector varies by 

country, but in most countries the public sector includes such services as 

the police, military, public roads, public transit, primary educatiDn and 

h ealthcare for the poor, The public sector migh t. provide services that n 011-

payer cannot be excluded from (such as street lighting), services which 

benefit all of society ra ther than just the individual who uses the service 

(such as public education), a nd services that encourage equal opportunity 

(Investorwords,20 10) 

The need for business process improvement in public sector has been 

recognized many times . In 1990, during the period of m a ny business 

process reengineering (BPR) projects, e.g. US government organization s 

went through the reform initiative named National Performance Review 

(Thompson, 2000), the main intention of ..,,'hich was organizational change. 

Several process change methods, that combine radical methods of BPR 

with a more progressive method of continu ou s process improvement, 

emerged (Hammer, 2004 in Maclntosh 2003) 

2.7.2. BPR in Education Sector 

Several autho rs (Davis and Mehta, lCJ<J7 in M. Ba\aji 2004) highlight the 

importance of undertaking BPR initi a tive s in the education sector to 

reduce costs a nd improve services . Walker and Black (2000) h ave 

identified three reaso ns for business schools to adopt BPI·: initia tives L'j 

face the challenges of the industry thereby respond in g to th e demands of 

the customers, to achieve efficiency, (lexibili1.y , and to have an 

understanding of all variables that directly affect orgc1lli;oational or 
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individua l performance. Another qualitative study undertaken ill the 

education sector in Nor thern Irela nd (McAdam and Bickerstaff, 200 1) 

revealed s imilar results where the emphasis was based on customer's 

needs, designing and improving key business processes and identifying 

critical success factor s. 

2.8. Overview of BPR in Ethiopia 

According to Getac hew and R.Common (2006). the Civil Service was 

established form a lly during the reign of Menelik " in 1907, with the a im of 

ensunng orderly a nd efficient a rra ngements for the workings of 

governme nt. Although th e in s titution und erwent a scrie s of c ha nges 

commensurate with a h ost of n ew n eeds and impe ra tives, ·th e period was 

marked by weak leadership until Ha ile seilassie su cceeded Menelik 's 

da ughte r , Zawdi tu , in 1930. 

Getach ew a nd R.Common (2006) further explain that later on , during his 

re ign , Emperor Ha ilesellassie undertook a series of ins titutionalization and 

restructuring measures in the h ope of bringing abou t an effective a nd 

efficient civil service governed by specifi ed rules a nd proced u res of a 

uniform nature . However, fa ilure to adhere to establis hed rules, 

a ffec ting standard administrative unwarranted political inte rference 

. procedures, and emphas izing politica l I ~yal ty as thc major criterion for 

appointme n ts a nd promotions -a ll became the Ach illes Heel of the 

Eth iop ia n Civ il Servi cc du ring that era. 

The imperial period was fin a lly replaced in 1974 with th e Dergue ~~ociali st 

syste m , which was characterized by favoring ccntra l econ omic pla n n in g, 

duplica tio n and fragmentation of public fun c tions a nd the d own play ing of 

m erit a nd professiona lism (Getachew and R.Common2006). The Dcrgue 

was fin a lly ousted by the Ethiopian Psople's Revolutionary Democratic 

Front (EPRDF) in 199 1. 
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Upon its assumption of powcr, lhe EPROF came to g rips witil tilt' 

deficien cies that featured as the hallmarks of the Civil Service . Dictated by 

the demands of the Structural Adjustment Program (SAP) and the zeal to 

usher in new arra ngements in accordance with its drives a nd prefere nces, 

the EPROF introduced a Civi l Service Reform Program(CSRP) in 1996 

(Getachewand R.Common (Ibid). The CSRP contains 5 sub programs 

namely: Top management systems, Expenditure management and control, 

Human resource management, Service delivery and Ethics sub programs 

(EPROF Ethics Sub-Program2000). 

Since 2004, the government has also endorsed Business Process 

Reengineering (BPR) as a foundation for strengthening Result Based 

Performance Management System in the Civil Service (Tesfaye (2009) 

Accord ing to Getachew and R.Common (2006), series of wo rkshops 

undertaken to sensitize the political leadership and civil servants across 

the country; and the launch of special program performa nce and service 

delivery imp·rovement policy (PSOIP) in priorily minist.ries , agencies, and 

Bureaus designed to deepen the implement.ation of performance 

management. PSOIP, along with the other reform program areas hnve 

promoted BPR as kcy managemcnt .lI1itiutivc:s, pa ri icul<lrly ill those; 

ministries that interface directly with the private sector including 

education sector to make education and training respon s ive to the demand 

of country's ski lled and semi-skilled manpower. 

In its status report on the Brussels Program of Action (BPoA) for (LOCs), 

MoFEO (2006) pointed out that Ethiopia has taken major steps in fightin g 

poverty and bringing sustainable and equitable development. Accordillgly, 

the government has designed policy tools, which are people-centered and 

geared towards addressing the needs of the poor in terms of p rovidi ng 

better social services as well as attaining a higher economic pcrform<1n cc 

at the m acro level. This is vvitnessed by its commitment to achieve the 
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MDGs and by its stron g poverty red u ction progra m embraced in the 

SDPRP (Sustaina ble Development and Poverty Reduction Progra m) and in 

the PASDEP (A Plan for Accelerated a nd Sus tained Development to End 

Poverty). Further it expla in s that the Government's program under the 

PASDEP would continue to focus on improving the quality of education to 

attract and keep children in school. BPR a lso made to continue under 

PASDEP for all public institutions that deal with private sector investment 

In so doing BPR has been taken as one way of commitment to achieve 

MDG by giving public need cen tered service in order to h asten the poverty 

eradication endeavors. 

2.8.l. BPR Practice in Oromia 

Oromia is one of the nine National Regiona l states of Ethiopia with a n 

estimated total area of 353.632 kl11 '. It shares common boundaries with a ll 

national regional states except the national regional states of Tigray 

(BOFED, RSC 2006). It h as a total population of 27, 158,471 (census 2007). The 

region is divided among 18 administrat ive zones, 304 rura l di stricts a nd 

43 waredas (BOFED, RSC 2006). The re§,iona l government is divided into 3 

bra nches of government namely the pa rliament, the jud iciary and the 

executive organs. As parts of the executive body there are 36 regional 

sector bureaus and offices which mos t of them h ave branches at zonal, 

urban and woreda level. The region has 10,741 a nd 461 primary and 

secondary schools, respective ly (OEB, 2009). 

The Oromia Regional state s tarted implementing RPR in a ll public office in 

which Education bureau was one in 2(',[)'l (Nemie H.2009) . To design its 

process the Education Bureau used the principles of Linden which 

emphasize 'the 3ps' namely people, plan a nd politics to redesign its 

process . In thi s way huma n re sources needed for the study was tra ined; 

planning on implementation of the design bas been calTied out and 
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creating governance by usmg its poliLical powcr and manda Les for 

implementation was accomplished (Ibid). 

Afte r the designing of the process, pilot testing was conducted on some 

selected woredas in this pilot testing, the activities for implementation 

were set: workers ' placement, Grievance handiing and implementation 

teams were established; manuals and documents were published a nd 

distributed; training were given to different bodies which a re in the BPJ~ 

program; team charter developed; office layout prepared a nd con s uiting 

and counseling teams established (OEB, 2008) 

2.8.2. Local Researches on BPR Practice in Education 

Sector 

As it is one of the socia l sector a nd serv1l1g many of the customers , 

reengineering a lso has bee n brought to education sector in Ethiopia. As 

such there are researches conducted to assess the implementation of EPR 

in education sector. Nemie (2009) made investigation on implementation of 

BPR in Oromia education Bureau and concluded that the program seems 

to run with many problems like poor communication, inadequa te 

readiness and prepa ration on change management, physical setting and 

timing resource mobIlization, lack of clear and con s istent impi.emcnlalion 

guideline and d ifficu lt ies with the introduction of new information 

technoloGY . Likewise , Mesay Gerbi (20 I 0) who conduc ted . resea rch in 

Education office of East 8hoa Zone of Orornia Region found that poor 

readiness resulted from inadequateL:nowledge of BPl~ concept and 

dynamic nature of works as well as multifaceted challenges accounted for 

the poor implementation of Lhe reen gi nee ring in lh~~ zone. Hab ta rnu 

Mengesha (20 10) assessed planning and implementation of EWR in 1 he 

north 8h'oa Zone of education offices a nd fOHnd that there was inadequacy 

in pertinent training on BPR, lack of s kill and competency in both hum 2n 

and material resource to run th e design, absence of change Jl1Qnagement. 

system and existence of in convenient office iay out to permit Olll? swp 

shopping princ iple. 



CHAPTER THREEE 

3. Research Design and Methodology 

This section deals with ciesign and the methodology employed to conduct 

the research. 

3.1. Research Method 

This study a ims at assessing the status of implementa tion of BPR at 

woreda education offices of Borena zone. To do this, the descr ip tive s urvey 

method has been employed for the study, since it enables the researcher to 

co llect large variety of data from different workers and clients of the 

sample woredas and to describe the status of the implemen tation based 

up on the collected data. Qualitative and qu a n titative approaches were 

a lso used for this study. 

3.2. Sources of Data 

Both primary and secondary sources of data were used in the study. 

3.2.1 Primary Sources 

The primary sources of the study were key informants from Wareda 

including education office heads, process owners, case workers, Wareda 

civil service and good governance office heads (WCSGGOHs) a nd clients . 

Wareda level offi ce heads, process owners and case workers were 

contacted for they direcLly involve in th e impkrncnlalion . Cli slolllC'rS we re 

taken as a source of information for they a re the direct beneficia ries of 

service delivered. Here , they were inclllded in the sample n ot to obLain 

in formation on the impact that is brought by BPR but lo assess lheir 

feeling about the BPR in light of the status of its implement.ation. Wareda 

civil service and good governance office h eads were contacted for they lead 

monitoring and evaluation of the impl.pmentation of the de s ign in the 

wareda offices. 
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3.2.2 Secondary Data Sources 

The secondary data sou rces were BPR main docu ment; BPR project plans , 

implem en tation manuals, reports a nd other relevant documcnts. 

Moreover, books , local research like unpUblished M.A. thesis and websites 
. I " , • . 

were consulted . 

