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CHAPTER 1: INTRODUCTION

1.1. Background of the issue

The economic environment is challenging for all retailers. Increased competition on the high
street, alternative online sales channels and consumer, who is spending less and has now
more choices than ever before, requires the organisation to change in order to survive.
Organisational change is a constant challenge for all businesses across the globe (Cowan-
Sahadath, 2010) and the emphasis of today’s management literature is sending a clear
message that companies must change in order to survive (Ojiako et al., 2008). Pioch (2007)
highlights that service sector and retail in particular has developed into an economic force with
increasing level of internationalisation. Competition between national and multi-national
companies went to the new level and all corporations are looking to maximise opportunities
and minimise costs based on that trend. Current fast paced business environment with
accelerating changes in technology (Cowan-Sahadath, 2010), higher customer expectations
(Yen-Hao et al., 2010) requires constant change to remain successful. (Ojiako et al., 2008).
Research shows that over 60% of all change projects are considered to fail, therefore it is vital
to recognise that successful change is difficult to be achieved (Burnes, 2004).

In 2008 the worldwide financial crisis affected all sectors of global economy triggering
substantial, long term consequences which are still visible in the services sector. Over the
years many different strategies, business plans and operational tactics have been introduced
in order to change or improve the financial status and performance of the retail area.
Considerable restructuring and down-sizing have been introduced in many industries in order

to decrease an impact of the financial collapse (Von Friedrichs et al., 2009).

The Carphone Warehouse, the largest independent mobile phone retailer in Europe with over
2,300 stores, is among many organisations that are looking into various ways for improvement
of its economic status. The Company could no longer remain in the same position and in order
to stay competitive on the marketplace went through number of changes over the past 4 years.
The organisation went through another major change in 2011 resulting in Irish and British
divisions integrating their operations.



The literature review has shown lack of research carried out in Ireland that would present wider
retail management structure from the perspective of the change management in the
organisation. The available materials are limited; moreover the reasons for change and critical

success factors are very often described in a broad context and are not well ranked.

The author will investigate Dublin region! staff and management perception of change based
on the business integration between the Irish and British division of the Carphone Warehouse
Group2.

1.2. Research Objectives

According to Saunders et al. (2007:32) the research objectives express the “researcher’s
sense of the purpose and direction”. The following objectives will assist in achieving the
primary aim of the research:

- To define reasons for change in the organisation.

- To determine what staff and management perceive as the critical success factors for a
successful change.

- To establish if the integration process has fulfilled staff and management expectations.

- To establish if leaders did effectively lead the business during the integration according to
managers and staff.

- To establish challenges during the transition period for the Carphone Warehouse employees.
- To establish if the organisational change was successful according to managers and staff.

1.3.Research Hypothesis

Kumar (2005) states that research hypothesis enhance the objective of a study and also
provide the study with focus on the subject matter. According to Saunders et al. (2007:117)
hypothesis is a “testable proposition about the relationship between two or more concepts and

variables”.

1 Overview of Carphone Warehouse Dublin region is included in Appendix 1
2 Qverview of the Company background is included in Appendix 2
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The research hypothesis that author will look to prove or disprove is:

The perception of change management in the Carphone Warehouse Dublin region based on
the integration between Irish and British operations was successful according to staff and

management.

1.5. Research Recipients

The dissertation will be submitted in part fulflment of the Dublin Business School MBA
programme in conjunction with Liverpool John Moore’s University. The principal recipients will
be the dissertation supervisor Claire Devlin. The research will be of interest to the Carphone
Warehouse Ireland Board of Directors, who would welcome a lesson learned from the change
implemented in 2011. There is an opportunity to examine the change process in Carphone
Warehouse with increased emphasis on staff and management perception of change, to
identify critical success factors, understand the problems and with enough research evidence,
to suggest potential solutions. This topic will be also interesting to many professionals, who will

be going through the change management process in their organisations.

1.6. Suitability of the Researcher

Over the past five years of his work in the Carphone Warehouse the author went through
number of changes within the business while in different positions and departments. The
author’s professional background and excellent relationships across the company makes him
well suited to carry out this research effectively with a strong emphasis on delivering
comprehensive outcome. A strong commercial, customer and project management
background that author poses will provide additional dimension to the overall scope of the

change management research.
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1.7. Interest in the subject

The author went through the change management process twice while working in the
Carphone Warehouse. He feels that in both cases there was a room for improvement in terms
of the overall process delivery. On top of that the current business environment is very
challenging and the researcher feels that he might be going through more change
management processes in the future. Every single business in order to sustain its success
ratio needs to evolve; especially now due to the fast paced changes that appears in business
environment. Currently there is an increased emphasis on the change management
processes, but it is unclear which factors are making that process successful. The dissertation
will contribute to that knowledge by determining what employees and managers perceive as
the critical success factors for an effective change. This particular subject will be very
interesting to many professionals who will be going through the change management process
in the future.

1.8. Organisation of the Research

In order to carry out a quality study, which will deliver an accurate insight to the examined

problem, author has adopted the research process shown in Figure 1.

-—>-—>’
e —p R ST
T 1
==

1 !
A lmrm — L

Figure 1: The research process
Adopted from Bernie (2012)
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1.9. Structure of the study

The dissertation is divided into seven chapters.

Introduction to the dissertation is being provided in chapter one. This chapter outlines a
background to the research issue, research objectives and hypothesis. It also identifies the
reasons for the researcher’s interest.

Chapter two undertakes an extensive review of existing literature in relation to the research
area based on the various sources including books, online journals, articles and internet
materials. All the sources used to critically evaluate the issue are listed in the references
section and divided into three main sections: books, articles and internet.

Chapter three explains the research methodology, design and strategy, which have been used
in order to prove or disprove the dissertation hypothesis. This chapter offers also reasoning for

each approach applied in the study by the author.

In chapter four author presents the findings of the research gathered based on qualitative and

quantitative methods of data collection.

Chapter five draws conclusions based on the collected data from interviews and questionnaire.
Recommendations based on the data analysed are available in Chapter six. This part includes
what the researcher believes might be the future proof solution in relation to the change

management in the retail orientated organisation in Ireland.

Finally, chapter seven describes researcher’s self-reflection on the dissertation project and the
overall MBA programme. Author also analyses future applications of learning’s.

13



CHAPTER 2: LITERATURE REVIEW

2.1. Introduction

This chapter explores the emerging area of change in organisation, demonstrates and
analyses different approaches to change process and examines reasons for change. It also
attempts to identify reasons for change, critical success factors associated with driving change
in organisation and studies the impact of the transition process.

Although there is an extensive literature available in relation to the change management,
author decided to present critical success factors and transition from a general perspective, as
the reviewed literature presented lack of contrasting views and different schools of thought.

2.2. Change Management. Schools of thought

The available literature on change management describes it as a discipline with unclearly
defined boundaries, interconnected with number of social science theories and practices.
Burnes (2009) recognises that and limits the examination of the change management
theoretical background to three schools of thought:

- The Individual Perspective School.

- The Group Dynamics School.

- The Open System School.

As the objective of the business integration change in the Carphone Warehouse is not based
on the individual level, the author will not consider investigating separately Individual
Perspective School. The Group Dynamics school has the longest history and it originated from
Kurt Lewin’s work (Burnes, 2009), who produced the evidence that a group is shaping values,
behaviours and beliefs of the individual (Hayes, 2010). This resulted in believing that change
can be achieved through a strong group influence and by changing norms, roles and values.
Although this theory has been very influential, some argue that the correct approach to change
deals with an organisation as a whole (Burnes, 2009). That concept is represented by the
Open Systems School, which sees “an organisation as a system of interrelated components
that transact with a larger environment” (Hayes, 2010:93). As organisations are not in isolation,
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internal changes in one area of the business will have an impact on other internal areas as well
as on the external environment, and vice versa (Burnes, 2009). Beach (1980) is criticising this
idea, based on the fact that it constitutes a high level of abstraction without a required level of
concrete and concise approach. Although the foundation for both schools are contrasting,
Burnes (2009) makes a point that depending on the level of change in organisation and the
way it will be managed, these approaches could be complementary.

2.3. Planned and Emergent approach to change

Change management literature recognises many different approaches to organisational
change, however there is a general agreement that planned and emergent approaches are two
dominant ones (Burnes, 2004; Todnem, 2005; Kerber, 2005). The planned approach to change
originated from Lewin’s work and from 1950s to 1980s dominated the field of organisational
change (Burnes, 2004). Planned change means that organisation “identifies an area where, it
believes, change is required and undertakes a process to evaluate and, if necessary, bring
about change” (Burnes, 2009). According to Lewin, successful change involves three steps of
unfreezing the present level, moving to the new one and then refreezing it (Todnem, 2005).
This model, where changes are generally originated from higher level within an organisation
(Williams et al., 2007), recognises the need to discard old behaviours, processes and culture
before pursuing successful adoption of new approaches (Bamford et al., 2003). As Lewin’s
model was rather broad, several authors made an attempt to improve it over the years and
therefore, based on over 30 models, Bullock and Batten developed a four phase model highly
applicable to most change situations (Burnes, 2005). That model divides change into following
phases: exploration, planning, action and integration (Todnem, 2005). Since early 1980s
planned approach to change started to be heavily criticised, which resulted in development of
emergent change approach (Burnes, 2009). Liu (2009) indicates that in turbulent environments
it is impossible to move clearly from one state to another, as situations before refreezing might
be already different. Also planned approaches to change cannot cope with any unpredictable
changes (Kerber, 2005), which is a foundation for an emergent approach (Burns, 2009). The
emergent approach should be perceived as a continuous, open-ended process of adaptation to
changing conditions resulted by uncertainties of both the external and internal environments
(Todnem, 2005; Bamford et al., 2003). Based on that characteristic, significant numbers of
models were created over the years. Liu (2009) lists five elements addressed in these models,
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which promote or obstruct a successful change: structure, culture, organisational learning,
managerial behaviour, and power and politics. Burnes (2004) clearly states that in order to
survive, organisations, especially from fast-paced sectors such as retail, must develop the
ability to continuously change. This approach has also been criticised for its limitations, the
lack of coherence and diversity (Bamford et al., 2003) as well as for over-emphasising the key
elements of emergent change, especially the political factor (Burnes, 2009). Neither planned
nor the emergent approach to change covers the full spectrum of change and it is only based
on the change situation and the organisations context the matching model could be identified
(Burnes, 2009).

2.4. Reasons for change

The rules of the game for every organisation and sector are rapidly changing and the ability to
recognise the reasons for change and change fast in order to remain competitive is a critical
organisational capability. Linstead et al. (2009) points out that organisational change is
happening for the variety of reasons, both internal and external. Some authors don't use the
internal and external structure to identify the reasons for change, however researcher will

initially use that approach to clearly present the findings.

External reasons for change

Following on Oakland (2007) research all organisations are driven to change due to the
external, strategic drivers, as in fact the internal drivers were considered to be a manifestation
of external ones. Hayes (2010) points out that observing a wider environment is crucial to
ensure company will not fail to recognise the need for change. Organisations might fail to see
the reasons for change in the external environment as the attention to that factor is not
sufficient enough, however when that happens it is much harder to get back into the game.