3.3. Sample and Sampling Techniques 

The Borena zone is adminis trative ly divided in to 13 Wa redas and one town 

administration. Four Wareda s were selected u s in g 10ttelY system sampling 

technique becau se BPR implementation began in a ll woredas at th e same 

time and it is necessary to give equ a l ch a n ce for a ll the Waredas. And the 

only existing town a dministra tion was to- ke n through purpos ive samplin g 

technique. The inclusion of the town was decided to be purposive since 

there is a bit d ifference between the structure of the town admini stra tion 

and that of Wereda . Avai lability sam pl irig technique was used take all the 

processes in the o ffi ces . 

Different sampling techniques were employed to select th e subject of the 

study. Wareda education office leade rs , process owners, case workers were 

selected through availa bility sampling. This techn ique was employed s ince 

all workers were taken with out exclusion of a worker in the offi ces . Civil 

service and good governance office heads were selected by u sin g purpos ive 

sampling technique. 

The selected clients are of two types, namely, schoo l communities 

(teache rs, directors and PTA chai rmen) and other clients (investors). As a 

result , one school was se lected from each Wareda a nd the town 

admini stration which then add up to 5sch ools , by u s ing s im ple ra ndom 

lottery technique. All of the schools are of primary level a n d have in sum 

65 teachers and 5 d irectors. Then, the five school directors were selected 

by using the purposive samplin g tech nique a n d 20 teachers we re selected 

by using s imple ra ndom lottery system. Again from these schools PTA 
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ch airmen were selected by availability ~alllpli n g. Other c licnts were Laken 

by acc ide n ta l sampling tec hniqu e and i.'.Lervicwcd on the spol wil e ll til ey 

were getting service and unfortunately a ll of the clients contacted in th is 

technique we re investo r s 3 of whom are working on kindergarten (KG) a nd 

1 on GK and fir s t cycle primary and the remaining 1 on KG up to g rade 8. 

Table 1 below summarizes th is. 

Table 1. Respondents, Sample, Sampling Technique, and Data 

Collection Tools 

No Rcspondcnts Sample SallI"ling - -Data collection t~~'-- l 
- -----------,-------

technique questionnaire Interview 

I Warcda education office 

heads 5 availabi li ty 

Wareda education office 

availability 10 
\ 

2 

process owners 10 

3 Wareda education office availability 

case workers 
34 

34 

I 

1-:-_l--:::--:----:---:-: _______ I-:-__ -+_p_u_rJ_)O_s--c.I_ve _____ +-::-,-_________ i_5 __ ---J 
purposive 5 

4 Wareda capacity building 5 

head 

5 School directors 5 
f----+-c--,----------+-,--,-----+-c---------! 2()--------+--·----j 

lottery -

________ -+--::-__ ---'f--a_v_a:-;-i l a~ i Ii ty __ J_~_. . _______ + =--__ _ 
6 Teachers 20 

7 PT A chairmen 5 

8 Investors 5 

TOTAL 89 
acc idcntal ----±~9 -~---t~-------

L--L _______ -L ____ -L __ _ 

3.4. Data Gathering Instruments and Procedures of Data 

Collection 

3.4.1 . Instruments of Data Collection 

According to Sarantakos (2005) oral and written que s tions are utilized to 

gather information in survey method. Hence , questionn a ire a hd int erview 
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were two of the tools u sed to obta in data ill thi s study. ULlscrv<lt iull Ii;I S 

a lso been utilized in addition to the above tools . 

3.4.1.1. Questionnaire 

Different auth orities, including W.Best and V.Kahn (1 993) , n ote that the 

que s tionna ire is advantageous for collec ting da ta from la rge number of 

res pondents in a short period of time. Hence ; it was used to obtain da ta at 

office level from case worke rs a nd process owners and from Leaehers a nd 

directors at school level. Close and open ended questions/ items assessing 

existing BPR awaren ess level, implem entation practices, perception of 

practitioners and clients, implementation c hallenges and cxi sti ng 

evaluation a nd moni toring effort was prepared . 

3.4.1.2. Interview 

To obtain deeper information semi structured interview, focused on 

assessm g existing BPR awareness level, implementation practices, 

perce ption of practi t ioners and clients, imple mentation ch a llenges and 

existing eva luation and monitor ing e ffort was m ade with wareda office 

heads, civil service and good governance offi ce h ead s, PTA ch a irmen a n d 

investors. 

3.4. 1.3. Observation 

Non participa tory s tructured observation was con ducted to check 

observable activities co nce rning the implemcntation like prcsencc o f 

prope r planning, office layout, team a rra n gem ent, im plementation 

guidelines a nd the like by using check list prepared for th is purpose. It 

was s truc tu red as the researcher uses it to ch ec k h ow far impleme n tation 

indicators put in the documen t a re on th e ground. 
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3.4.2. Procedures of Data Collection 

Questionnaire and in terview questions were first prepared In Engli s h . The 

questions were inte rpreted in to language of the region, Afa n oromo, to 

help th e pa rticipants unders tand th e concept a t ha nd. 

Once the pre- field prepa ration completed, with the letter of reques t for 

access to the concerned body of each in stitution, the forma l contact was 

made. Along with this the forma l request for access to relevan t document 

was m ade and secured on th e first visit. 

Th en the questionnaire was pilot tested at wereda out of the sample wh ere 

10 office worker s and 6 teachers were involved. Here before conductin g the 

test , the participants were oriented about the objective of th e pilot study, 

. how to fill the items, evalua te and give feed back rcga rdin g thc rcleva nce of 

the question item . From the responses to th e questions it was identified 

tha t so m e items have re peated con cept a nd as a result have been a dded 

unnecessa rily to the number of the item s . There is also ambiguity in item s 

where different answers were given to the same item. Based upon the 

result of the test, number of the items amended; erro rs a nd ambiguities 

related to la nguage and contents were avoided . 

After the necessary improvements made the qu estionna ire were duplicated 

and distributed with necessary orientation by the researcher to be filled by 

res pondents. Then interview a nd observation was m ade by the sa me. 

Schools were contac ted th rough the lette r o f permission obtained from the 

offices. The d a ta collection through a ll the instruments was don e by the 

research er. 

3.5. Data Analysis and Presentation 

Quantita tive da ta o btained from the qU(:t s tionnaire was tabu late(l mound 

the sub topics related to the re search questions a nd descriptive sta ti s ti cs 
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like arithmetic mean and percentage were used to describe the results. 

The qualitative data obtained from the documents, semi-structured 

interview and observation were used for qualitative analysis that 

complements the quantitative one. 

In the analysis, the response obtained through questionnaires from 44 

office workers including process owners and case workers was tabulated 

with one table at a time. The interview responses from CSGGOHs and the 

education office heads were u sed here and there to complement the 

analysis based on the questionnaire from the aforementioned workers. 

Response through questionnaire from school community (20 teachers and 

5 directors) was treated sepa rately in comparison with the offi ce workers 

(process owners and case workers). The interview response obtained from 

investors a nd PTA was analyzed separately under separate topic. 
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CHAPTER FOUR 

4. Data Presentation, Interpretation and Analysis 

In the previou s ch a p te r discu ssion has been made o n the me thodology of 

a pproach in g the research. Thi s cha pter focu ses on presen tation , 

interpretation and a n a lys is of data. The section begins with th e description 

of respondents' cha rac ter is t ics a nd ends with th e a n a lysis a nd 

interpreta tion of th e a ssess ment of the s tatu s of BPR implem entati.on 

Wareda educa tion offices of Borena Zone. 

4.1. Characteristics Qf the Respondents 

In a particu la r s tudy bas ic back ground in formation of the respondents is 

essentia l to inform the reader the relevance a nd capacity of th ese 

responden ts to give the required informa tion . Hence, the ch a rac teristics of 

the res pondents (in terms of sex , education level, wor k expe rien ce 2. nd age) 

a re presented as follows. The informa tion given here is that of responden ts 

who filled th e questionna ire and thi s includes office worke rs (the job 

pe rformers and th e p rocess own ers), di redo r s and teachers. 
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Table 2 Characteristic of the Respondents 

No Variables characteristics Office Directors Teachers 
workers --
f % f % f % 

1 Sex Ma le 37 84 .1 5 100 13 65 
Fema le 7 15 .9 - - 7 35 
Total 44 100 5 100 20 100 

2 Age category 20 -29 13 29.5 1 20 8 40 
30-39 16 36 .3 3 60 12 6 0 
40-49 10 22 .7 1 20 - -
50 a nd above 5 11.4 - - - -
Tota l 44 100 5 100 20 100--

3 Education level 10+2 1 2 .2 ~ -~o - -

Diploma 18 40 .8 9 
"'-'--

4 5 -_._- --- ----
12+3 ,- 11.4 J - - - -_. 
BA j BEd j BSc 20 45. 5 3 6 0 1 1 55 
Tota l 44 100 5 100 20 100 

4 Experience In 1-5 6 13 .6 - - 2 10 
years 

6- 10 , 9 20.5 1 2 0 6 3 0 
11- 15 6 13 .5 3 6 0 10 50 __ 

-
16-20 12 27. :1 e-L- 20 2 10 
2 1-25 3 6. 8 - - ---

-
-_. __ .- 1----- - -

26 -3 0 5 11.4 - - - -
Above 30 3 6 _8 - - - -

Tota l 44 100 5 100 20 100 

f: fre quency 

The a bove table depicts tha t th ere is a wide gende r ga p a rr!Ong 

par ticipa nts . More th a n three fou r th (84 .1%) of the respon dents from office 

a re m a le and th e rest few 7( 15.9%) a re fe ma les . The wid er gap is a lso 

noted in d irec to rs a nd teach ers. Thi s reflec ts the facl: that female 

underrepresented in th e sector , which m ay be a resu lt of h istorical gender 

d isparity in a ccess to educa tion. 

Consider ing a ge of th e responden ts , the table poin ts out that th e high est 

number of the respondents from office, 16(36 .3%), fu ll s with in age range of 
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30-39 a nd this is fo llowed by 13 (29 .6%) of four age groups that range 

between 20-29 yea rs. The remaining 15(34 .1) a re 40 years an d above. The 

inclusion of th e wider age range a lso hold s true for directors and teachers 

though th e maxllTIUm age of teacher responden ts is 39. This age 

dis tribu tion ref1ects that the s tudy was conducted on the response from 

workers who are with younger to older ages a nd whose age re la ted feeling 

a bout SPR varies accordingly. Any how, since all pa r tic ipa nts a re a bove 

age of 20 years , they h ave age related maturity to give re:~ponse for the 

questions. 

The table a lso shows that above 80% of the respondents are edu cated to 

. the level of diploma a nd degree among which the high e r por t ion, 20(45.5), 

is those who a re SA/SSe/SEd h olders. And, more than 50% of directors 

and teachers a re first degree holders. So [he inclusion of such respondents 

e na bled the researc her to get reliable information on the issue since peup:C 

of this level can understand question and give relatively matLl l-ed 

respon ses . 

Finally , the table indica tes that respondents with work expen ences that 

range from as low as only 1 year to over 30 years h a ve b een in cluded in 

the study. This wider range of experience is believed toenatle the 

re search er to collect data on views at Jut current BPR implementation 

status from various a ngle s of the experiences. 

In general, the researcher believes that the above indicated characteristics 

of the respondents enabled him to obtain re lia ble da ta for the research al 

h a nd. 
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4.2. Analysis of the Assessment of the Status of BPR 

1m pie men ta tion 

The data obtained from the responden ts who filled the ques tionna ire was 

a n a lyzed by u s ing frequency count, percentage a nd mean. And the data 

gathered th rough interview, document analys is a nd observation a re used 

for qu a li tative analysis that complements the quantitative one. 

4.2.1. Existing Awareness and Attitude of Workers and 

Stake Holders 

4.2.1.1. Awareness level 

Knowledge on h ow and what as well as why of intended change is 

important before embarkin g on implementation. As such, for the prope r 

implementat ion of BPR, awareness of its basic principles, objective, 

purposes, strategies, outcome, techniques of dealing with it etc. IS 

esse n tia l. However the foll owing table shows certain gap in this regard. 
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Table 3 Response on the Level of BPR Related Awareness 

No Item 
Response 
f % 

1 Whether training 
implementa t ion 

was offered before starting 

Yes 40 90:~ 
~N~o~ ______ =-~ ______________________________ . __ ~ __ 2Jl 

Total 44 100 
I---I----------,-c-------------------- -------------- -- - - - -

2 Training offered 

2_1 Dura tion -- -
Less than a week 21 52.5 
1-2 wee ks 13 32 .5 
Above 3 months 6 15 

Total 40 100--
~2~.~2~A~d~e~!q~lu=a=c~y ----.------------------------.----.- __ __ 

Adequate 15 37.5 
In adequate .. -- 231 57.5 
I don't know - --- 2 1-S--

~~;~m 'O:O::k' hold", kOOWI'dg;~O=P&~-~l~:i:O~~ 
~:;~~w ____________ ~=~-____ ~~---- I ~t L~g .7 -j 

3 

Total 44 100 I 
Communication ----- -.-- ------------ __ __ .--=- _____ .1 
Good 15 34.1 
Fa ir r 19 143 .2 -

4 

- -------------._--
Poor ._______ ___ 10 

L-_L-____ T ~=o~t~al~ _________ _ 144 
22.7 
100 

_ Many researchers induding Towers, 1994; Berrington a nd Oblich , 1995 ; 

in Al-Mashari and Zairi (1<;)9<;)) con s ider lraillin g anu cducaLiull lu LH: all 

importa nt component of su ccessful BPR imple m enLation . As onc of tile 

best routs of giving awareness for the prCl clition(~ rs, there is a n atte m pt of 

crealing a wa reness through training lhrough out the w3.recl a s . L~-\rgc 

majority of workers at wareda education office (90 .9%) indica ted tha r they 

had pa r t icipated in a tra ining prior tu s ta rtin g BPI". implementatio n. 
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The table reveals that 21(52.5%) respondents h ave got training on BPR for 

less than a week. According to 13 (32.5%) and 6(15 %) of the respondents 

there a re workers who got training of 1-2 week and above three months, 

respectively. 

However , it seems that the training was not adequate as 23(57.5 %) of 

the res pondents considered it so. Moreover, interview response of capacity 

building office heads revealed that som.' workers did not attend fully the 

given training because of the overlapping of the untimely works that a re 

sent from the higher hiera rchy. Therefore, some of woreda education office 

workers were made to focus on those works than fully being devoted to the 

tra ining. Also in some places there was understanding gap of the trainers 

to transmit refined know how of the design. 

Another issue ra ised in the interview is staff turnover. In this case those 

who got training leave to other places al ,d new workers who didn't get the 

training come to the office. Hence, since there is no regular training, these 

new comers have remained untrained of BPR related issue. 

Majority of the respondents (72.5%) of the participants res ponded that the 

knowledge of workers and stake holders is either shallow or vague. This 

implies that EPR is being implemented by practitioners that do not have 

enough knowledge on the new design and its procedures. 

In addition to trainings, communication IS one of the necessary conditions 

for success of BPR implementa tion . It is needed throughout the change 

process at all levels for all audience!; (Ca rr a nd Johansson (1995) in 

Messay (2010). But only 15(34.1 %) a pprecia ted thClt there is good 

communication and majority of the workers 29(65.9) a re not sati s fi ed with 

the existing BPR related communication level. Hen ce , majority of the 

woreda education office have poor communication syste m. Accordin g to Al­

Mashari and Zairi (1999). effective communication between stakeholder:; 
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inside and outside the organization is necessary to market a BPR program 

a nd to ensure patience and understanding of the structural and cultural 

changes needed as well as the organization's competitive situation. Thus, 

organizations exe rcising poor communication net work can end up with 

the negative occurrence of these results. Hence, it is possible to conclude 

that wareda education offi ces of the Borena zone have gap \l1 

understanding of the structural and cultural changes at hand and as a 

result lack patience to play the role expected from them. This agrees with 

the finding of Abate (2006) and Nemie (2009) that communication gap on 

the benefit of the reengineering has retarded the success of BPR effort. 

There fore, from the data and the subsequent discussion the inadequacy of 

training offered, staff turnover and communication must h ave resulted in 

the inadequacy of knowledge in BPR and lack of uniformi ty in awareness 

of BPR as result of inadequate training a nd workers turn over. In 

concurrence to this, Habtamu (2010) found that there was inadequacy in 

pertinent tra ining on BPR, lack of skill and competency in human re source 

to run the design. 

4.2.1.2 Wareda Education Office Workers' Knowledge of 

Purposes Initiated BPR 

This section was taken to check how far the respondents agree with the 

purpose listed and thereby to dig out their perception about the dc sign. 
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Table 4 Perception of the Respondents on Purpose of BPH Initiation 

i No ~~ 
-

Purpose Ve ry medium low Very 11, e~ 

high low --- ---_. 
I' C~I I' ex, I' IX. I' O;{, I' (Yc, 

-- --.-I Customers neeels and 23 52.2 13 29.6 4 9.1 4 9.1 - - <I 

expectations of better service . 
2 Dramatic i mprovcment of 13 23.6 19 43.1 8 18.2 4 9.1 - - 3.8 

the type, cast quality and 
timeliness of its serv ice 

3 Eliminating unnecessary 20 45.5 10 22.7 5 11.4 5 11.4 I 2.3 38 
work levels 

4 Conso lidating fragmented 18 40.9 13 29.6 6 D.G 7 15.9 - - 3.b 
functions 

5 Wide spread pressure for IG 36.3 7 15.9 12 27 .3 5 
'I--c-- --

I ", ':f !1ov;;rnmental reform 

II Alj~~ 3A 
6 External stakeholders (the 9 20.4 18 40.9 5 11.4 5 --I 

government, funding agency J etc) need and pressure _L._ 

f: frequen cy 

The table reveals that customers need and expectatio n of beLLer se rvice 

has been ra nked higher by 23(52.2%) of the respondents e nd only 8(18.2 

%) ranked medium and low and none of the workers denied it as purpose 

provoked BPR initiation. Therefore , workers perceive BPR plays <l 

substantial role in satisfying customers' needs and expectations o f be tter 

service . 

The second item attracted 32(66.7%) of the workers to be rated higher a nd 

high priority the refore, dramatic improve ment of the type cost quality ond 

timeliness was also been perceived as deriving force of the design. 

I 

! 
i 

Eliminating unnecessary work level has been rated high and highe r by 

20(45 .S'io) and 10(22.7%) workers res pec tively. But workers amoun tin g 

less than one fourth ranked it medi um to very low the ci o min8 nl po rti on 

of the worker perceive BPR as a m eans to elimin a te u!lneces~;ary work 

level. 

The fourth ite m was ranked high cr a nd high by 3 1(70.5'X,) a nd only 

6 (13 .3%) and 7(15.9%) ra ted it medium a nd low priori':Y, respec tively. 

Therefore , fceling of the majority witncss that co n solidating fragmen t.ed 

fun ction is onc of the derivin g purposes of initiating BPI~ in an 
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organiza tion . He nce, workers perce ive lh ;1t BPR cO!1solici:d :'s fl ·;l!',i·,l l.' llt l'l\ 

function . 

The fifth item ra ted higher by 16(36.3%) a nd high by 7(1 5 .9%) of the 

respondents . There fore , the wider spread pressure for governmt;!l::Cll 

re form a lso perceived by t.he major ity of the workers ol.s an ini t iator of lhe 

design. 

The same table depicts tha t more than average of the workers 27(6 L .3%) 

agreed th at th t; second item of th e table 3 weigh s high an d higher mnk 

respectively . So there is externa l stake holders n eed and pres~~u.re to adopt 

Bi>R. 