Linstead et al. (2009) divides the external reasons for change into 5 categories:
- Social (ageing population, raising levels of education, consumer preferences).
- Economical (recession, interest rates, changes in prices).
- Technological (computing advances, robotics, communication improvements).
- Market (competition, new products, and globalisation).
- Political (new legislation, privatisation, industrial related reforms)

16



Andriopoulos et al. (2009:17) has also recognised the reasons listed above, however in terms
of the economical factors he divided that category into two Separate groups: organisational
growth and expansion, and fluctuations in business cycles connected to changes in economy.
Oakland et al. (2007:5) research with senior management from 28 top companies in the UK
recognised external drivers triggering change (Table 1), but surprisingly there is no mention
about the technological reasons for change.

External drivers

Customer requirements

Demand from other stakeholders, such as the
Government

Regulatory demand

Market competition

Shareholders/city

Table 1: External drivers triggering change
Adapted from Oakland et al. (2007:5)

On the other hand Kanter (1999) even without creating internal and external structure suggests
that the three following external forces are triggering organisational change: globalisation, IT
and industry consolidation. Kotter (1996) shares that idea and based on the
telecommunications sector research Oijako et al., (2008) also confirms the point from the IT

and globalisation perspective.

Internal reasons for change
Holbeche (2006:46) states that given a “macro drivers for change, organisational change is not
an option, but a necessity”. Organisations need to create the change ability and the reasons for
that can also be defined internally. Internal reasons triggering change according to Linstead et
al. (2009) are much more detailed than the external factors and researcher will group them into
four categories:

- Insufficient operations with increasing costs and decreasing quality of service.

- Organisational issues with performance and employee satisfaction.

- Declining sales and decreasing customer satisfaction.

17



Andriopoulos et al. (2009:17) is indicating four internal factors for change: technology,
administrative structure, main business performance and people. What has to be noted is the
fact that technology, according to Andriopoulos, is both internal and external reason for
change, which hasn’t been highlighted by any other author. In his research Oakland et al.
(2007:5) also recognises the internal drivers triggering change (Table 2), however it has to be
noted that people factor did not come up as a reason for change based on the findings from
senior management top 28 companies in the UK.

Internal drivers

Improving operational efficiency

Need to improve the quality of products and
SErvices

Process improvement

Table 2: Internal drivers triggering change
Adapted from Oakland et al. (2007:5)

The people factor is on the other hand very visible in Hayes (2010) work. Hayes (2010:64)
recognises that the responsibility of the top management is to ensure that organisation is
performing effectively and discrepancies between actual and desired levels of performance are
creating a signal for change. Author also points out that organisational effectiveness is an
important driver for change. Most commercial organisations use profit as the main indication
for effectiveness; however there are different factors that, from the time perspective, has to be
taken into equation here. Holbeche (2006:32) highlights that “the quest for productivity” is
deemed as a significant driver for change as well as building a supportive high performance

culture.

The effectiveness matrix

Carnall (2007) has delivered slightly different approach in relation to recognising a need to
change. The author created ‘The effectiveness matrix' (Figure 2) to provide a much wider
approach behind creating reasons for change. The matrix allows organisations to monitor a
balance set of indicators over the four quadrants to recognise the linkage between Qualitative
and Quantitative measures with Efficiency and Effectiveness connected to the company

objectives and resources.
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Figure 2: The effectiveness matrix
Adapted from Carnall (2007:193)

The presented list of reasons for change is very wide. Most authors point in the same direction
in relation to identifying reasons for change. There were no views that would reject any
reasons previously mentioned by a different author, although having said that there has been a
different approach to identify the reasons created.

2.5. Critical success factors for a successful change

The organisation change requires a huge investment in time, energy, resources and money
(Oakland et al., 2007) and that still might not guarantee meeting expected results. Literature

review offers an extensive list of critical success factors supporting a delivery of a successful
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change, however it lacks contrasting views and structured models. Chrusciel et al. (2006:505)
has identified four critical success factors for implementing change: planning and analysis,
assessment, comprehensive communication and perception of organisation readiness to deal
with change. Then based on the research findings Chrusciel et al. (2006) add to the list
individual perceptions and training dealing with change. Oakland, (2007:11) based on his
research has identified nine elements enabling a successful change (Table 3). Some of these
elements are the same or similar, however there are factors that Chrusciel et al. (2006) didn't

account for and vice versa.

Table 3: Practices helping change
Adapted from Oakland et al. (2007:11)

Five conditions for a successful adoption and response to change were identified by Ivery
(2010:24):

- System of continuous communication and feedback.

- Organisational preparedness.

- Resources and technology to support the change.

- Employee participation.

- Use of change to increase organisational capacity.

Hayes (2010:141) has narrowed down the area of research regarding the success factors for
change and sees people related processes as a core in terms of delivering a successful
change in the organisation as well as highlights the importance of the following drivers:

- Leadership.

- Politics and stakeholders management.
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- Motivating others to change.
- Managing personal transitions.

- Communication.

Rosenberg (2003) also recognises the importance of people related processes, however he
emphasizes that in order to be successful people processes have to be triggered by a clear
vision. From the factors listed above and based on the changes occurring specifically in the
telecommunications field, Oijako et al. (2008) highlights the user engagement importance.
Griffith-Cooper et al. (2007) links the leadership directly with project management supporting
the change in organisation. The nature of project management is change and its success can
be ensured by right partnership between project management and change leadership. Oijako
et al. (2008) alongside with Lievens et al. (1997), Gill (2003), Yukl (2006), Boga et al. (2009)
sees leadership as a crucial driver behind delivering any successful change programme.
Authors mentioned above, apart from Oijako et al. (2006), didn't specify any other elements
behind a successful change other than leadership.

Carter (2008) did approach a delivery of a successful change differently. The author has
identified 7 phases in the change process that will deliver a success in the organisation (Figure
3). The model foundation is based on Lewin’s “Three stages of organisational change” and it
addresses the following phases:

- Setup for a success.

- Create urgency.

- Shape future.

- Implement.

- Support shift.

- Sustain momentum.

- Stabilize environment.
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Figure 3: Leading Change Model
Adapted from Carter (2008)

Although this model provides a different perspective behind identifying critical success factors
supporting organisational change it has a significant downside, as it cannot cope with an
emergent change.

This area could be also approached from a different perspective and researcher will also focus
on reasons behind the project failure from the change management perspective. Levasseour
(2010) has analysed 10 major reasons for project failure from the change management
perspective. The reasons are as follows:

- Lack of top management support.

- Failure to gain user commitment.

- Project manager cannot effectively lead team.

- No process for controlling the change.

- Stakeholders not involved in the process.

- Failure to manage end users expectations.

- Weak team member commitment.

- Breakdown in stakeholder communication.

- Lack of key stakeholder participation in meetings.

- Conflict between user departments.
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Gardner et al. (2009) delivered an extensive research to identify reasons for organisational
change projects failure and his findings have been very similar to Levasseour (2010), but
presented under the different headings.

2.5.1. Shared services

Martin (2011) points out that cost cutting is a number one topic for organisations, especially
now during the economic recession. It is not surprising then that shared services concept is
climbing the ranks of importance as a tool driving cost savings. Torrington et al. (2011:643)
explains that shared services are “form of centralization which avoids duplication but which can
also be responsive to local needs”. Benefits behind shared services are well established
(Mohan et al., 2006) and clear: cost efficiency, organisational efficiency, improved knowledge
management and increased customer focus (Wang et al., 2007).

Ivery (2010) highlights that when organisations share resources in a collaborative partnership,
they form a community in which the opportunities and challenges that affect one organisation
affect the other one as well. The problems with shared services concept are that if incorrectly
executed local knowledge and processes may be lost, which could create a problem for the
company in the long run. The literature shows that the implementation of shared services lasts
up to two years (Martin, 2011) and if not delivered correctly will not be shaping corporate
strategy and will not add any new dimensions to it. A poorly delivered change management
can extend the period of stabilization significantly after going live.

2.6. Leadership

Leadership is widely regarded as a key element behind a successful change process. To
manage organisational change effectively, dynamic leaders with the right skills to reinvent and
build organisations are required (Warrick, 2011). According to many authors there is a
difference between managers and leaders and it has to be clarified in order to continue (Kotter,
1990; Andriopoulos, 2009). Hayes (2010) says that both are involved in a decision making
process, ensuring the results will be delivered, however management is concerned with order

and consistency, while leadership is concerned with change. Gill (2003:309) states that
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“change is a process of taking an organisation on a journey from its current state to desired
future state” and it is primarily about leadership, but also about management.

2.6.1. Transformational leadership

Howarth et al. (2009:1) provides theoretical solution to manage organisational change with
“transformational leadership, which has been defined around concepts of change and
transformation” and should be used to influence the success of change. According to Linstead
et al. (2009) this style of leadership involves not only a focus on change, but as well the
importance of creating a sense of direction and commitment by a leader. Boga et al.
(2009:240) outlines that transformational leadership style “is a better predictor of perceptions of
organisational success”, when company goes through change. Transformational leadership
originated from Burns in 1978 and then over the years the concept was developed by Bass
(Warrick, 2011).

Bass has identified four subdimensions supporting transformational leadership: influence,
inspirational motivation, intellectual stimulation and individualised consideration (Rafferty et al.,
2004). Warrick (2011) connects transformational leaders with leaders, who are skilled at
leading, championing change and transforming organisations. Yukl (2006:274) has also
delivered comprehensive guidelines for transformational leaders and they are around the
following aspects:
Articulate appealing vision.

- Explain how the vision can be attained.

- Act confident and optimistic.

- Express confidence in followers.

- Use dramatic, symbolic actions to emphasise key values.

- Lead by example.

Linstead et al. (2009:495) adopted the transformation leadership characteristic from Dunphy et
al. (1990), which is probably the best summary of the style (Figure 4).
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Figure 4: Transformational Leadership
Adopted from Linstead et al. (2009:495)

Burns was first to contrast transactional and transformational leadership (Rafferty et al., 2004).
Transactional leadership “describes the transaction that occurs between leaders and followers
in getting the job done and achieving goals” (Warrick, 2011:12) Transformational leadership
moves beyond that by challenging expectations and empowering others to deliver higher level
of performance (Lievens et al., 1997). Kotter (1990) clearly attaches the managerial attributes
to transactional leadership calling it directly a transactional management and highlights that
this approach is the most appropriate style of a management during the change. Figure 5
presents the differences between transactional management and transformational leadership.
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Figure 5: Transactional management v transformational leadership
Adopted from Kotter (1990)

In the research, the author will examine leadership skills based on the employees and
managers perception in delivering a successful change. Although transformational leadership
is a popular theory, there are concerns around abusing power, manipulation and
subdimensions becoming blurred over time (Rafferty et al., 2004). Critics of the
transformational leadership are indicating the role of the leader, who “almost single-handedly
has the vision to steer” (Linstead, 2009:497).

Over the years various theorists suggested that charismatic leadership is effective in terms of
managing change, as it is an equivalent of transformational leadership (Boga et al., 2009).
Judge et al. (2006) states that there is a little real difference between transformational and
charismatic leadership. Boga (2009) highlights similarities between these two theories, but

because of the difference in perception of charisma these two models should be separated.
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2.7. Transition

Hayes (2010) clearly states that transition is one of the most important factors for delivering
successful implementation of change, therefore there is an additional need to understand the
transition element of the organisational change. Transitions are very difficult events for leaders
to manage, difficult for organisational employees to experience and as a result they create
detraction from employees’ well-being and productivity (Marks, 2007). St-Amour (2001:20)
makes the importance of transition very clearly by saying that “an organisation cannot
successfully achieve its business and financial objectives until a critical mass of employees
have completed theirs individual transitions”. Nortier (1995:32) points out that change and
transition are “two parallel dynamics”. A transition is an event that results in change in
assumptions about oneself and the world and therefore requires a corresponding change in
one’s expectations, behaviors and relationships (Marks, 2007). Nortier (1995) states that
transition is about the experience individuals have here, now and tomorrow. It is crucial to
identify how employees experience change, irrespective of whether they view it as a positive or
negative process (Hayes, 2010). McGreevy (2003) recognizes that the transition process and
the employees experience will be different with revolutionary or evolutionary change. To
ensure a successful and long-lasting transition, an ongoing commitment of all employees is
required (Marks, 2007; Hayes, 2010). Personal transitions within an organisation are important
because any implemented changes may not work as initially planned until organisation
members accept and adjust to the new situation (McGreevy, 2003; Gebauer et al, 2005).
Researchers are in agreement that successful transition can lead to increased productivity,
better innovativeness or more effective decision making (Fugate et al, 2002; Gebauer et al,
2005), although many of them also show that, in the aftermath of transitions involving layoffs
and redundancies, ‘survivors’ report less job involvement, organisational commitment and
intention to stay in the company (Fugate et al, 2002; Marks, 2007). When evaluating the
transition process very often employees compare the observed results of the transition to their
expectations (Shiba et al, 1993; Gebauer et al, 2005), which will play an important role in this
research. Nortier (1995:35) and Marks (2007:724) presents transition as a dynamic process
with a very similar approach to the Lewin’s change process, where individuals need to “let go
of the old situation”, then will go to neutral zone and finally to the “new beginning”.
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Emotions have a powerful impact on employees’ well-being and according to Torrington et al.
(2011) we should not assume emotions can be managed in line with a company strategy.
Ability to recognize the different feelings and employees perceptions would be the first step to
increase the success of change. According to Marks (2007:725), there are four elements for
facilitating adaptation to organisational transition: empathy, engagement, energy and
enforcement, which are important in terms of measuring perception of a successful change. On
the other hand Allen et al. (2007) highlights trust as the main emotion that has to be closely
looked after. Kiefer (2005) in his research found that the greater the amount of change an
employee experience at work, the more negative emotions are reported on the daily basis.

Leaders in organisation have to take the emotional expressions seriously to increase their
chances for delivering a successful change. Consulted literature does not provide a clear
answer on how this should be delivered, as all mentioned authors provide slightly different
recommendations. According to McBain (2006) a strong identification with the company is
desirable in terms of managing change and it helps to smooth the negative emotions. Allen et
al. (2007) sees that the solution is strongly connected to ongoing communication, which should
maintain trust and decrease the elements of uncertainty throughout the organisation. Collerette
et al. (2006), who also recognizes the negative emotions connected to transition period
suggests that only a strong transition management can increase a probability of a success.
McGreevy (2003) highlights a significant role that managers need to play during the transition
process, which ties up with the transformational leaders’ qualities, but does not provide any
details on how this should be performed.

2.8. Literature review conclusion

The literature consulted in this dissertation compiles various views from different authors in
relation to the change management area. To conclude it reveals that there is a gap in the
knowledge in terms of an academic analysis of the change management within a retail
environment. Most of the literature has focused on presenting organisational change process
from a very general perspective. In few cases it was narrowed down to changes in the IT
sector, or changes connected to mergers & acquisitions. Thus it creates an evidence that there
is a gap in literature, as very little research has been done about the change management in a
retail orientated company.
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Consulted literature allowed the author to create an accurate research which will examine the
Carphone Warehouse employees and manager’'s experience and perception of the change as
well as their expectations. This research should add value to the body of knowledge in relation

to the retail oriented change management process.
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CHAPTER 3: REASERCH METHODS AND METHODOLOGY

3.1. Introduction

Saunders et al. (2007) states that without being clear about what will be researched, it is
difficult to plan how to undertake a research project. In order to deliver a quality piece of
academic work it is essential to have a solid understanding of a research processes. According
to Fisher (2004) the aim of a research is to assist the researcher in getting an answer to the
research question through the gathering of relevant data in relation to their research topic.
Saunders et al. (2007:4) says that the term ‘methodology’ refers to the theory of how the
research should be conducted. There are various ways in which author can carry out the
research, however the quality of the end result largely depend on the chosen method that will
fit the research (Saunders et al., 2007). For the purpose of this dissertation author will use “the
research onion” (Saunders et al., 2007:102) methodology. Six layers that are identified in the
research onion provide the author with an excellent structure for deciding on the research
methodologies to be used in this dissertation (Figure 6).

Figure 6: The research onion
Adapted from Saunders et al. (2007:102)

30



3.2. Research Philosophy

Selecting an accurate research philosophy will be crucial to prove or disprove the following
hypothesis of this project:

The perception of change management in the Carphone Warehouse Dublin region based on
the integration between Irish and British operations was successful according to staff and

management.

Mertens (2005:2) says that the choice of philosophy and the researcher’'s theoretical
framework influences the way knowledge is studied and interpreted. In “The research onion”
Saunders et al. (2007:102) recognises ten individual philosophies, based on three ways of
thinking about the research philosophy: epistemology, ontology and axiology. The author will
focus on two main research philosophies: Positivism and Interpretivism as the foundation for
this project.

3.2.1. Positivism

Positivism is based on the application of the methods of natural sciences to the study of social
reality and beyond (Bryman et al., 2011:717). This philosophy states that “the role of research
i to test theories” (Bryman et al., 2011:15) and therefore by adapting natural science, the
researcher can analyse and generalise the end product in the same way it is done by
scientists. The research process generates a hypothesis that can be tested based on a
credible data, can be confirmed or disproved and it allows for explanation of the assessed area
(Saunders et al., 2007). The positivist researcher, according to Saunders et al. (2007:103)
takes the role of an objective analyst, who in the “value-free way”, is processing and
interpreting collected data independently. Bryman et al. (2011:15) highlights that positivism is a
term often used to describe “superficial data collection”. Positivism creates an independent,
factual and objective framework for using the quantitative method for data collection.
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3.2.2. Interpretivism

Interpretivism is a philosophy contrasting to positivism (Bryman et al., 2011:16). According to
Saunders et al. (2007:106) Interpretivism states that it is “necessary for the researcher to
understand differences between humans in our role as social actors”, which emphasises the
difference between conducting researches among humans as opposed to objects. Social world
study requires a different logic of a research procedure, which reflects the distinctiveness of
humans as against natural order (Bryman et al., 2011:16). A key characteristic in Interpretivism
epistemology is that the researcher adopts an empathic stance and challenge to enter the
social world of the research subjects to understand its perspective (Saunders et al., 2007:107).

3.2.3. Research Philosophy Choice

A combination of positivism and interpretivism philosophies will be applied to prove or disprove
the research hypothesis. Adopting the pragmatist philosophy maintains the focus on research
objectives at all imes as well as mixed methods, according to Creswell et al. (2007), allows the
research objectives to be met. Interpretivism will be used to approach primary data (interviews)
and secondary data (books, journals), so the researcher can obtain a comprehensive
understanding from the staff and management perspective. This will become a foundation for
creating an accurate and quality survey strategy. Positivism will help author to independently
and objectively process and interpret data collected. Saunders et al. (2007) point out that
business research is “often a mixture of positivism and interpretivism” and a mixed methods
study was chosen to provide a more effective means of studying the research objectives.
Tashakkori and Teddlie (2003) have clearly outlined that undertaken research subject should
be of interest and value to the researcher, therefore the mixed methods will be used to
maximise that opportunity.

3.3. Research Approaches

The research literature highlights two general research process approaches that could lead to
the acquisition of a new knowledge. Deductive and inductive approach to the research is
available to the researcher (Saunders et al., 2007:117). Both research approaches could be
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pin-pointed to research philosophies, where “deduction owes more to positivism and induction
to interpretivism” (Saunders et al., 2007:117).

3.3.1. Deductive Approach

As noted earlier the deductive approach feeds well into positivism. Bryman et al. (2011:11)
states that the deductive theory presents the most popular “view of the nature of the
relationship between theory and research”, where the researcher develops a theory and
hypothesis, and then is testing it afterwards. Bryman et al. (2011:11) has developed six stages
in the process of deduction. The researcher develops theory and then constructs hypothesis
from the theory based on the available knowledge. During the next stage, the researcher is
collecting data to prove or disprove a hypothesis. Once it is done findings can be drawn from
collected data, so hypothesis can be confirmed or rejected, and during the final stage of the
process theory can be revised. Saunders et al. (2007:118) highlights an additional
characteristic of deduction, when concepts need to be “operationalised” so the facts can be
measured quantitatively. Also to ensure on the statistical generalisation around human social

behaviour it is essential to select samples of sufficient numerical size.

3.3.2. Inductive Approach

Some researchers are in favour of an inductive approach to examine relationship between
theory and research. With this approach theory is the outcome of the research (Bryman et al.,
2011:11), so the researcher firstly collects data and then develops theory as a result of the
data analysis and findings. Saunders et al. (2007:119) observes that the inductive approach is
likely to be “concerned with the context in which such events were taking place” and it helps to
provide a proper understanding of the research context. It has to be outlined that inductive
approach offers alternative explanation and different perspectives to the given situation. The
Inductive theory is less scientific than the deductive approach and it is acceptable that the
researcher will be a part of the research (Saunders et al., 2007), which would directly link with
the qualitative research approach (Bryman et al., 2011).
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3.3.3. Research Approach Choice

The research involved a combination of an inductive approach followed by a deductive
approach. Saunders et al. (2007:119) states that it is often advantageous to use a combined
approach. A deductive approach was adopted to prove or disprove the hypothesis. The
researcher in a highly structured way was independently able to examine staff and
management perception of change management, based on collected data from questionnaires.
Although due to the fact that part of the research strategy was connected to conducting
interviews, an inductive approach was used to fully understand the context, allow flexibility and
avoid generalisation. Knowledge gathered from interviews played a major part in the creation
of a final questionnaire. Also the fact that the researcher is an employee of the Carphone
Warehouse made him a part of the research process. Saunders et al. (2007:121) points out
that the researcher needs to be concerned about time required for the research project and
suggests a deductive approach can be quicker to complete. The researcher was aware of that
risk and did use project management techniques to avoid any delays in time.

3.4. Research Strategy

Saunders et al. (2007:135) points out that the research strategy is guided by the research
questions and objectives, time and available resources, and by selected philosophy. For the
purpose of this study and to gather a maximum amount of relevant information and deliver a
quality research the author has selected interviews and surveys. A semi-structured interview
was used to gain a better understanding of the context, ensure on gathering a maximum of
relevant information, in-deepthly examine staff and management perception to ensure flexibility
and engagement (Bryman et al., 2011). The author has also selected survey as the primary
research strategy. Survey, which is “usually associated with the deductive approach”, is a very
popular and common strategy allowing the collection of a large amount of data from a sizeable
population in a highly economical way (Saunders et al., 2007:138). Survey strategy offers an
easy way to collect and standardise data, as well as guarantee a good control over the process
(Saunders et al., 2007). Survey was designed to examine and prove/disprove the hypothesis?
and it will be fully administered by the researcher. Focus groups were also considered,

® Please view 1.4. Research Hypothesis
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however to ensure on the uncompromised, straight and quality approach interviews were

chosen.