From the data we can see that the respondents h a ve perception of BPR as 

to it. is initiated in response to c ustome r needs a nd expectation of bettc l' 

service, eliminating unnecessary work Jeve l, consolidating fragmenLed 

function, wide s pread pressure. for governmen tal reform, dramntic 

im prove ment of the type , cost, quali ty and lime lill<.' ss of its ;;erv ice "md the 

externa l s ta ke b olders n eed a nd pressure . This shows that Lhe wGr!{'er;~ 

have good perception concc~ning BPI". from vic'.'.' PO iCll of its purpose of 

iniliation 

4,2,1.3. Attitude of Wa.re rla Education Office Wo rke.rs. and 

Directors Teachers towards BPR 

Under this subtitle, attitude of office workers towards the design along 

wit.h th a t of the directors and teachers has been a nalyzed. The d il'ecto rs 

a nd teache rs ' BPR rela ted tra ining backgrou nd was a::;sessed and il h;JS 

been come across that 22(88 %) of them took t he traini ng for less thEm 'a 

week a nd the res t too k it for two weeks. The following table surnmari2,es 

the a ttitude of both categor ies of th e workers (.o ffice and seh()o l~ cow3.rds 

busines:3 process reengineer ing. 
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Table 5 Wareda Education office Workers, Directors and TeacheT$' Attitu.;le Towards BPR 

I1\l Office \Vo rkers opi nion . , Directors and Te-i c her~~ Opj i;j~;1- h ,- -- ----I 
I Q I Opinion 5 4 3 2 I ] - I mea 5 14---T3--T~-~-,--"-'--f---~ --+ ;a J . !! I n;t:.a1J : 

Customers and stake holders are 8 18.2 I I 25 7 15.9 6 13.7 12 27.3 / 2_9 5 20 4 16 I' I i 4 r: : :o', I ,'.,-1 , ".5 i 
sa ti sfied with the previous ,I r! : f i i 

f % f % f % f % I )1 °/U I f I % f fyo ID % __ rTI.u;;) :~1~[~~'1~-! 

performance of the organization. No ! I . i I! Ii i iii 
1 1 need to fix for unbroken I ~-h ! !! I-L_' -__ L_I __ _ -4 

2 I BPR . is a hidden agenda of 5 114 5 11.4 6 13.6 3 6.8 25 I 56.8 " 2. 1 3 12 / 2 ! 8 ! I i 4 T4 i 16 : j 5 i (,0 ! L7 I 
downslzmg I am threatened and I I i I J 1 ; ' . j J 

1 1 uncertain of lay-o ffs . ~ 1 : ~ I ! 
3 I Such a radical change is dailgerous 5 II. ~ - - 9 20.5 7 15.9 I 23 52.2 2_0 2 8 2 I 8 I' 4 ' I~! 16 ~!3fj~ -r~i]--I 

and in human. It has more harm than ,I 1 Ii! 1 ' / 
! 5°0 I __ -+-:-1. ~ It -__ 1-_ ' '0. d + ' " I 
14 B?Risunworkableinourcontext - - 5 11.4 5 11.4 6 13.6 28 63.6 1.3 3 12 - - . i 2fS i .'1 11 : !7 ! 68 td 

5 BPR is unfair because it. does not 2 4 .6 5 11.4 8 18. 1 6 13.6 23 1 52.3 1 2.0 2 8 1 2 1 8 1 1[" i 7 i 2S I' : 3 152 I 1.9 i 
take experIence and contn bur lons to I I . I I . I r l i 

th , organizahon and to our country , ' I I I I I I / I I II i 1 
In cons lderatton J ! 

6 

7 

8 

9 

Despite minor achievements, the 4 9. 1 4 9. 1 15 11.4 5 11.4 26 59 1.8 2 8 3 12 I 4 '4 1 16 1 1 sJ 60 -, 1.9 
effort is not moving as intended. It I 1 II 

will not succeed ! 
BPR has remarkable benefit to me 20 45.. 10 27.7 4 9.1 5 11.4 5 11.4 3.8 16 64 4 16 3 12 2 8 - t= 
personally and to my organization as I I 
a whole ! I 
BPR is initia ted at the appropriate 
time in our organization 
The BPR effort on its right track 
despite some challenges it wi ll 
slicceed. 

17 

28 

38.6 9 20.5 

63.6 6 13 .6 

7 15.9 4 9.1 

4 9. 1 2 4.6 

7 15.9 3.5 7 28 8 32 41 16 

4 9. 1 4. 1 15 60 5 20 21 8 2 1 8 

(5= I str ongly agree , 4= I agree 3 = Not Determined 2= I disagree 1= I strongly disagree ) 

Mean<31ow,mean=3medium,mea,n >3high 

\ 

42 

/ 6 i 24 
I I 
II I 4 

I I 

o 

3.9 

! 35 
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From the above ta ble it is nOLed LhaL boLh cducaLion oITicials(lllcall '2.9) and 

directors a nd teachers(mean2.5) perceived that the previous pe rformance of 

the organization was poor to satis fy the customers a nd s take holders need 

and as a result th e adoption of BPR should not be taken as 'fixing 

unbroken '. Therefore they believe that there was vis ible gap that h as to be 

filled in a nother better means so that bringing BPR to this was not in vein. 

They a lso disagree tha t BPR is hidden agenda of downsizing that threa tens 

a nd ma kes them uncerta in of layoffs. This s h ows the s tre ngth of thei]' 

d etermination to acce pt the c ha nge even if it might bring some layoffs by 

default. For this reason they do not accept that it is dangerous and in huma n 

in its nature that brings harm tha n good. 

They believe that BPR is workable in our context. Consequently, they accept 

that despite some ch a llenges it will succeed though they do not deny the 

painful cou rse of implementa tion of BPR. So in spite of its pa infulness and 

being resisted by some individuals , BPR can be imple m en ted as it is the 

contemporrtry opti on to re nder the quality, type a nd tim ely se rvice for the 

customers. 

Moreover, both groups disagree with the idea that BPR is unfair fo r its 

ignorance of experience and contributions. This implies tha t they have 

perceived that BPR is fundamenta l reth inkin g, radical redesigning where Lhe 

former experience a nd the contribution a re not necessarily e n tertain ed. 

Both category of the worker witnessed that BPR has remarkable benefit both 

for them a nd their organization as a whole. This inLe rn indicaLes Lhe 

introductio n of the design h as broughL bette rment in thcir lifc than clon c [or 

them through the fo rmer one. Existe nce of better be n efi t h as macle wo rkers 

and teachers to perce ive BPR positively. 
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They a lso witness that BPR was introduced at a time it was imporLanL Lo 

tackle the problem of past trend of service. This implies tha t both workers 

a nd teachers have sensed the pain of the status quo ahead of the 

introduction of the design. 

In response to open ended questions both groups of the workers pointed out 

that education offices attempted to m ate rialize it . But its realization h asn 't 

reached the level it is expected to be . There is also inconsistency in serving 

clien ts as the new design dictates . 

4.2.1.4. Attitude of Parents and Investors 

School PTA (on behalf of parents) and investors were interviewed. In response 

to this they a ppreciated the good start of the design a nd pointed out t.hat 

there is gap in giving quality service on t ime. There is the time workers keep 

their affaire till the leaders come. This implies that there is the expectation of 

clients to be served by the offi ces only in new approach of the se rvice delivery. 

So the clients have perceived that BPR can bring dramatic improvement of 

type, cost, qua lity a nd timelin css of service delivery . 

In short despite the in adequacy of the training and existence of poor 

communication net work, both education office workers and stake holders 

have good perception of BPR in that a ll of them accept the reasons for which 

it is adopted and have developed positive attitude toward s the design. 

4 .2 .2 . Assessment of BPR Implementation Practice 

Business process reengineering require s a participato ry plan; well orga nized 

team with proper office layout, various guidelines that govern p roper 

implementation of the de s ign. In line with this the following tables 6 -9 shows 

the practice in implementation in the Waredas under study. 
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Table 6 Planning BPR Implementation 

No Item Rating 
No % 

1 Does your office prepare implem entation plan? 
Always 24 1 54. S>_ 
Some times 14 3l.8 
No 6 13.6 
Total 44 100 

2 Participation in planning 
All of the workers involve only to plan specific work they are 22 50 1 
assigned on 
All of th e workers equally participate in planning the office I 13 29.5 
works 
Some of the workers do not involve in planning 9 20.4 
total 44 100 

3 To what extent pla n s address the needs of stake holders? 
Properly 25 56.S -
Partially 19 43.2 
poorly 

t~ -1 0~ total 
4 Is there documen tation of every plan? 

Yes, continuously 
I -
, 29 65_c~~ 

Yes, but inconsistent _ ! I 5 2:~.J..1 
No documentation __ ~\ -lOoj Total 

Table 6 shows that fifty five percent of the workers confirmed that th e offices 

always prepare the BPR plan. Thirty one percent of them replied th a t 

sometimes office prepares the implementation plan while on ly 6( 13.5%) 

responded that the office do not prepare the plan . As it is witnessed by the 

majority of the respondents, most hand of the Wareda edu cation offi ces 

prepare implementation plan and some of them prepare inconsiste ntly . Th e 

interview response of the wareda civil serVlce and good governance offict~ 

leaders supports that the plans are prepa red . 

When it comes to participation in th e planning process , 22(50%) of the 

responden ts agreed tha t office workers participation is limited to only 

planning of speci fi c work they a re ass igned on. Only 13(29. 5%) responded 

that a ll of the worke rs equally participa te in planning the office works. So 
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from the m ajori ty point of view there is yet the devotion or workers Lo plan 

specific work they a re assigned on . This s hows that workers h ave only th e 

knowled ge of specific work a nd there is weak involvem ent of a ll in s ha ring th e 

works of one another. Thi s may limit them to give service only in a rea of their 

knowledge a nd lack competence to serve custom ers in n eed of other activities 

of the office . Hen ce , it is inevita ble to them to direct the clients to wait for the 

right person who is able to give them the kind of the service they n eed. This 

intern makes the office to lag behind in giving timely service in tended to be 

given due attention in EPR. 

The table a lso s hows that majority of the wo rke rs responded that the plan 

a ddresses properly the needs of the s take holders a n d th e remaining 

19(43.2%) a n swered that the plan pa rtially addresses the needs. He nce most 

of the plans prepared by the woredas a re prepared on the basis of the stake 

holders n eed. This implies that there is the intention to give the serv ice 

addressing the satisfaction of the stakeholders. So this can m ee t one of the 

m ajor mission s for which EPR is adopted 

The greater percentage of the respondents, 29 (65.9%), replied th a t the 

prepared p la n s are regularly documented , a nd the remaining respondents 

15(34 .1 %) replied that the documentation is not con s is tent. 

The re a lso seem con cern with regard to team arrangement a nd offi ce layout. 

The fo ll owing table an d s ubsequ ent discllssion dea ls with thi s. 



Table 7 Work Design 

No Item Ra tillg=--j 
'N"o 'Yo 

1 Does the team arrangement fi t the working order ' of the 
n ew design? -
Fits well 2 1 47.7 --
Moderately 14 31.8 
Does not fit 9 20.5 
Total 44 100 

2 Does the office lay out fit the design? 
Yes 32 72.7 
No 12 27.3 
Total 44 100 

The above table depicts that 21 (45.7%) of the respondents agreed that the 

arrangement of the teams fits well the working order of the n ew design . Th irty 

one percent of them replied that it fits moderately and rem aining said that it 

does not fit. Of course it has been observed by the researcher that som e of the 

team arrangement has been made a round the core process. In these offices , 

in the rooms where teachers' development process arranged, there are a lso 

grou ps of other processes h aving close attachments with this process. In area 

where the con struction of the room s lacks convenience, only members of th e 

s in gle process h ave been grouped together. As to the team a r rangement it is 

possible to say that its arrangemen t f~ts the new design though it needs 

further improvement. 