3.5. Research Choice

Mixed-research method was adopted, as both qualitative and quantitative methods of analysis
were used to examine the perception of the change management based on the integration
between Ireland and the UK. It was essential to apply qualitative method as a primary and
secondary research approach to ensure on the quality and time efficient outcome. Primary
data was delivered by using qualitative and quantitative data. Semi-structured interviews
(primary data) and multiple-sources secondary data-books and journals (secondary data),
were used to help the author to understand the complexity of the change management, key
issues and potential implications on the quantitative data. Based on the outcome from the
qualitative research the author did introduce a quantitative method of research to focus on the
deductive analysis of employees and managers perception of integration. The outcome from
qualitative research has also allowed to tailored survey questions to decrease chances of poor
response rate in the questionnaire (Saunders et al., 2007).

3.6. Time Horizons

Although longitudinal studies main strength is the capacity to “study change and development”
(Saunders et al,. 2007:148), which in the case of this research is essential, the researcher will
use cross-sectional studies. In longitudinal studies data has to be collected on at least two
occasions and due to the timescale available (Bryman et al., 2011), it is more feasible to take a
“snapshot” approach to the research and prove/disprove dissertation hypothesis at any given
time (Saunders et al., 2007:148). According to Easterby-Smith at al. (2002) most of the times
cross-sectional studies adopt survey strategy, which is a primary research method of this

dissertation.

3.7. Research population and sample

According to Bryman et al. (2011:717) population is “the universe of units from which a sample
IS to be selected”. The sampling frame for this research is the Carphone Warehouse
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employees from the Dublin region that have been employed by the company before the 17th of
August 2011, when the integration process was announced. The time limitation is clearly
specified to ensure only employees who went through the whole transition process will be a
part of the research population.

To conduct interviews, a non-probabilistic sampling technique has been used, as the choice
was based on author’s subjective judgement. Bryman et al. (2011:716) points out that “some
units on the population are more likely to be selected than others”. By adapting Saunders et al.
(2007:227) non-probability sampling technique framework, the author has recognised that the
purposive sampling will be the obvious choice that will enable him to answer the research
hypothesis. A representative sample of interviews with six individuals from different levels of
the organisational ladder in the Carphone Warehouse head office has been conducted in June
2012. The researcher interviewed two members of a senior leadership team involved in the
decision making process during the integration as well as four members of the staff.

In terms of the survey strategy the author commenced a questionnaire in the Carphone
Warehouse Dublin region in August 2012. The researcher had access to e-mail addresses and
company intranet, thus the choice to carry out a census. The questionnaire was conducted in
the Dublin head office with a research population of 35 people that were with the business
since at least the 17th of August 2011. To ensure a required minimum of 30 responses will be
registered the author also invited to the questionnaire employees from the Dublin retail region
with a research population of 119 people that were with the business since at least the 17th of
August 2011. From the 154 people invited to take part in the questionnaire 80 did respond,
however 15 of them were disqualified due to the limitation connected to theirs start date with

the company.

3.8. Research data collection methods

Data collection belongs to the inner core of the Saunders et al. (2007) research onion.
Blumberg at al. (2008) defines data collection as the facts presented to the researcher’s from
the study’s environment. To obtain data for the research and prove or disprove hypothesis

primary and secondary collection methods will be used. The researcher will discuss both
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methods in a turn starting with the secondary data collection method and then focusing on the
primary data collection method.

3.8.1. Secondary data

Secondary data presents different aims and objectives from the research project carried out by
the researcher and it is mainly the information collected by a different researcher. As Saunders
et al. (2007) states that secondary data includes published summaries and the researcher will
use multiple-sources secondary data (books and journals). Secondary data according to
Saunders et al. (2007) is a cheaper and less time consuming method than the primary
research. Apart from the wealth of knowledge that the author has gained, it also contributed to
answering two initial research objectives that are partially based on the literature review. To
ensure on the data quality only an academic literature related to the change management area
has been examined. The author focused on making notes from each article, which has been
used alongside primary research in order to answer first two research objectives.

3.8.2. Primary Data

3.8.2.1. Qualitative Data

The qualitative data collection according to Maylor et al. (2005) is used in understanding and
describing the world of human experience that generates or use non-numerical data such as
interview. A qualitative approach, through the semi-structured interviews was considered the
most effective by the researcher to explore the research area and to gain preliminary
information for the questionnaire. Semi-structured interview is the most popular type of an
interview used in business and management research and as Saunders et al. (2007) says it
helps in investigating the relationship between variables in explanatory studies. Dawson (2007)
highlights that in this type of an interview information that has been gathered can be then
compared and contrasted with information gained from other data collection technique. The
structure of the interview gave the researcher an ability to ask open-ended, exploratory
questions, creating an opportunity for the interviewers to tackle the topic from different angles.
The researcher did not choose structured interviews as they would have been too narrow and

would not allow an exploratory approach, which was an important element in terms of gaining a
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very good understanding of the subject as well as base for the survey design. Unstructured
interviews have not been considered, as researcher required a structure that will address the
same themes in the interview and in the survey. Focus groups were considered, however as
the integration process is a very sensitive manner to discuss, the researcher decided to keep

the conversations private.

3.8.2.2. Quantitative Data

The quantitative data collection method is used to generate numerical data and establish
relationship between two or more variables in the research (Bryman et al, 2007).
A questionnaire was used as a data collection technique within a quantitative method.
Saunders et al. (2007:354) states that questionnaires “include all techniques of data collection
in which each person is asked to respond to the same set of questions in the predominant
order”. For the purpose of this research project the population of a 154 Carphone Warehouse
employees was invited to take part in the online questionnaire. The survey was delivered
through the Surveymonkey application.

3.9. Interview preparation

Domegan et al. (1999) says that the main strength of an interview is the ability to uncover more
complete answers to questions that might be answered at more superficial level through a
questionnaire. The goal of the interviews was to achieve uncompromised level of information,
which will provide the researcher with a solid knowledge of management and staff perception
of an integration process. Additionally the results from the interviews have influenced the
development process of the survey questionnaire.

The researcher conducted 30 minutes interviews with two members of Senior Leadership
Team and four members of staff not involved in strategic decision making process. During the
face to face interviews the researcher had an opportunity to gain a solid understanding of the
change management process and the perception of the integration between Irish and British
operations from different perspectives present in the company structure. The interviews
addressed five main themes: perception of the integration process, change (reasons for
change, critical success factors for a successful change), expectations, leadership and
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transition. Appendix 3 shows the list of the questions that were used during the interview
sessions. To avoid a bias during the interviews and maintain high engagement the researcher
did record all conversations and only after the interview analysed and summarised the

responses.

3.10. Questionnaire design process

To achieve the objectives of the dissertation and prove or disprove the hypothesis the
researcher had to ensure that questionnaire will collect precise data. It is essential to ensure
that the questionnaire will be clear and unambiguous (Cohen et al., 1994). Author have used a
step by step questionnaire design process described by Bernie (2012) as part of the research

methods module to ensure all necessary elements will be covered in a structured way.

Specify the information needed
The researcher required information that will allow him to prove or disprove the dissertation

hypothesis:

The perception of change management in the Carphone Warehouse Dublin region based on
the integration between Irish and British operations was successful according to staff and

management.

Author classified the issues and designed the draft questions based on the literature review

and the interview results.

Specify the interviewing method
The electronic questionnaire method has been selected based on the following benefits:

- The fastest method to administer the survey within the specified short time frame.

- Very effective way to collect and analyse all the data from responders.

- Responders guaranteed anonymity.

- Responders based throughout many different location around Dublin region.

- Responders experienced in doing survey, as online employee satisfaction survey is

delivered in a similar format.
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Determine the content of individual questions

The questionnaire addressed the same five themes as the interview: perception of the
integration process, change (reasons for change, critical success factors for a successful
change), expectations, leadership and transition. It contained a mix of 19 open and close
ended, scale response and dichotomous questions. Question 1 was a pre-qualifier to establish
if a responder will be able to take part in the survey. Questions 2, 3, 4 and 5 helped the
researcher to classify responders from the perspective of people management, decision
making, years of service and work channel. Question 6 measured the perception of success in
relation to the integration process. Questions 7 and 8 investigated the reasons for change.
Question 9 and 10 examined the critical success factors behind a successful change. Question
11 and 12 identified the expectations and measured its fulfilment. Question 13 asked the
responders about theirs perception of different areas connected to the leadership during the
integration process. Question 14, 15, 16 and 17 examined in detail the transition related areas.
Rating style have been used in question 18 to measure the perception of the success of the
integration process. The results of this question will be directly linked to a question number 6,
which was designed to cover the same area. Question 19 was a dichotomous type of question
asking the respondents for the recommendation to improve the change process in the
Carphone Warehouse.

Responders’ unwillingness to answer

For this study the population of a 154 Carphone Warehouse employees was approached.
Saunders et al. (2007:389) states that a good response depends on responders being
motivated to answer. As the change process directly hit at the Carphone Warehouse
employees, responders were interested in taking part in this research. Respondents were also
familiar with completing online questionnaires, as every quarter they complete an online

engagement questionnaire and no issues of any kind has been registered.

Decide on the questions structure

The questionnaire included a mix of open and closed questions to ensure the required level of
information will be provided. The researcher used a various techniques including the multiple
choice questions and Likert rating scale to ensure variety of options for responders to keep
them engaged and motivated.
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Determine the question wording

The objective behind wording the question was to create a very clear design using the words
and phrases that will be understandable to everyone. On top of that the author has used the
words that population was familiar with, as they have been used over the integration period

more often. Questions were checked and phrased to achieve ambiguity.

Arrange the questions in proper order

A lot of attention and a very careful consideration was given to this point of the design process.
The researcher was keen to have a very clear, concise and logical flow in place to engage
responders and ensure on the high response rate. The questionnaire was designed around the

actual steps of the integration process that took place in the Carphone Warehouse.

Identify form and layout
All questions were pre-coded and scale in the questionnaire was very clearly explained. All

questions have been numbered.

Reproduce the questionnaire

The questionnaire was distributed through the company intranet and responders were
engaged to participate through e-mails received from the researcher (Appendix 8) and via the
regional company daily communication. It was delivered online using Surveymonkey service,
which has allowed the researcher to statistically analyse the quantitative data, produce
statistics based on the data gathered and create a graphical representations of the results for
the purpose of this dissertation. The researcher did not make responses mandatory to ensure
that responders from the retail population will not need to ‘make up’ the answers in case they

were not comfortable with answering the question.

Eliminate problems by pre-testing

The quality of the survey was a result of the high level preparation. Walliman (2005) highlights
the importance of pilot questionnaire testing to understand the barriers in preparing the end
product. Hence the questionnaire was pilot tested before the final data collection took place
with three company employees that did join the company after the 17t of August 2011 and
therefore were not in position to take an active part in the survey. By delivering a pilot testing
the author managed to improve the quality and effectiveness of the questionnaire and time
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required to complete it. The researcher aimed to provide a single and simple way of analysing
collected data, so it wouldn't be open to an interpretation.

3.11. Ethical Issues

According to Saunders et al. (2007:178) suggestion the researcher has ensured that the
design of a research is “both methodologically sound and morally defensible” to all involved.
The researcher was also guided by the Dublin Business School Code of Ethics.

The Interviewees have been informed and guided on paper prior to the interview taking place
and in relation to the purpose of the interview, right to privacy, confidentiality and anonymity.
The researcher did also ensure on data confidentiality and anonymity of the survey
respondents. All involved in the interviews and the surveys have been given a choice to
answer or skip a question. All of the interviewees did sign the consent (Appendix 7), which was
prepared prior to the interview.
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CHAPTER 4: RESEARCH RESULTS

4.1. Introduction

Findings from the interviews and survey questionnaire results are presented in this chapter.
The main findings from the interviews have formed a basis for the survey questionnaire design.
The questionnaire had a 42% response rate across all responders from the support centre and
Dublin retail region. The interviews consisted of twelve questions which have been formed into
five sections. The same five sections became later a base for the questionnaire. During the
analysis part the finding from the qualitative and quantitative data collection will be carried out.

Apart from presenting all findings from the study the cross tabulation of the research, also
known as contingency table, is used to present the interdependence between two or more
variables in such a way that any specific value can be easily read (Saunders et al., 2007). The
author has used a cross tabulation in the questionnaire to show the relationships between the
answers from staff and management, which has allowed the researcher to measure and
correlate their perception of the change management process. The researcher used the
following question to undertake the cross tabulation: ‘I am a manager directly managing
performance of at least 1 person’. Both ‘yes’ and ‘no’ answers have been included. All cross
tabbed responses are available in the Appendix 9.

4.2. Results of the Interviews

The interviews focused on addressing five areas: perception of the integration process, change
(reasons for change, critical success factors for a successful change), expectations, leadership

and transition.

Summarised transcripts from the interviews are included as Appendix 4. Below are the main
findings from the six interviews grouped into five areas which have already been mentioned.
They form a representative sample of opinions from the Carphone Warehouse employees. For
confidentiality reasons, the researcher will identify all employees with numbers from 1 to 6 as
per the order of the interviews. To prove or disprove the hypothesis it is important to recognise
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that responder 4 and 5 are the managers involved in decision making process in relation to the
integration process.

4.2.1. Perception of the integration process

The purpose behind the first question was to break the ice and to analyse a general perception
of the change management process. The general perception of the integration process
between Irish and British operations had various outputs. Responders are mixing positive and
negative thoughts when approaching the integration from the perspective of a general
perception. What has to be noted is the fact that all responders (100%) did make a comment in
relation to the reasons behind the change in general or in detail focusing on one or two
examples. Interesting statement was made by the responder 4 who said that: “If it wouldn't be

done then business would probably be gone”.

The question in relation to the statement: “the integration process between Irish & British
market has been successful” had three different outputs. According to responders 2, 3 and 6
(50%) the integration hasn’t been successful, it was partially successful for responders 1 and 5
(33%) and successful for responder 4 (16%).

4.2.2. Change

Reasons for change

Reasons for change have been very clear to all responders and they all agreed it did make
sense to integrate Irish and British operations. Three main reasons that were pointed out were:
cost savings, creating standardised approach and operational efficiency. All responders
(100%) have pointed cost savings as the reason behind the change. Five responders (83%),
bar responder 3, mentioned the streamlining of the businesses and creating standardised
approach to all functional and operational aspects and responders 2, 4 and 5 (50%) added
operational efficiency into the equation. On top of that responder 4 has added no language
barrier as a reason for the integration (16%).
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Critical success factors for a successful change

All responders have been able to identify a variety of the critical success factors for a
successful change. There has been five factors identified that have been repeated at least
three times by the responders. The most popular was the robust and structured plan, which all
responders, bar interviewee 6, indicated (83%). Responders 2, 4, 5 and 6 (66%) have clearly
identified people involvement and engagement as the key elements. Good leadership as the
critical success factor has been pointed out by the responder 1, 2, 3 and 6 (66%).
Comprehensive and regular communication was critical for responders 4, 5 and 6 (50%).
Creating a vision and providing a clear rationale behind the change has been highlighted by
the responders 1, 5 and 6 (50%). On top of that interviewee 2 (16%) added into the equation
dedicated project management team, interviewee 4 (16%) mentioned clear financial
measurements and for interviewee 5 (16%) time factor and ability to adopt to the market
change are among critical success factors behind a successful change.

Based on the answers provided responders also highlighted the factors they have and have
not seen during the change management process in the Carphone Warehouse. Not many
factors from the ones mentioned above have been visible during the integration. Responder 1
and 3 (33%) noticed clear rationale and vision, responder 4 (16%) have seen clear financial
measurements and cost savings delivered, and communication have been visible for
responder 6 (16%). There have been more factors not seen during the integration. According
to the responder 1, 2 and 3 (50%) there has been no plan to deliver change, leadership wasn't
present to lead the process for responder 1, 2 and 6 (50%), there has been an engagement
and people factor lacking for responder 3, 4 and 5 (50%). Communication was poor according
to the responder 3 and 5 (33%) as well as vision and rationale wasn't well presented and
argued (33%). Responder 2 (16%) did not see a project management factor.

4.2.3. Expectations

The question about the initial expectations behind the integration process has provided three
major outputs. All responders, bar responder 2 (83%), have had clear expectations from the
integration behind Irish and the UK operations. The same group (83%) have stated that it has
been a big expectation of the UK being very impactful and supportive to the Irish operations.
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As an addition to this point responders 4 and 5 (33%) mentioned the expectation to use the UK
resources and save some costs. Responders 1, 2, 4 and 5 (66%) expected slicker and more
cost effective business.

The question about the fulfilment of the initial expectations has brought up again three major
outputs. Responders 1, 2, 3 and 6 (66%) said the integration did not fulfil theirs expectations
and it was disappointing, responder 4 (16%) stated that the expectations has been fulfilled and
responder 5 (16%) says it has partially fulfilled the expectations. The same group of the
responders (83%), who has pointed out the expectations of an impact and support from the
UK, did state that integration has not fulfilled theirs expectations in this matter and not enough
value has been provided from the UK. Expectation of cost saving delivery has been recognised
as fulfilled by responders 3, 4 and 5 (50%).

4.2.4. Leadership

The section about leadership proved to be uneasy to clearly categorise. All responders (100%)
have noted that a leadership team has also been affected by the change and it lacked in terms
of the engagement. Most responders pointed out that all leaders, bar one, did leave the
business or have been given a different opportunity within the structure of the company in the
UK as a result. Responders 1, 3 and 4 (50%) have noted that leadership should have been
much stronger to lead the successful change, as it did not step up. Leadership from the UK
have been disappointing in terms of leading and supporting an overall change process to
responders 3, 4 and 5 (50%).

4.2.5. Transition

All responders (100%) agreed that only some people have been adequately prepared for the
change. They have identified that departments that were directly affected by the change were
prepared for the change and the rest have been left out of the loop.

The question in relation to the challenges that responders faced during the transition process
has delivered four main points. The main challenge for responders 1, 2, 3 and 6 (66%) was not
having enough leadership to guide and inspire during the transition period. More workload has

46



been recognised as a challenge by the responders 1, 2 and 3 (50%). Five responders, bar
responder 4 (83%), have recognised that the transition period during the change process had
an impact on peoples’ emotions, lack of motivation and engagement have been a significant
challenge during the transition for all mentioned responders. Responders 4 and 5 (33%) noted

that slow pace of the change has been a challenge for them during the transition period.

With changes during the integration process the responders have been asked about the level
of support they have received to ensure the quality service will be provided to customer and
retail. 50% of responders (2, 3 and 6) did state there has been no support, responder 1 (16%)
said the support was average, responder 4 (16%) stated that customer and retail has been not
affected therefore no support was required and responder 5 (16%) pointed out that people

have been supporting each other.

4.2.6. Solutions and recommendation for the future

The researcher asked responders to identify what Carphone Warehouse should or could do
differently and to recommend a solution for any future integrations. As a result of this question
author was able to gathered valuable recommendations and comments from all responders

which are summarised below.

Responder 1:

- “Should consider an impact of closing the role.”

- “People in the UK didn't put enough thought into it. It felt like there was not enough
understanding behind decision made. Decision was made too quickly.”

- “Should be more consultation, more time spent with employees.”

- “Leadership that was affected by the integration should not be involved in decision-making

process.”

Responder 2:

- “More recognition in terms of people involvement in the extra work delivered.”

- “If that would be done again every level has to be involved.”

- “Leadership didn't know what people are doing and people do more than it is in theirs job

spec, so before removing a role it has to be very well prepared and planned out.”
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- “There has to be a role in the Carphone Group that deals with the change. They would need
to work with everyone and they would need to have a vision to deliver change.”

Responder 3:

- “There has to be a project plan visible to everyone.”

- “If we would do that again there has to be an overview of every department one by one.”

- “All activities from the department has to be fully mapped out, every single role has to be fully
understood. Allow people to talk, allow them to tell me what they're doing and don't just mirror
the job spec.”

- “Right now we bring more people to the business and | don't think it is all over yet. | reckon

we'll get more resources internally soon.”

Responder 4:

- “We should have an idea of what we would like to achieve in terms of the structure.”

- “We should change operational leadership immediately. More support from the UK leadership
required.”

Responder 5:

- “There are three main things that we should do differently. Leaders that were let go as a
result of the integration, should not be involved at any point in making integration related
decisions. The new leadership team should have been introduced before anything else
happens. We should also have a plan with very detailed steps, objectives and delivery dates,
so it would be clear for everyone in terms of what he company is doing. There has to be a risk
management element attached as well, so all aspects of the change can be clearly controlled
and managed.”

- “In my opinion within the next 12 to 18 months we will get back to the way we have been

operating before integration. All lost resources will get back into the business.”
Responder 6:

- “They should set clear objectives and plan to deliver the project.”
- “Make sure there will be a leadership team to execute that.”
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4.3. Results of the Questionnaire

4.3.1. Number of responders

Responders that joined Carphone Warehouse before 01/08/2011

There were a total of 80 participants in the survey, representing 52% response rate. From the
following 80 participants 18.8% (15) of them have joined the Carphone Warehouse after the 1st
of August 2011, which automatically barred them from taking part in completing the rest of the
survey and created an initial value of 15 skipped questions in all remaining questions. 65
responders (81.8%) have answered that they did join the company before 1st of August 2011.

| have joined Carphone Warehouse before 01/08/2011

Response Response

ASTEIR T Percent Count
YES 81.3% 65

NO 18.8% 15
answered question 80
skipped question 0

Table 4: Breakdown of responders company join date

Figure 7: Breakdown of responders company join date
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4.3.2. Characteristic of responders

This section focused on identifying the type of individuals that took part in the questionnaire.

Employees managing at least 1 person

63.5% (40) of the responders stated that they did not manage any people, while 36.5% (23) did

manage at least 1 person.

The output from this question will become a condition for a cross tabulation purposes that will
be used in all remaining questions bar the last one, which is open. For the purpose of clarity
the researcher will name all responders, who answered ‘yes’ to the question below ‘managers’

and those who didn't ‘staff’.

| am a manager directly managing performance of at least 1 person
Response Response

ASTEIR PN Percent Count
YES 36.5% 23
NO 63.5% 40
Answered question 63
skipped question 17

Table 5: Breakdown of employees managing at least 1 person

Figure 8: Breakdown of employees managing at least 1 person
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Involved in decision making during the integration process

84.1% (53) indicated that they have not been directly involved in a decision making process
during the integration process between Irish and British operations that took place in 2011 and

15.9% (10) stated that they were involved in a decision making process.

When cross tabbed 6 managers and 4 staff members have been directly involved in decision
making process and respectively 17 and 36 managers and staff members stated they were not

involved in the process.