As it has been responded 'yes' by 32(72.7%) and ',10' by 12(27 .3'X)) 

respondents it see ms that o ffice layout fits the new design . But throu gh 

obse rvation it h as been approved that only one of th e 5 wareda o ffi ces fits well 

the new design . This office actually gives 'one stop shop' service since a ll the 

process arranged in the same room. In oth er wa redas rooms are much 111 

number but rela tively n a rrower. So except few, most of the waredas ha ve 

been forced to a rrange each of the process to sepa rate room. The leader a lso 

made to be in separate room. So this forces the client to move from room t.o 
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room m need of service. The office layout, therefore, fits modcra tely the new 

design. Regarding this Habtamu (2010) too found that there is such a n 

existence of in convenient office layout to run the design as dictated by 

implementation principle. This there fore , leads to poor realization of one s top 

shopping principle. .,'" ' 

In addition to implementation plan and appropriate work design, it is 

mandatory to h a ve guide lines leading th e prac tition ers in dealing with th e 

intended change. The fe ature of existing guidelines in wareda educat.ion 

offices of Borena zone can be analyzed as follows . 

Table 8 Condition in which Guideline~ to Govern New Design is Existing 

No Item 

1 Are there clear and consistent guidelines 

implemen tation? 

regarding 

Ratin g 
1--:-:-- ' 

No (Yo 

the 1 

1 
; 

~----~~~-------------­
Yes ,satisfactorily 

Yes m oderately 

--
17 

21 

3 

4 . 

8 61 
7 -~'-~ . , I 

- ---
Total 

6 1 
- -

----I 
3~1 
0 0 I 

,--
44 I 

+ , 
--------,----- - --------I 

enters at the I 

\ 

2 Do the gu idelines made available 1:0 the implem 

right time? 
f--:-:---- -----------------------

Yes ~---L 26 5 -11 L i l 
No 

Total . I : I :~~ 
~----,--------------------------' -~ ' ------

For the success fu l implementation of BPR the presence of clear , con sistcnt 

and timely de livery of guidelines is on :; of the importa nt fac tors. Ta ble 8 

shows that 38(86.3%) of respondents indicate the existence of guide lin es th at 

govern implementation of BPR ;however , though they agree on their ex istence 

47.7% of respondents feel that the guidelines a re not as c lear and consistent 

as d es ired. Inte rview m ade with officI'! h eads reve,l1 ed pos iti ve I-cspons(' th"l 
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the guidelines are readily available. But they didn't hide the fact tha l ils 

consistency in its content is questionable. This is a lso the ract ascertained 

through observation . Some of the contents of the former guidelines (for 

instance, the structure of man power) have been modified but the former 

guidelines are also being used . According to some wareda office h eads, new 

guidelines developed to implement BPR a re not yet approved by civi l service 

bureau. So until this is obtained they m a ke use of the former one . This affects 

consistency in implementing BPR. They are changed from time to time. This 

is a lso an idea of some WCSGGOHs and the problem found by Nemie(2009) 
, . 

The same table a lso shows that, the guidelines are made ava ilable to thc 

implementers at the right time 26(59. 1 %). Hence th ough they are mod erately 

clear and inconsistent In their contents guidelines regarding th e 

implementation are made availa ble on time to the implementers at th e ri ght 

time. This has been also ascertained through interview. 

Beside the aforementioned ingredients, leader is a senior executive who 

authorizes and motivates the over all reengin eering effort. Therefore he l she is 

a pnmary, key ingredient for reengineering to happen. As such the 

commitment of the leaders of the woredas under study to play the role 

expected from them is examined as follows. 

Table 9 Leadership Commitment 

. No Item 

No % 

1 Leaders ' commitment 
. __ ._---

1.1 

1.2 

They force workers when they are fo ,'ced by higher offici a ls - 13 29::
J ~i-m-p~l~e-m-e-n-ta-t~io-n--'~1~5~+1~3~4.1 I They lead workers with good initiation in the 

from the hi gher 10 22.7 -1 
-

1.3 They gIve priority to only urgent works gIven 

hierarchy 

1.4 They are reluctan t to lead the implementatio 
-- ---

Total 

I 

__ ~_jl :4_ - 1 3~1 
----'_1_0_0 J 

n 
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As it is seen from the ta ble, 15(34.1%) of the workers responded that Lh <.: 

office h eads lead workers with good ini tiation in the implementation. But 

13(29.5%) replied that th ey force workers when they are forced by highe r 

officials . As 10(22.7%) of the respo ndents said a nd capacity building offi ce 

commented , the leaders give priority for only urgent works given from the 

higher hiera rchy. According to the WCSGGOHs , the office heads are called for 

d ifferent meeting, are sent to field work by higher officials, they are forced to 

work some urgent works. Since they giv; priority to respond to these issu es, 

it is ha rdly possible for them to lead the implementation in settled mind. 

Actua lly there is delegation of the subordinates but unless the leader is 

committed they consider it as something ordinary. Therefore the offi ce hea ds 

a re poorly committed to lead the implem e n tation a t hand. This implies that 

BPR implementa tion is going on with poor commitment of the leaders 

4.2.3. Monitoring and Evaluation Mechanism 

Monitoring a nd evaluation IS one o f the mos t critical elements 111 

impleme nting BPR in that it helps to check wheth er ac t ivities are being 

implemented as p lanned or not. As a re sult the state of practicing monitoring 

and evaluation in the organizations under s tudy is presented as follows. 
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Table 10 Monitoring and Evaluation 

5 4 3 2 1 Mean 
No Item f % f % f % f % f % 
1 Offices have 15 34.5 18 40.9 7 15.9 4 9.1 - - 4 

established 
monitoring 
and 
evaluation 
system 

2 Monitoring 7 15.9 7 15.9 8 18.2 17 38.6 5 1l.5 2.4 
and 
evaluation I 

I 
done as per 
it IS 

J scheduled 
3 Results 

from 16 36.4 9 20.4 8 
monitoring 

18.2 9 20.4 4 9.1 3.9 

and 
evaluation 
are 

f--
reported 

4 There IS 4 9.1 9 20A 9 20A 9 20A 3 29.5 I 21 l cstablishcd I 
Performance 

I measurement I 
system I 

I 
22.7 ! 5 cllstomers' II 25 8 18.2 10 11.4 7 

I 
15.9 34] 5 satisfaction IS I 

measured 
re~lllarly 

(5 ~ I strongly agree. 4 - I agree 3= Not Determilled 2= J disagree 1 = I strongl y disag ree) 

As indicated in the table 10 item no 1, majority (75.4%) of respondents agreed 

that offices have established monitoring and evaluation system. Only 4(9.1) 

expressed their disagreement towards its existence. This shows that 

monitoring and evaluation of the implemen tation has been established. The 

interview with office heads of both education office s and that of the c ivil 

service and good governance office indicated that offices have established 

schedule to conduct m onito ring weekly a nd evaluation monthly. Even some 

established the system to conduct evaluation once in two weeks . But the 
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interviewees did n ot hide the fact that it is not. done s pecifically to weigh the 

level of the implementation rather it is the overall evaluation of office 

ac tivities . 

Neve rtheless , as being rated poor by 38.6% of responden ts and the mean (2.4) 

indicates, monito ring and evaluation does no t go as per it is scheduled. 

Aga in, the response obtained through the interview reveals that it is 

conducted inconsistently. The explanation from the interview depicts that the 

leaders a nd th e implementation teams a re most of the time occupied by the 

other works like a ttending loca l, zon a l and regional m eetings , going out for 

field works and dealing with works out of th e sch edule. As a result , most of 

the time the schedule set is skipped. 

Some, 25(56.8%), of respondents expressed their agreement tha t monitorin g 

and eva luation results are reported. Moreover, the m ean score for the item 

was found to be 3.9, s howing strong agreement to its being reported. 

As table shows, a lmost h a lf of the respondents rat.ed the fourth item 'disagree' 

and 'strongly disagree' and 13(29 .5%) rated 'agree' a nd 'st rongly agree'. 

Whereas the rest 9(20.4%) selected 'undec ided'. Accordingly , m ajority of the 

respondents agreed that performance measurement had not been esta blished 

and this is a lso supported by the perspective m ean of 2. 1. Moreover, majority 

of WCSGGOHs said that performa nce m easuremen t con n ected with BPR is 

conducted by u sing balanced score card (BSC) but the uti lization of BSC is a t 

its pilot study stage throughout the country. So there is no BPR performa nce 

measurement established in the woredas under s tudy . 

The las t item was rated agree and strongly agree by 19 (43 .2%) of the 

respondents with mean of 3.4. Hence, there is a case whe re custome rs' 

satisfaction is a ssessed. But the interview respon se of wa reda capacity 

building office head s reveals that the analys is of customer satisfaction is done 

se ldom. 
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In connection with monitoring and evaLmtion reinforcement is importa n t to 

move the cha n ge at h and through reward or sanction . The presence of thi s is 

a na lyzed based on the following table. 

Table 11 Reward and sanction 

5 4 3 2 1 Mean 
No Item f 010 f % f % f % f % 
1 Rewa rd - - 8 18.2 8 18.2 7 15 .9 21 47.7 2.1 

system 
establis hed 

2 Rewa rd IS - - 7 15.9 9 20.4 11 25 17 38.6 l.8 
gomg on as 
per the 
system 

3 Punish m en t 8 18.2 4 9.1 5 11 .4 6 13.6 2 1 47.7 2.4 

I 
I 

I 

system 

L-~ establi sh ed 
--:-::--: 

4 Punishment 8 18.2 5 11.4 6 13.6 5 11.4 20 45.5 i 2 .!:, I , 
IS go mg on 

l __ L~U 
I I 
I 

as per the I I 
I system I I .---1 

The mean of items listed in the table 12 above IS bellow 3.0. Hence, no 

punishmen t and reward system is designed . As a re s ult n o orderly 

punishment a nd reward practiced by the offices . This might be clue to 

absence of appropriate performance measurem ent system. 