I have been directly involved in decision making during the integration process
between Irish and British operations that took place in 2011

Answer Options Response  Response

Percent Count
YES 15.9% 10
NO 84.1% 53
Answered question 63
skipped question 17

Table 6: Involvement in decision making process during the integration

841 % (53)

. YES
. HO

159 % (10)

Figure 9: Involvement in decision making process during the integration
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Work service

Following answers have been given in regards the duration of work service in the company:
52% (33) did work in the Carphone Warehouse between 1-5 years, 43% (27) did work between
5-10 years and 5% (3) did work over 10 years. Taking into account the fact that the Carphone
Warehouse is operating in Ireland only from 1996 this represents a fair spread between the

years of service.

With these results cross tabbed majority of managers (15) did work in the company between 5-
10 years, another 6 between 1-5 and 2 did work over 10 years. The proportions are different
with staff, where majority (27) did work between 1-5 years, another 12 did work between 5-10

years and only 1 staff member did work over 10 years.

| have worked in Carphone Warehouse for:
Response Response

ASTEIR PN Percent Count
1-5 years 52.4% 33
5-10 years 42.9% 27

10 or more 4.8% 3
Answered question 63
skipped question 17

Table 7: Breakdown of responders work service

Figure 10: Breakdown of responders work service
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Work channel

The work channel split of the responders who completed the questionnaire was as follows:
68% (43) were coming from the Retail and 32% (20) were coming from the Support Centre.

When cross tabbed the vast majority of managers, 21 out of 23 were coming from the Retail.
Staff working channel split have been different, as 22 responders were coming from the Retail
and another 18 from the Support Centre.

| work in:

: Response Response
Answer Options Percent Count
Retalil 68.3% 43
Support Centre 31L.7% 20
Answered question 63
skipped question 17

Table 8: Breakdown of responders work channel

Figure 11: Breakdown of responders work channel
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4.3.3. Change

This section of the questionnaire focussed on the change management process in the
Carphone Warehouse based on the integration between Irish and British operations.

Integration process

37% (17) of responders disagreed and another 10.9% (5) strongly disagreed with a statement
that integration between Irish & British markets, implemented in the Carphone Warehouse in
2011 was successful. 26.1% (12) of responders agreed and another 2.2% (1) strongly agreed
that it was a success. 23.9% (11) of responders were neutral in this matter.

When cross tabbed 7 managers were neutral, 5 disagreed and 1 strongly disagreed with the
statement, where on the other side of the scale 5 managers did agree with the statement.
There has been nobody who did strongly agreed that it was a success. From the staff
perspective 12 responders disagreed and another 4 strongly disagreed with the statement. 7
staff members agreed and another 1 strongly agreed that it was a success. 4 of the staff

responders were neutral in this topic.

The integration between Irish & British markets that was implemented in
Carphone Warehouse in 2011 was successful:

Answer Options Response  Response

Percent Count

Strongly agree 2.2% 1

Agree 26.1% 12
Neither agree nor disagree 23.9% 11
Disagree 37.0% 17
Strongly Disagree 10.9% 5

answered question 46
skipped question 34

Table 9: Integration process ratings
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Figure 12: Integration process ratings

4.3.4. Reasons for change

This section focussed on main reasons for change and understanding of the rationale behind
the integration process.

Reasons for change

Based on the literature review and interviews the author identified potential reasons for change
and responders have been asked to link that in the context of the integration between Irish and
British markets. Responders could choose maximum of 5 reasons rating them from 1 (least
important) to 5 (most important). 36 responders felt that the cost cutting reason should be rated
as 4 or 5 and 29 of them felt it was the most important reason of all. Second most popular
reason rated by the 16 responders as 4 was ‘increasing operational efficiency/standardisation.
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Also ‘better knowledge & processes management - shared services’ have been chosen by 13
responders and rated as 3.

When cross tabbed top 3 responses for management and staff are the same as in the main
research findings provided above. An interesting difference between the answers from
managers and staff is around ‘improvement of the quality of service’ and ‘globalisation’. Both
factors have been widely recognised by staff and very rarely recognised by the managers.

What do you see as the reason(s) for the Irish & British markets integration? Please choose a
maximum of 5 reasons rating them from 1 (least important) to 5 (most important):

: Response

Answer Options 1 2 3 4 5 Count
Cost cutting 6 0 1 7 29 43
Increasing Operational Efficiency/Standardisation 2 5 7 16 5 35
Better know_ledge & processes management 1 - 13 3 5 2%
Shared Services

Increased Brand Awareness 5 4 3 2 3 17
Increased market competition 3 6 1 3 0 13
Creating extra buying power 2 5 3 3 0 13
Improvement of the quality of service 5 4 5 0 2 16
Transfer of new products and services 3 4 2 1 0 10
Globalisation 4 0 3 5 1 13

No language barriers 4 3 4 1 2 14
answered question 46
skipped question 34

Table 10: Reasons for change breakdown
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Figure 13: Reasons for change breakdown

Rationale for change

50

The responders were asked if the reasons for the change have been clearly explained to them
and 60.9% (28) responders said yes, 6.5% (3) said no and 32.6% (15) understood only part of

it.

From the management perspective 9 responders said yes and another 9 understood only a

part of it. 19 staff members stated they understood the rationale, while 3 said no and 6

understood only part of it.

Have the reasons for the change been clearly explained to you?

Answer Options

Response
Percent

Response
Count

Yes, | understood the rationale behind it
No, | didn’t understand the reasons
Only a part of it was clear

answered question

skipped question

Table 11: Understanding of reasons for change

60.9%
6.5%
32.6%

28
£

15
46
34
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Figure 14: Understanding of reasons for change

4.3.5. Critical success factors

Following the results from the interviews and based on the literature review the author has
identified drivers behind delivering a successful change in an organisation. Responders could
choose maximum of 5 reasons rating them from 1 (least important) to 5 (most important). 22
responders felt that the ‘strong leadership & senior management commitment’ should be rated
as 4 or 5 and 11 of them felt it was the most important reason of all. Second most popular
driver of a successful change rated by the 15 responders as 4 and 5 was ‘integrated change
plan’ as well as ‘clear, shared vision. What is interesting is the fact that ‘good project
management’ has been rated by 13 responders as 1 or 2 on the scale.

When cross tabbed, top 3 critical success factors for managers are: clear, shared vision’ (4
and 5 rated by 9 responders), ‘strong leadership & senior management commitment’ (4 and 5
rated by 8 responders) and ‘integrated change plan’ (4 or 5 rated by 6 responders). The
managers gave the lowest ratings to the following two factors ‘creating the sense of urgency’ (1
and 2 by 2 managers) and ‘good project management’ (1 and 2 by 3 managers). Both these
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factors were also two of the least favourable answers in managers’ selection. From the staff
perspective by far the most important factor for delivering a successful change was ‘strong
leadership & senior management commitment’ (4 and 5 rated by 14 responders), while the
‘integrated change plan” was second (4 and 5 rated by 9 responders). Following three drivers
were recognised as the third most important success factor (4 and 5 rated by 6 responders):
‘clear, shared vision’, ‘staff involvement, participation and engagement’ and ‘clear financial
measures’. Staff gave the lowest rating to the following three factors: ‘good project
management’ (1 and 2 rated by 9 staff members), ‘staff involvement, participation and
engagement’ (1 and 2 rated by 9 staff members) and ‘creating sense of urgency’ (1 and 2 rated
by 8 staff members). Interestingly enough ‘staff involvement, participation and engagement’
has appeared in both sections as the most important and least important factor. ‘Stakeholders
management’ and ‘creating sense of urgency’ were the two least favourable answers in staff

selection, although they were selected 9 times.

What are the main drivers behind delivering a successful change in the organisation? Please
choose a maximum of 5 options rating them from 1 (least important) to 5 (most important):

Answer Options 1 2 3 4 5 Response Count

Integrated change plan (short, medium and long

term plan) 2 5 4 5 10 26
Clear, shared vision 3 3 6 6 9 27
Strong. Leadership & Senior Management > 1 6 11 1 31
Commitment

Comprehensive communication 2 4 7 5 3 21
Stakeholder's management 3 3 4 4 2 16
Staff involvement, participation & engagement 4 8 3 3 5 23
Good project management 7 5 3 2 0 17
Creating sense of urgency 4 6 2 0 0 12
Clear financial measures 5 2 5 3 5 20
Answered question 46
skipped question 34

Table 12: Critical success factors breakdown
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Figure 15: Critical success factors breakdown

Critical success factors present during the change process in the Carphone Warehouse

Within this question the responders where asked to identify critical success factors that were
present during the change process in the Carphone Warehouse. The responders could rate
them from 1 (lowest score) to 5 (highest score). The correlation between rates selected by the
responders and overall rating average in some cases is evident, although it is also visible how
different the opinions of the critical success factors within the Carphone Warehouse employees
are. Among the factors that responders did rate the highest were: ‘integrated change plan”
(rating average: 3.21 and 4 or 5 rated by 13 responders), ‘clear, shared vision’ (rating average:
3.19 and 4 or 5 rated by 16 responders), and ‘clear financial measures’ (rating average: 3.20
and 4 or 5 rated by 11 responders). Among the factors that the responders did not favoured
were: ‘comprehensive communication’ (rating average: 2.26 and 1 or 2 rated by 20
responders), ‘staff involvement, participation and engagement’ (rating average: 2.46 and 1 or 2
rated by 15 responders), ‘strong leadership and management commitment’ (rating average:
2.82 and 1 or 2 rated by 13 responders) and ‘stakeholders management’ (rating average: 2.32
and 1 or 2 rated by 12 responders).

Managers gave the highest ratings to the following three factors: ‘clear, shared vision’ (rating
average: 3.73 and 4 or 5 rated by 7 responders), ‘creating sense of urgency (rating average:
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3.71 and 4 or 5 rated by 5 responders) and integrated change plan (rating average: 3.67 and 4
or 5 rated by 7 responders). The ratings distributed by staff have been much lower in general.
Staff gave the highest ratings to the following three factors: ‘clear financial measures’ (rating
average: 3.44 and 4 or 5 rated by 8 responders), ‘integrated change plan’ (rating average: 3.00
and 4 or 5 rated by 7 responders) and ‘clear, shared vision’ (rating average: 2.90 and 4 or 5
rated by 9 responders). However what has to be noticed is the fact that ‘integrated change
plan’ and a ‘clear, shared vision’ received the same number of low (1 and 2) and high rates (4
and 5) — accordingly 7 and 9. According to managers the ‘comprehensive communication’
(rating average: 2.20 and 1 or 2 rated by 8 responders), ‘stakeholders management’ (rating
average: 2.5 and 1 or 2 rated by 3 responders) and ‘good project management’ (rating
average: 2.5 and 1 or 2 rated by 3 responders) were not present during the change process.
Staff again indicated even lower ratings and gave the lowest scores to the following three
factors: ‘stakeholders management’ (rating average: 2.23 and 1 or 2 rated by 9 responders),
‘staff involvement, participation and engagement’ (rating average: 2.28 and 1 or 2 rated by 9
responders) and ‘comprehensive communication’ (rating average: 2.29 and 1 or 2 rated by 12

responders).

What factors were present during the change process in Carphone Warehouse? Please choose from
1 (lowest score) to 5 (highest score):

Answer Options 1 2 3 4 5 FEUIe MEITES
Average Count
Integrated change plan (short, medium and lon
L SR ( 97 2 7 4 9 32 29
Clear, shared vision 6 5 4 9 7 319 31
Strong Leadership & Senior Management
oot J 6 7 10 7 3 28 33
Comprehensive communication 7 13 2 3 2 226 27
Stakeholder's management 6 6 4 1 2 232 19
Staff involvement, participation & engagement 10 5 6 4 3 246 28
Good project management 5 6 7 0 3 252 21
Creating sense of urgency 3 7 7 3 5 3.00 25
Clear financial measures 3 5 6 6 5 320 25
Answered question 46
skipped question 34

Table 13: Breakdown of critical success factors during the change
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Figure 16: Breakdown of critical success factors during the change

4.3.6. Expectations

Breakdown of expectations from the integration process

26 responders expected the change process to be smooth and quick (10 —Strongly agree, 16 —
Agree). 35 responders expected business to operate more smoothly and more efficiently after
the change (15 -Strongly agree, 20 — Agree). 32 responders expected centres of excellence to
deliver quality services (19 — Strongly agree, 13 — Agree). Also 31 respondents indicated high
expectations in terms of the support from the UK. 33 responders did expect changes to the

company structure after the change process (15 —Strongly disagree, 18 — Disagree).

When cross tabbed both managers and staff reached an agreement in relation to every single
statement having them answered in a very similar way. 8 managers and 18 staff members
expected the change process to be smooth and quick, however what is interesting is that 7
managers and additional 6 staff members have disagreed with this statement. The similar
scenario was with the statement around the time frame for the change, where 12 managers
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and 10 staff members expected the process to be less time consuming, but on the other side
10 managers and 4 staff members disagreed with the statement. 14 managers and 21 staff
members expected business to operate more smoothly and more efficiently after the change.
Also majority of the managers and staff expected the centres of excellence to deliver quality
services (11 and 21 accordingly) and indicated high expectations in terms of the support from
the UK (12 and 19 accordingly). 13 managers and 20 staff members did expect changes to the

company structure.

Consider each of the following statements concerning your expectations regarding the integration of
Irish & British market and please tick the box that most closely matches your opinion:

Neither
. Strongly agree . Strongly Response

Answer Options agree Agree nor Disagree Disagree Count
disagree

| expected that the change process would

have been smooth and quick 10 16 6 10 3 45

| expected business to operate more

smoothly and more efficiently after the 15 20 2 5 3 45

change

| expected centres of excellence to deliver

quality services 19 13 2 8 3 45

| expected business will receive a lot of

support from the UK 16 15 5 6 3 45

| expected no changes to the company

structure after the change process 2 2 8 18 15 45

| expected the process to be less time

consuming 11 11 9 8 6 45

Answered question 45

skipped question 35

Table 14: Breakdown of expectations from the integration process
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Figure 17: Breakdown of expectations from the integration process

Fulfilment of initial expectations

Within this question responders were asked to rate their satisfaction with the integration of Irish
& British markets. The most popular answer was ‘Neutral’ with 16 responders (35.5%)
choosing this option. Only 9 responders felt satisfaction with the integration process (2 — Fully
satisfied, 7 — Partially satisfied). 20 responders were unsatisfied with the process (8 —
Completely unsatisfied, 12 — Partially unsatisfied).

When cross tabbed the responses the most popular answer for both managers and staff was
‘Neutral” with 7 and 9 responders respectively choosing this option. Only 4 managers have
been satisfied with the integration process and none of them has been fully satisfied.
6 responders from the management were unsatisfied with the integration process (1-
Completely unsatisfied, 5- Partially unsatisfied). 5 staff members felt satisfaction with the
integration process (2 — Fully satisfied, 3 — Partially satisfied). 7 staff responders were
completely unsatisfied and another 7 partially unsatisfied with the integration process.
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To what extent did the integration of the Irish & British markets fulfil your initial
expectations?

Answer Options Response  Response

Percent Count
Fully satisfied 4.4% 2
Partially satisfied 15.6% 7
Neutral 35.6% 16
Partially unsatisfied 26.7% 12
Completely unsatisfied 17.8% 8
Answered question 45
skipped question 35

Table 15: Breakdown of the fulfilment of staff level of expectations

Figure 18: Breakdown of the fulfilment of staff level of expectations

4.3.7. Leadership

In this section the author has examined responders’ level of satisfaction with the leadership
during the integration process. 28 responders were satisfied with the fact that ‘Leadership team
acted confidently and optimistic about the future” (9- Fully satisfied, 19 — Partially satisfied). In
the same time 24 responders felt unsatisfied with the leadership team from the UK supporting
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the change process (9 — Completely unsatisfied, 15 — Partially unsatisfied). What is interesting
in analysing this question is the fact that many responders indicated the ‘Neutral’ option.

When cross tabbed managers rated positively leadership in four sub-sections. Managers felt
satisfied with leadership driving a successful change (4- Fully satisfied, 5— Partially satisfied),
with leadership creating the robust vision of the future and acting confidently about it (In both
instances 4- Fully satisfied, 6 — Partially satisfied), and with clear explanation of the situation
(5- Fully satisfied, 5 — Partially satisfied). On the other hand managers felt that leadership from
the UK was unsatisfactory (2- Completely unsatisfied, 8 — Partially unsatisfied). Staff members
have agreed with managers in regards to leadership team explaining the situation (4- Fully
satisfied, 10 — Partially satisfied), creating robust vision for future (2- Fully satisfied, 12 —
Partially satisfied) and acting confidently about it (5- Fully satisfied, 13 — Partially satisfied).
There has been also an agreement in relation to unsatisfactory level of support from the UK (7-
Completely unsatisfied, 7 — Partially unsatisfied). Staff has a different point of view from
managers on leadership driving successful change (5 Completely unsatisfied, 7 — Partially
unsatisfied) and leadership looking after staff (5- Completely unsatisfied, 7 — Partially
unsatisfied).

Consider each of the following statements concerning the leadership team during the integration
process. Please tick the box that most closely matches your opinion:

Partially Completely Response

Fully Partially
Neu unsatisfied unsatisfied Count

satisfied satisfied tral

Answer Options

Leadership team drove

successful change 6 11 10 10 7 44
Is_ge;fdershlp team looked after 5 7 1 11 - m
Leadership team created a

robust vision of the future 6 16 10 8 4 44
Leadership team acted

confidently and optimistic about 9 19 7 6 3 44
the future

Leadership team clearly

explained the situation 9 15 9 9 2 44
Leadership team from UK

supported change process 3 11 6 15 9 44
answered question 44
skipped question 36

Table 16: Breakdown of the satisfaction level with Leadership Team
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Figure 19: Breakdown of the satisfaction level with Leadership Team

4.3.8. Transition

In this question the author has examined whether the staff were adequately prepared to go
through the change process. 16 responders agreed with this statement (2- Strongly agree, 14
— Agree). 17 responders disagreed, indicating that they weren't adequately prepared to go
through the change (4 — Strongly disagree, 13 — Disagree). 11 responders were neutral.

According to the management 6 responders agreed with the statement (2- Strongly agree, 4 —
Agree) and another 6 of them disagreed (1 — Strongly disagree, 5 — Disagree). 5 managers
were neutral. From the staff perspective 10 responders did agree (10- Agree) with the
statement and 11 of them disagreed (3- Strongly disagree, 8- Disagree). 6 staff responders

were neutral.
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The staff were adequately prepared to go through the change process:
Response Response

ASTEIR PN Percent Count
Strongly agree 4.5% 2
Agree 31.8% 14

| am not sure 25.0% 11
Disagree 29.5% 13
Strongly Disagree 9.1% 4
answered question 44
skipped question 36

Table 17: Breakdown of preparation level for the change process

Figure 20: Breakdown of preparation level for the change process

Responders’ state of mind during the transition process

This question has enabled the author to analyse the responders’ state of mind during the
transition process. Responders could rate their answers from 1 (lowest) to 5 (highest). 20
responders felt committed during the transition process (rate 4 and 5), 16 felt satisfied with
their job (rate 4 and 5), 21 responders felt stressed (rate 1 and 2), 19 responders felt angry
(rate 1 and 2), 22 responders didn't feel the support during the transition process (rate 1 and
2), 16 responders didn't identify themselves with the company and 22 responders are not
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trusting (rate 1 and 2). ‘Neutral’ was the highest rated response to the questions about being:

motivated, engaged, energised and empathetic (rate 3).

According to managers they have been angry (10 responses rated 1 or 2), stressed (9
responses rated 1 or 2), didn't feel support (7 responses rated 1 or 2), were not trusting (8
responses rated 1 or 2), were dissatisfied with the job (7 responses rated 1 or 2) and didn't
identify themselves with the company (6 responses rated 1 or 2). With the low average ratings
on motivation and engagement, what has to be noted is the fact that managers have still been
committed during the transition process (9 responses rated 4 or 5). From the perspective of a
staff member the trends around the rates of 1 and 2 are looking similarly. Staff members were
also angry (9 responses rated 1 or 2), stressed (12 responses rated 1 or 2), didn't feel support
(15 responses rated 1 or 2), were not trusting (14 responses rated 1 or 2), were dissatisfied
with the job (9 responses rated 1 or 2) and didn’t identify themselves with the company (10
responses rated 1 or 2). Also in this case they have still been committed with 11 responders
selecting the rate 4 or 5. Interestingly being empathetic has much more rates of 4 and 5 (9

rates in total) selected by staff than by managers (3 in total).

What was your state of mind during the transition process? Please rate each feeling from 1
(lowest) to 5 (highest):
Rating Response

Answer Options 1 2 3 4 5 Average Count
Motivated 9 5 11 6 6 286 37
Engaged 10 5 11 6 6 282 38
Committed 6 5 9 11 9 330 40
Energise 7 8 10 5 4 274 34
Satisfied with my job 11 5 9 12 2 272 39
ldentifying myself with the company 100 6 10 4 4 259 34
Angry 15 4 8 2 7 250 36
Stressed 15 6 5 6 9 271 41
Trusting 100 12 8 2 4 239 36
Supported 12 10 8 8 1 238 39
Empathetic 8 5 13 7 5 289 38
Answered question 44
skipped question 36

Table 18: Breakdown of employees’ state of mind
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Figure 21: Breakdown of employees’ state of mind

Support during transition

This question aimed to evaluate responders’ view on the level of support received during the
transition process. Responders were asked to rate different statements on the scale from 1
(lowest) to 5 (highest). The overall results show that the level of support was poor. Most of the
responders have indicated rates from 1 to 2 (1 being the lowest) as well as rate 3 (neutral).
This would be best visible in the statement around the level of support that Irish business
received from the UK and around the level of support that the Retail Division did receive from
the Shared Services in the UK, where respectively 28 and 27 responders rated that as 1 or 2.
In relation to the level of support that the Retail Division did receive from the Support Centre
the results are very interesting - 12 responders rated that as 1 or 2, 20 responders were
neutral and another 12 responders gave scores of 4 or 5. 17 responders rated highly (rate 4 —
15 responders, rate 5 — 2 responders) the level of support that the customers have received
from the Support Centre.

Both managers and staff agreed on the low level of support to the Irish business and Retail
Division received respectively from the UK and Shared Services in the UK. Based on the rating
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average managers rated higher than staff members the level of support that the Retail Division
did receive from the Support Centre and rated lower than the staff members the support that

customers did receive from the Support Centre.