In sum, the re is an atte mpt of monitorin g and evaluation tha t focuses on the 

over a ll activities and other reform program s tha n specifically addressin g 

BPR. But it is not conduc ted as per it is scheduled . The syste m is not 

sufficient to prope rly manage improveme nts. For instance it lacks rewa rd and 

punishment; the re is se ldom assessmenl of customer sati s faction . Therefore 

there is no strong monitoring and evaluR.tion system m ea n t to follow up th e 

progress of th e BPR implementation. 
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4.2.4. Challenge to Implementing BPR 

Despite its promise fo r rad ical change process reengineering is not a failure 

proof technique (Messay G. 20 10). Challen ges of BPR are factors that a re 

related to BPR process of the organization that lessens the effectiveness of its 

implementation. They m ay be re lated to eve ry aspects of the organ ization and 

a ny phase of the BPR projects . Respondents were asked to rate the level of 

seriousness of possible cha llenge a reas ,dentified from the literature and the 

result is summa rized as fo llows. 

Table 12 Respondents Rating On the Challenges to Implementation of 

BPR 

No Challenges 5 4 3 2 1 I 

mean I f % f % f 0/0 f o~) f 0/0 
1 Lack of motivati on and 16 36.4 9 20.4 8 18 .2 4 9. 1 7 15.99 I 3.5 

I 
reward 

2 Lack of adequate 10 22.7 10 22.7 12 27.3 5 1 1 .4 7 15.9 3,3 
to planning manage 

change I L . ___ ~ 
3 Poor commi tm ent of the II 25 12 2735 11.4 7 159 () 20.4 13.2 

38 6 13 2cj"S5~0'114 \ 3 2 -i leadership 
4 Poor communication net 4 9.1 17 

work 

13 2961-+5~1'1 " + 136 i" . 5 Problems related to 9 20.4 
creating culture of 
change I I I 'I I 

16r" 4 i 10 \ i2~S1l14r6 1 t3 6 j~l -6 In adeq uate training and 7 15 .9 
education --.l_--,-_~ L-

-(5= extreme ly scnOllS, 4 -very scnOllS, 3 ::;:.some wha t scnous 2 =observed but not se nOlls anel I - \lol 

observed) 

Six challenge a reas as poor communication , lack of motivation and reward, III 

adequate train ing and education , poor commitment of the leadership and 

problem re lated to c reatin g culture of change we re identified and responden ts 

asked to rate their level of seriousness. Allhough they are different in degree 
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CHAPTER FIVE 

5. Summery, Conclusion and Recommendation 

The chapter presents: the summery on the major findings of the study . the 

conclusion drawn based up on the rnaJ or findings a nd suggested 

recommendation. 

5.1. Summery 

BPR is the current bette r way of servIce deliverir,g mechanism where 

customers satisfaction in terms of type, cost, quo.1ity and time is given m a jor 

concern. To render a se rvice of th is kind the government of Ethiopia started 

to introduce business process Reengineering in some federal institution in 

2004 and th is was latter expanded to '-'.11 federal a nd state level offices and 

accordingly the Oromia Education Bureau embarked on BPR in December 

2007. 

Th e a im of this study is to assess the status of BPf{ implementation in th e 

wareda education offices of Borena Zone through a n s wering the f, )iiowin g 

basic questions. 

1. What does the existing BPR related awarenes s and attitude of 

education office workers and s t2 ke holders towards EPR? 

2. How is BPR being implemented in wareda education offices of 

Borena Zone 

3 . How far proper monitoring and eva luation ,mechani s m for 

proper implementation is going on? 

4. Wha t a re the challenges to im plementing BPR in the 

Wareda? 

The s tudy employed both primary a nd seconda ry data sources where \ \ ' ;-'l'e cl il 

education office \.vorkers , directors , tca~:hers r1l1d o ~h(;r s take hulders -Ne re 

included in filling ep Ics tionn ,ure and ! or an s'Jic~ rin g in [c ~""'iv,v ques tio ns . /1. 

total of 49 wareda educa tion oiricc wo rke rs. 5 warcda c i',il ~;crvic(' ;] !l(; go·:·r.\ 

govern ance offi ce head~) 5 direc tors ',20 tC~li : b e rs 5 PT /':.. :;lC I'!-lbcT:-) ;tnd :_:, 



investors participated in the study. BPR documents found at zone warcda 

and schools were a lso consulted . Then the major findings of the study are 

summarized as follows. 

5.1.1. Awareness and Attitude Education office Workers and 

Stakeholders on BPR 

Based upon table 3 the following has been put. 

).- The major ity of the workers (2 1 (52.5%) took training for less than a 

week , which was felt in adequate by 23(57.5%) of the respo ndents and 

WCSGGOHs. More over, the interview response revealed that th ere is 

the staff turning over that added discrepancy of thc- BPR awareness . 

As a result, the knowledge of workers and stake h olders is superficial. 

~ It has been came across that majority of the woreda educatioa office 

have poor co mmunication system as witnessed by 29(65.8) of the 

respondents. 

Therefore, from the data through questionnaires and interview and the 

subsequent discussion, there is inadequ acy of knowledge about BPR and lack 

of uniformity in aware ness of the de sign ',S re sult of inadequate tra ining, poo r 

communication and staff turns over. 

Based on tables 4 a nd 5 the following sum mery has been put. Woreda 

educa tion offices of Borena Zone workers have knowledge concerning purpose 

of BPR ini tiation that it is initia ted in response to customer need s anc 

expectation of better service (meaa4), dramatic improveme nt. of the: type , cost , 

quality a nd timeliness of its service (mean3 .8), eliminating unnecessary work 

level (mean 3.8), consolidatin g fragmen!"ed function (mean3.6), wide spreiJ,d 

pressure for governmenta l reform (meaIl3 .5) a nd the ext.ernal s take holders 

need a nd pressure (mean 3.4). More over, as it has been asce r ta ined through 

interview response of the leade rs a nd WCSGGOHs a nd questionnaires 

respon se, workers do n ot agree with the idea that customers a nd stake 

holders are satisfied with the current performance of the organ ization and no 
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need to fix for unbroken(mean 2.9). Again they be lieve that BPR shouldn't be 

blamed of addi ng work load (mean 2.4). They a lso witness tha t BPR is n ot a 

hidden agenda of down s izing that threaten s workers for the uncertainty of 

lay-offs (mea n 2.1), a nd that it brings radical ch a nge which is not dangerous 

and harm some one (mean 2.0). They accept that BPR is necessary and can 

work in our context (mea n 1.3). They a lso agree within the idea that it is not 

necessarily unfa ir for not taking experience and contribution ma de by a 

worker to different levels into considera tion (mean 2.0). Fina lly, they ascertain 

tha t BPR renders rema rkable benefit to them persona lly a nd their 

organization (mean 3.8), that it was initia ted at the appropria te time in their 

organization (mean 3.5), and showed confidence tha t despite some ch a llenges 

the effort of BPR will succeed (mean 4.1). 

The stakeholders also share the opll1lOn of the workers and have perce ived 

that BPR can bring dramatic improvem ent of type, cost, quality and 

timeliness of se rvice delivery . 

In sum, both education office workers a nd stakeholders have good 

perception of BPR in that all of them accept the reasons for which it is 

ado pted a n d h ave developed positive attitude towards the design. 

5.1.2. BPR Implementation Practices 

Majority of the wareda education offices always prepare implemen tatio n pla n 

(24(54.6%) address ing the customers need 25(56.8%) and document it 

consistently (29 (65.9%). However, workers pa rticipate to plan on ly s pecific 

works they are assigned on (22(50%). It has been observed that office layout 

fits moderately the new design a nd team a rrangem en t fits the new design 

with the litt le n eed of im provement. There a re m od erately clear a nd consistent 

gu idelines regarding th e implementation (21 (47 .7%). Thou gh they are friendly 

to be understood by the practitioners, thei r con tent is inconsistent (26(59.1%) 

si nce it is a lte red from t ime to time. Leaders a re not committed to lend 

58 



attentively BPR implementa tion in the waredas (23 (52.2%) a nd in lervicw 

respon se of wareda CSGGOHs) for they give priority for urgent works givcn 

from the high er hierarchy. He nce , offices a re capable to prepa re a nd 

document smar t plan but the practice of implementation is low. Observation 

result s how that physical implementation (which is termed its 'ha rd ware') of 

BPR is good in a lmost a ll of the offices . B ut as some prac t ices indicate and as 

revealed by wa reda capacity building h eads, only the hard ware of the 

implementation that is smartly seen and there IS weakness in 'software' 

aspect of imple mentation. So BPR is going on with these limitations in 

Wareda education offices of Borena Zo ne . 

5 .1.3. Monitoring and Evaluation Mechanism 

As table 11 a nd 12 reveals, there is an atte mpt of monitoring a nd eva luation 

that focu ses on th e overall ac tivities and other reform programs than 

s pecifically addressing BPR (33(75.4%) and in terview response of woreda 

education leaders a nd CSGGOI-Is). Bul it is not conducted as pcr il is 

scheduled (22 (50. 1%). The system is not suffic ient to properly m a nage 

improvements . For instance it lacks reward a nd punishment (perspective 

mean 2 .1); th ere is seldom assessment of custom er sati s faction (intervicw 

response form CSGGOHs). 

5.1.4. Challe nge to Implementin g BPR and Attempted Remedies 

As each of mean of th e items li sted in table 13 is grea ter than 3 , Boren a zone 

education office BPR implementation a t tempt has been challen ged by lack o f 

motiva tion a nd reward, in adequate t ra in ing and edllcation , poor commitmen t 

of the leade rship a nd problem re lated to creatin g. cu ltu re of cha nge 

There is seldom atte mpt of utilization of creating a shared vis ion, working in 

the new way on ly, creating sense of urgency, a nd prov is ion of training and 

proper a llocation of resources as a m ean s to tackle these challenges but still 

the problems are existing be ing bottleneck for the irnplernel'ta tion (table 13) 
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5 .2. Conclusion 

This study was conducted to assess the status of BPR implementation in the 

wareda education offices of Borena Zone by examining the exis t ing BPR 

rela ted awareness level, perception of education office workers and stake 

holders towa rds Business Process Reengineering, BPR implemen tation 

practices, existing implementation monitoring and evaluation m echanis m a nd 

the challenges impeding the implementation of BPR in the wareda. The refore, 

based on the resu lt of the study the following conclusions could be drawn. 

There is inadequacy of knowledge and lack of uniformity m awareness 

pertaining to BPR among the pract itioners. This re sults mainly from 

inadequate training; poor communication and staff turnover. This implies 

that BPR IS being implemented by performers tha t h ave gap s m 

understanding on what it is meant for. This variability in awaren ess impedes 

mutua l understanding on a particula r issue. Poor mutual unde rsta nding in 

turn m ay imply that there is wea k tea m spirit. As BPR demands team '.Vork, 

members with different level of awareness may not create strong team spirit. 

Therefore, it is d ifficult to expect higher level implementation of BPR 111 

woreda education offices of Borena Zone where team s pirit is not s trong. 

However, even , with this ina dequa te training and poor communication , both 

educatioll office workers and sta keholders h ave good perception of BPR in 

tha t all of them acce pt the reasons for which it is adopted. They sti ll believe 

tha t if prope rly implemented BPR can bring abou t better serv ice delivery. 

On the oth er h a nd , though there is good perception o n BPR a nd hence, offices 

a re capab le to prepare and documen t sma,l plan , th e prac tice of 
" 

imple mentation is low. Observation resul t show that physical implementatio n 

(which is termed its 'hard ware') of BP!:( is good in a lmost a ll of the offices . But 

as some practices indicates a nd as revealed by wareda capacity building 

heads, it is only the hard ware of the implementation that is smartly seen a nd 



there is weakness in 'so ftvva rc ' af:.pCCl I .. d th e irnplernl~ n!a l i() n. ji;'i .:.; r: Lt:" i_ ! :.: !i, ~\.~ ~ , 

that govern proper' implernen tabon :.>1' 81'1'': are revised nDW a"d t h en ~~ !,-id c" ';; 

not communicated with perfor:ner--s , Thi s obvio,-lS ly less:;; n s the cor;(ickncc 0)' 

the practitioners en th e sn100th move of the design ;~nd l1 flrf lpel'S thei r-

tru s tful commi tme nt and might ~uppress the pace of th<': rcz,l izcuio; ) or BPI( 

implemen ta tion, Thi s indi cate,; that there is lesser attempt of puttinf; the­

th eory into practicr. which in tern points out that it d ema.nds to wo;-~ mu ch on 

minds c! the practitioners, 

FL!rthermore, aPR in the offices irnplerncn taticn is i r.:.ani. rl~BLe\' 1 rh :'i}\~G1'" 

cx~sting \veak monitoring and evaluation n1cchanisnl meani: f.C' i"l',lj,),vv ~ ~ U-:r-

progress o f the design which is c haracterized lJy its in 'cgul:-lniy , i:)cu"i n g c ' . 

general activity thall specifically o n the irnpie rn emab on t,f U,e d e ,;i ; !, Clud ;~" ,J 
resul t remained lrrespon s lve, 

Finally , irnpl einc n tation of BPR in .thl: 'vVQreeJ.a cdt~.: ati'):1 Qff.ic(; ~) of r3nrcna 

Zone has been challenged by lack of tnot l\'at.i.on :olr;ci. n :wam , Il1 a d cqua t.:: 

train in g a nd education, poor cO I1'lm itrncnt of the \eadcrEh ip ",nri p,-oblc m 

rc,laced 1(1 c l-ealing c ulture o f ch ange 

The afo rementioned bot.tien ecks (mmpe re r! t-h e pace 0:- the l;1Sl irl.lLi ln ,'!i i:-:c, ! i, )n 

()f !1'lP, d "' Sl'g>l] if]' tIl'> "'orr>r\·lS · ' I]-let <- ]- <'lU '~y l-i ,"'("~ d, 'ct" ;',' ''' ~."", : , ;'T 'H "[T "' e'" ... \. ..... ..' '-" VV \ . .... (. ~ • .. ' '"' l ... . . ~ , J... __ , . . ' ...... Jl ~ 1_ ... . 01 ...... ' l • ~.~ . • 

in worcda Cdll-":a ltnn o ffices or Bo rcnn Zune .j ~; lO !.N . 

" . L! 



5.3. Recommendation 

• 

• 

The study s hows that there is no uniform aware ness level per ta ining to 

BPR a m ong th e prac titioners. This has contributed to the p resence of 

weak team s pirit. To alleviate thi s , it is worth recommending that 

availing a system of offering regula r research based training by WEO in 

collabora tion with OEB is important. Here these con cerned bod ies a re 

advised to make regula r investigation by them selves and/ or pe rtinent 

researchers to de tect the gaps of tl:e implementa tion a nd based on that 

prepare tra ining that fi lls these gaps. This paves way for the 

in troduc tion of n ew innovation a nd gives opportunity to equip the new 

employees as well as the exis ting workers with the concept of tech n ical 

a pplication, merit and etc of the design. 

Besides , open, honest, and clear communication network need to be 

stretched frequently in both direction s between those in charge of the 

cha nge initiatives a nd those a ffected by them. To do th is, wereda office 

leaders and job performers s hould u se formally sch erluled program 

once in a week for the face to face commun ication mer hanis m s through 

informal groups in the offices. More ove r, the communication s hould be 

frequent in both direc tions be open h onest a nd clear at a ll levels a nd 

for a ll audiences in the edu cation offi ces . 

• The finding revealed that th ere is no strong moni toring and evalua tion 

system. Yet continuous follow up and on time evaluation a re n ecessary 

to dig out potentia l setbacks and see k pe rtinc n t so lu tion th crc ur a s 

early as possible. Therefore , rath er than merely setting the system, du e 

atten t ion h as to be given for run n in g th e syste m regularly by edu ca ti oll 

office leaders a nd Wareda escco. Again if re li able performance 

m easure m e n t system centerin g pr inciple of the imple m ental"io n is se t, 

workers ca n ge l the righ t d irection to fo llow a nd ac t in away thc 

princ iple dic ta tes. This could possibly be achieved if BSe is made to bc 

imple m e n ted. This intern h elps to weigh individu a l's performance 
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whic h points ou t th e kind of rein fo rcem e n t (e ithe r reward or s a nction) 

g1ve n. 

• The s tudy disclosed tha t in woreda education offices of Borena zone 

there 1S poor commi tm ent of leade rs to lead a tte n t ive ly th e 

implem enta tion of th e des ign. Their commitment can be improved if 

leaders are evalua ted by Wa reda ' a dminis tration a nd other con cerned 

body ba sed on their level of perform a n ce a ttach ed with implem en t ing 

BPR. 

• Fina lly, it is recommenda ble tha t furth er s tu dies be conducted so a s to 

uncover furthe r problems a nd com e up with possib le solution s with 

regard to the implementa tion. 
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A ppendi x I 

Addi s Ab aba ( J ~live rs i ty 

School of G r adu ate S tu d ies 

Dep a rtment of Edu cationa l Pla nnin g a nd Managem ent 

Qu es tionnaire to be fill ed by case W orkers 

BPR, as a too l of civil serv ice refo rm program is being underway in d i ffe rent Federal ilnd 

regiona l pub li c se rvice institutions. This questi onnaire is designed to gather information 

on the sta tus and pract ice of organization undertaking BPR. The information gathered 

fro l11 the fie ld and document review wi ll have '\ paramount importance to draw lessons 

frol11 the exercise. 

The pu rpose of the s tudy is purely academic that wi ll have no any negati vc e ffect on yo u 

as an indi vidual on your organization. The elTcctivcncss of the study dcpcl1Lb on YU UI ' 

genuine and frank rcsponse which will be kcpt confidential, therefore, rsqucst you fill the 

questionnai re honest ly and responsib ly. 

NB: 

• No need to write your name 

• Pleasc mark you r responsc w ith 'X' mark 

• For those qucsti ons requiring your opinion, use the space provided 

Thoilkyoll ill adv({lIcejoryoli cooperatioll' 

Section on e: Personal informa tion 

1. 1 Name ",f yo ur o rganization : _____ . ____ ._ ... _. _____ ._._ .. ____ . _____ _ 

Your pos t in the organi7.ation ____ . __ .. _______ .~ ...... __ . ______ ._ .... _._ .... :.. ... . 

1.2 Sex: Male Fcmale 

A"c: Bellow 20 20-2') 30-39 40-4<) 50-59 60 and ahu\"C " - -- --"--- - -- -----

1.3 Educationa l leve l: 

Grade 12 or bellow cc rti fi cate holder 10+ I 

Dipilol11<1 __ BAIB.SCIBEd_. M.A;Msc/~IED .. _ PhD_ other __ _ 

Your field of spcc ialization __ . ____ .. ___ .. _____ . ____ . _ _ .. __ .. __ . __ .... __ .. 



1.4 Work experience in years 

II' th is o rgani zati on __ in other organizati o ll __ total_. ______ years 

Section two : Ex ist i n ~~ awa n .: ness leye! 

Please se lec t the item exactl y meets the k vd of awarCI1 GSS yo u feel. 

I . Have you taken BPR related training? 

2. If your answer is yes, fo r how long you took if) 

Less than a week 1-2 Wei'!K 3-4 weeks ! -3 months 

More than 3 months No tra in inl' attended -.-- ,-' -~.---

3. I-law do you weigh its adequac/' 

II Adequate l.j in adequate !J 1 don ' t kno'.v 

4. How do you j lidgc the workers and the s t ( :! ~ eh :) ! cl ers ' \~ n c··.v ! edS8 dbG\~ t 

BPR? 

r Deep :J Shal low 

Seetin ll tlirC{' : the n isti ng percep ri on nboutUPR 

3.1 ~/ h i ch o lle ('( tile fol lowing. in your cp ini on, i ~ ~hC' pU ql0S~ w hy B I.lR i;; inili aled in 
rl'our on~al\ i 7 ; : ti G n ? Plc.1se ran\; them in accnrdanc-e.<.1.Eriorily. . 

~r~-f~~::::~~,~j~r!~;~f'::;~;~ ;~;!;:~,,~i~~;TflrF=1 
i limcl inGss o f its service I , ! ; i . -·l--·----·----------- -- ------.---... -.- ----. -_ ..... _____ . __ . __ 1_ . . _- -··--t ... . - _,. _ _ . __ _ .~_ .. _---.J 

3 .J::E:!.~.i~(:~.i_!.:.!t~~~~~c~s.'~, 1 r ~~ :.v:.~ rk l eve}~. ____ . ____ ... ___ .... _ --.1 .. -.... _~ ... _i. ___ j ... __ ._.1.._ ... .1 
~- i CO I : so~ij a l i~gJ:0.._.01.': !:';IC.~Cll!:'c:~ ~1~~-----.-- .--------- J -,-i--f----ri -·-1-: 
l I Wl ~~_~~~ ·.~.ad .E!~~~lIr s: IOI:.;;PV~~ .I. ~! ei2.~~_ rc ~~~:~.1. ---.... --......... ---!.----l .. . ___ '._ ., ... ____ .. _; " 
6 ! External slakeho lders (the gt;Vci"nmcnt, f"nnJir.g agc n~y I ' t ~ i i 

! C I C~_~~ and '~~CSSll!:.? _ ____ ____ . __ . _ .. _. ____ __ _ . __ J ___ L 1. _.1_. __ :. __ _ i 

3.2 "V hieh o r { h~ !()ll OVli llg besl d esc r i ?c~~ y \.H l!" \)pin; ol1 a~)()y ! l:~?;-: - :. P~ , .. a:~1.." 

l e ~ ' cI ~ t rcon: ill g \0 5= i s ~ ro li gly {:~.I-C C, :~ '- ::: 1 agrt c ] ;;. No! 

d C ~ ~ : 'min c cl 2= I di sagree \ = I s trO! l ~)Y di sagr:"l: 



~~-,-~~--------------------------------------~~~--~----------, 

No opinion Rating sca le 

5 4 

I Customers and stake holders are sati s fi ed with the 

previous performance of the organizat ion No need to fix 

for unbroken 

2 BPR is a hidden agenda of downsizing I am threate ned 

and uncertain of lay-offs 

3 Such a radical change is dangerous and in human . It has 1 ----!-1 
more harm than good ~ I 

r.4--t-oB'"'POO-R;::--:i-s-I-II1- w--o-r;--k-cabc-l;--e-ci:-n- o- I-lr- c-0- 1-j(-e-x-t------------------t---+---,---- 1---I 
5 BPR is unfair because it does not take ex peri ence and 

----, 

contributions to the orga ni 7.at ion and to ollr country in 

consi deration 
~--r=---,------,-----:-:---------,___~~~.------~--.--~--+---+----r.--.-r_---

G Despi te minor achi evements, the effo rt is not moving as 

intended. It will not succeed I I I 
BPR has remarkable benefi t to me personally and to nlY ~~ I t--
,."... I I I ·1 I orsalllzati oll as a w 10 e 1 ~ 

BPR . is . initiatcd at the appropriate timc in o-~I~I - n_l_ 1 I 
organizati on ---l I 
The BPR effort on its ri ght track despite some I I 

chall enges it will succeed. I I I lJ 

7 

8 

9 

Some of other opin ions of yo ur self o n BP, Ifan y 

Scction four: Practices of BPR implcmentation 

4.1 . The following questi ons arc about some activiti es of BPR implementation . Answer 

thcm by choosing the alt ernati ve yo u think tha t it fir s the practice of yo ur o fli cc and 

indicate it by writing 'X' in the space prov ided. 

I . Does your office prepare implemen tati on 

LI Yes ,I No 



2. How far team leaders and workers involve in the planning for 

imp lemen tati on? 

o All of the workers invo lve only to plan speci fic work they are assigned On . 

o All of the workers equal participate in planning 

Il Some of the workers do not involve in planning 

3. To what extent plans address the needs of the stake holders 

o Properly 

[J Partia lly 

o Poorly 

4 Is there documentation of every plan? 

DYes, continuo usly 

r1 Yes, but in consistent 

II No documentat ion 

5. Does the arrangement of teams fit the working order of the new design? 
n Fits well 0 moderately [] does not fit 

6. Is the office layout fits the new design? 
fl Yes Il No 

7. Are there clear and consistent gu idelines regard ing implementation? 
o satisfactorily 0 moderately I]cxt remely 

8 Do the guideline made avai lable to implementers at ri ght time 
rl Yes i' No 

9. How do you weigh the cOlllmitment of the top leaders? 
OThey force workers when they are forced by higher officials 
[JThey lead wo rkers with good initiati on in the implementation 
IIThey give pr iority to on ly urgent works given frol11 the higher hierarchy 
iJThey arc reluctant to 1cac1the ill1pl emcnlation 

Sect ion five: moni to r ing and eva lua tion of BPI;. imple mentation 

5.1 Monitoring and evaluat ion are useful in BPI{ implementation to make appropriate 

adjustment in the process. Please rate the fo llowing activities of monitoring and 

evaluat ion according to your oi.lscn·ation 5= ,· ·ongly aglec 4= agree J= undeciclecL 2=' 

di sagree I = strongly di sagree 



Rating 
NQ item 

5 4 3 2 I 

I Offices have established monitoring and evaluation 
system 

~ o_~ ~ 

2 Mon itoring and evaluation dOlle as per it is scheduled I 
-- ~--

3 Result s from monitoring and evaluation arc reporteci 
-

4 There is establi shed Performance measurement system 
-

5 Customers' sati sfaction is measured regul arl y I I __ L-_-" __ J 

5.2. In connection wi th monitoring and eva luat ion rcinforcement is important to move the 
change at hand through reward or sanction. Please rare the presence of thi s along each 
item. 

Rating 
NQ Item 

5 4 

-- - ~ 

~ 3 

I Reward system estab li shed 
---11-1 

-- -
2 Reward is going on as per the system ---r---l 

~+ -------- j---- --~-.-

3 Punishment system established 

4 

--+- 1 
I I 

--I '--j Punishment is going on as per the system . ·-------t --\----j----! 
• _________ -..1 ____ __ _____ •. .1 _____ l. i i ____ ...L~_~_, 

Section six: challenges of I3I'R implementatio n 

6. 1 Reengi nee ri ng despite its promi se for radi c:1I change it is not f"ilwc prool·tcs hniq ue. 

Thcre are a lot of chall enges or problems whi ch contribute to the t~l il" re of EPR pro.icc\. 

The iolluwing tab le contains so mc of the maj or challenges or prohklll s that or';'"li /.ali"n:; 

face in their reengineering endeavor. Accorciing to yo ur observation ill your office \0 

what extent they are seri oll s? Please rate them as: So, extremely serious 4= "'cry serious_ 

3= some what serious 2= observed but not se ri o .:s and 1= 'lot observed. 



No challcngcs 5 4 3 2 

I Lack of motivation and reward 

2 Lack of adeq uate planning to manage change 

3 Poor commitment of the leadersh ip 

4 Poor communication net work 

5 Problems related to creating culture of change 

6 In adcquate training and education 

List other cha llenge if any _______________________ _ 

6.2 In thc fo llowing table there are li sts of the st rategies used (0 solve lover come 

problem chall cngcs. How often they utili zed in your offi ce? 

[N~ I 
- i 

Frequent ly Seldom Not 
Strategies 

used 
-- -

I Working in the new way only 

2 Crcat ing sense of urgency 

3 Creat ing a shared vision 

4 Provision of adequate training 
.-

5 

I 

I dO I~; tl 
I 

know 1 
-J 

Proper allocat ion of resources 

G Rei n f orcemcnt 
._--------- - ------·-1----·-______ .. _____ J , . . 

List other mechal1l slll used by your office to over come challenges 

--- -- -- -------.-.----- -



No 

I 

2 
3 

4 
5 

6 

7 

8 
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Appendix III 

Addis Ababa University 

School of G raduate Studies 

Department of Educational Planning and Management 

Questionnaire to bt ;med by teachers 

I. Have you taken training re lated to BPR? I f yes, fo r how long? 
2 . Which o f the following best describes yo ur opi nio n abo ut BPR? Please 
level accordin g to 5= I strongly agree, 4= I some w hat agree 3= Not 
determined 2= I some what di sagree I = I strongly di sagree 

opinion R ati ng scale 
5 4 3 

Customers and stake ho lders are satis ried with th e 
current perform ance o f the organi zati on 
BPR is a hidden agenda o f downs izing 
Such a rad ical change is dangero us and iii h uman. It has 
more harm than good 

BPR is un wo rk able in o ur contex t 
- f- -~ ----f--

2 I 

----

~- f--. 
BPR is un fa ir because it does not take experi ence and 
contributions to the organi zati on and to o ur country in I 

-+--considerati on --- - -
Despite mino r achi evements, the effort is not mov ing as 
intended. It w ill not succeed 
BPR has rem arkable benefi t to me persona ll y and to my 
organizat ion as a who le 

BPR IS in iti ated at th e appropri ate time III o ur 
organizat ion 

The BPR effo rt on its ri ght track desp i Ie some 
chall enges it w ill succeed. 

- L ___ .I 

Some o f other opini o ns o f yo ur se lf on BP R, ifany __ _ 

3. Is BPR full y implemented in yo ur schoo l as we ll as in ed ucation o ffi ce? i f yes PUI 

some ind icators ascert a ining this. 
4 . What do yo u recomme nd fo r the proper implementati on ofBP R0 



Appendix IV 

Interview guides for PTA chairmen and other stake holders 

Interview guides for PTA 

I . How far you now the plan of school 

2. How far yo u are entertained to contribute to the school improvement? 

3. How you judgc the existing learnin g and teaching when you see the perform ance 

of student s? 

4. Tell me the level of BPR implementati on in Education office. 

Interview guides for stake holders 

How do yo u express the service deliver:- ) fthi s office? 

What bene fit you get since BPR began to be implemen ted? 



Appcnd fX V 

Observation chcck list 

No Activities Ex ists Not ex ists 

I Proper acti on plan 

2 The work is in process emphasis 

3 Right people prepared for the process 

4 No walls in the process teams 

5 Process team empowered 

6 The structure organi zed around core busi, )ess process 

7 Right leaders prepared for the process 

8 Process owncrs ass igned fo r being the process manger 

9 process owner of the core business is a senior exccuti vc 

10 Process owncrs are clcar with their roles and the way they -
work 

II Management team establi shed 

12 The process in the organization are well interfaced 

13 The leadcr is explicitly playing true leadcr characteristic ' 

whi ch is very di stinct from the old behavior 

14 The organi za ti onal boundary adj usted to all ow processes 

now naturall y 

~ 15 The design prepare the feed back receiving mechanism 

from customcrs, employees and stakeholders I 
-

16 Process teams work together 

17 Management team works together 

18 Implementation tools such as the new rulcs and regulation 
-

arc prepared 

19 The ncw rules and regu lations can allow the ncw va lues l and set up (ncx ibility, team- work, tcam autonomy, 

pcrsonal responsibility. customers focus) J 
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