Consider each of the following statements. How would you rate in the scale from 1-5 the
following factors? Please choose from 1 (lowest) to 5 (highest):

Rating Response

Answer Options b2 e a8 Average Count

The level of support that Irish business received

17 11 13 2 1 207 44
from UK
The_level of support thgt R_eta|| Division did 11 16 16 0 1 218 a4
receive from Shared Services in UK
The_level of support that Retail Division did 4 8 20 9 3 208 a4
receive from Support Centre
The level of support that customers did receive
from Support Centre o9 2l -
answered question 44
skipped question 36

Table 19: Breakdown of the level of support

The level of support
that customers did receive
from Support Centre

The level of support that
Retail Division did
receive from Support Ce...

The level of support that
Retail Division did
receive from Shared Ser...

The level of support
that Irish business
received from UK

35

Figure 22: Breakdown of the level of support
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Support from the Shared Services

This question is analysing in particular the support that employees have received from the
Shared Services and whether it has change since the integration process. 19 responders
(43.2%) have no opinion on whether Shared Services are supporting them in the way it was
done before the change. 18 responders have disagreed with this statement (8 — Strongly
disagree, 10 — Disagree) and only 7 are in agreement with the statement (1 — Strongly Agree,

6 — Agree).

When cross tabbed 9 managers are neutral in relation to the Shared Services support, another
7 have disagreed with the statement (3- Strongly disagree, 4- Disagree). Only 1 manager has
agreed with the statement. Being neutral in relation to the statement was also the most popular
answer according to staff members as it was selected by 10 responders. 11 members of staff
have disagreed with this statement (5 — Strongly disagree, 6 — Disagree) and 6 are in
agreement with the statement (1 — Strongly Agree, 5 — Agree).

Shared Services are supporting you in the way as it was done before the
transition:
Response Response

Answer Options Percent Count
Strongly agree 2.3% 1
Agree 13.6% 6
Neither agree nor disagree 43.2% 19
Disagree 22.7% 10
Strongly Disagree 18.2% 8
answered question 44
skipped question 36

Table 20: Shared Services support ratings
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Figure 23: Shared Services support ratings

4.3.9. Overall success of the organisational change in the Carphone Warehouse

Within this section the author aimed to evaluate responders’ opinion on the overall success of
the organisational change that the Carphone Warehouse Company went through in the year
2011. Responders were asked to rate the success in the scale from 1 (lowest) to
5 (highest). Most of the answers were neutral with 21 responders rating the organisational
change as 3. 18 responders have rated the success of the change with low scores (1 - 8
responders, 2 — 10 responders). Only 2 responders have rated the change at the highest

value.

When cross tabbed, 11 managers and 10 staff members rated the organisational change as 3.
6 managers and 13 staff members have rated the success of the change with low or very low
scores (1-3 managers, 2-2 managers; 1-5 staff members, 2-8 staff members). Only
1 manager rated the change as 4, while the highest score was not given at all. 2 staff members

rated the change as 4 and another 2 have chosen the highest score.
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How would you rate the overall success of the organisational change in
Carphone Warehouse in 2011? Please choose from 1 (lowest) to 5 (highest):

Answer Options Response Percent  Response Count
1 18.2% 8

2 22.7% 10

3 47.7% 21

4 6.8% 3

5 4.5% 2

answered question 44

skipped question 36

Table 21: Organisational change success ratings

Figure 24: Organisational change success ratings

At the end of the questionnaire the responders were asked to indicate one single solution that,
in their opinion, would improve the change process in the Carphone Warehouse. As a result of
this question the author was able to gathered valuable feedback from 22 responders. Some of

the feedback gathered:

- “Better communication between support centre and Stores — i.e. answering phones /

emails / and more clarification of who is in charge of what UPC Repairs etc”.
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- “Clearer ‘in the know’ communication around change and what change will bring more
involvement from senior retail managers to get views from store point of view”.

- “Take all Financial and HR services back within the scope of the Irish business. The
existing inefficiencies in processes and errors in administration never occurred before
the integration of the 2 businesses”.

- “Consult directly with administrators and executives about their needs, as oftentimes
managers/directors do not know the impact of change on the day to day running of a
business area. They may have an overview, but often the devil is in the detalil, with
admins/execs have a clearer view of in some cases”.

- “Greater transparency”.

- “Involvement at all levels so that there can be buy-in Senior team need to have a mix
of Irish Management and UK Management sitting on the panel . Consistency needs to
be put in place. Not some departments reporting to the UK and some not. A policy and
plan for retaining talent needs to be put in place. Succession plans and talent mapping
need to be put in place for all levels across the business, not just for management”.

- “Stronger leadership”.

- “Have a phased plan for the change implementation”.

- “Robust planning, clear vision, colleague engagement”.

Additionally the author has decided to undertake SPSS analysis, on the basis of which six
different words presented below have been selected as the most important from the collected
responses and have been used the highest number of times:

- Business

- Clear Communication
- Leadership

- Plan

- Staff
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CHAPTER 5: RESEARCH DISCUSSION AND CONCLUSION

5.1. Introduction

This chapter summarises the findings from the study research and explores the theory raised
in the literature review. The outcome of this research provides a platform to the Carphone
Warehouse executive board and to the broad retail population on how to develop a successful
change in retail based environment. The author will conduct the analysis by referring to the
research objectives and each will be discussed separately by linking the reviewed literature
with the findings. This will create a solid base for proving or disproving the research
hypothesis.

5.2. Research Objectives Achieved

5.2.1. Reasons for change

Change management is a crucial part of organisation growth and success (Cowan-Sahadath,
2010) and the ability to recognise for change is simply vital. Both questionnaire responders and
interviewers have selected the following reasons as the most important behind the successful
change: cost savings, operational efficiency and standardisation. One of the interviewers has
highlighted these reasons in one sentence: “In order to survive business had to cut cost and on
top of that as everything has been invented nine times in nine different countries we have had
a fantastic opportunity to fully standardise the operating model and deliver efficiency”. It has to
be reported that all top ranked factors are the internal reasons, which is why they are much
more detailed. Qualitative and quantitative research findings determined that ‘Cost savings’
reason was the most popular one, selected by 100% of interviewers and 93% of questionnaire
responders. What has to be noted is the fact that none of the academic researchers
determined that factor as the reason for change in provided classifications. Only Carnall (2007)
in ‘The effectiveness matrix’ did show some evidence to highlight the importance of ‘cost
savings’ while linking the effectiveness and efficiency.
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5.2.2. Critical success factors for a successful change

The second objective was to determine what staff and management in the Dublin region
perceive as the critical success factors for a successful change. From the 9 factors described
in the questionnaire as top critical success factors managers did recognise ‘clear, shared
vision' and ‘strong leadership & senior management commitment’. According to staff the most
important factors are ‘strong leadership & senior management commitment’ and ‘integrated
change plan’. The most popular factor mentioned during the interviews was having a ‘robust
and integrated plan’. These factors are consistent with the finding from the literature review.
Although what has to be pointed out is the fact that author did not find any academic research
where the four factors listed above are mentioned together.

5.2.3. Staff and management expectations

The next objective was to establish if the integration process fulfilled staff and management
initial expectations. In general 35.3% of managers and 50% of staff have not been satisfied
with the fulfilment of initial expectations behind the integration process. Interestingly enough
41.2% of managers and 32.1% of staff are respectively neutral about that. One of the
managers commented, “Integration was disappointing and it absolutely didn't fulfil my
expectations. Business took out a high calibre of people, but UK didn't compensate for that and
by the looks of it we will now be taking some people back, as the job is not done. It was far too

long and there has been far too much confusion surrounding it".

Research shows that both managers and staff had clear and high expectations behind the
integration process, especially around the value delivered by the centres of excellence, extra
support from the UK and business operating more smoothly and efficiently. From the
perspective of driving a successful change programme it is important to meet the expectations
of employees as this is directly linked to theirs overall perception of the change process.
Levasseour (2010) in his research around the reasons for change management project failure
is clearly stating that one of the top reasons is the failure to manage end users expectations.
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5.2.4. Leadership during the integration process

The objective here was to investigate whether leaders did effectively lead the business during
the integration process according to managers and staff. ‘Strong Leadership & Senior
Management Commitment’ has been selected as the most important critical success factor
behind delivering a successful change in the organisation. When asked to rate the presence of
that factor during the change in the Carphone Warehouse 45% of staff and only 27% of
managers gave the highest scores (4 or 5). Although when asked about the level of
satisfaction behind the ‘Leadership team driving successful change’ 44% of staff were
unsatisfied and 53% of managers were satisfied. Yukl (2006), Oijako et al. (2006) and Boga et
al. (2009) points out that only a strong leadership can support a delivery of the change and the
research results are clearly showing that the perception of the leadership team and effective
delivery of change was weak and disappointing. The summation below provides a great
overview of the situation around leadership during the integration process: “It's pretty difficult to
simply categorise that. Leadership team, including the CEO was a part of integration from the
beginning. Some of them were good and engaged, but most of them knew they will be leaving
the business. That had a negative impact on the integration, they didn't allow anything to
happen and because of that it went for so long”.

Research did also explore the leadership qualities that would allow to drive change in the
Carphone Warehouse, which could be directly linked with work delivered by Yukl (2006) and
Linstead et al. (2009) on the attributes to deliver a successful change. Managers and staff in
the Carphone Warehouse have been satisfied to an extent with clearly explained situation
(58% and 51% respectively), with creation of an appealing vision of the future (58% and 44%
respectively) and with leaders acting confidently about it (58% and 66% respectively). On the
other hand both managers and staff (35% and 44% respectively) have been unsatisfied with
leaders looking after them.

5.2.5. Challenges during the transition

The next objective was to establish challenges during the transition period for the Carphone
Warehouse employees. The transition is one of the most important factors to deliver a
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successful change and it is very difficult to be achieved due to the ongoing challenges
throughout the whole period of change on the personal and company level.

On the personal level 83% of interviewees stated that integration has been a significant
challenge from the perspective of emotions and the right state of mind. The transition had an
impact on engagement, motivation, anger, stress and quantitative research has showed that
employees (both staff and managers) have been sharing negative emotions around theirs state
of mind. These findings are consistent to what Marks (2007) did establish as he pointed out
that empathy, engagement, energy and enforcement are absolutely vital to facilitate adoption
to organisational transition. It is also with accordance to the Collerette et al. (2006) theory, who
recognised that negative emotions has negative impact on the probability of a success. On top
of that for both staff and managers job satisfaction and identification with the company has
been challenging over that period, which confirms McBain's (2006) findings in that respect.
Although what has to be reported is the fact that research findings around the level of
commitment are in contrast with the findings from Hayes (2010). Level of commitment among
the Carphone Warehouse employees was vast, but it didn't translate into a delivery of a
successful change as per Hayes (2010) theory.

On the organisational level the author is able to link the negative personal transitions with the
following challenges: level of preparation for the change and lack of leadership and support
from the shared services. Both the interviewees and the research responders agreed that
some people might not have been adequately prepared for the change process, which then
resulted in harder personal transition. McGreevy’s (2003) research recognises very important
role of the leader in the process of a successful transition and it is visible that poor support
from the UK, lack of local leadership highlighted in the interviews and leadership not looking
after staff did become a challenge. On top of that the level of support from the Shared Services
wasn't matching staff and management expectations which, as Shiba et al. (1993) pointed out,

became an issue.

5.2.6. Success of the organisational change

The objective was to assess whether the organisational change was successful according to
managers and staff. Two questions, but both phrased differently have been asked in the
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questionnaire to achieve this objective. To observe whether the perception of the
organisational change was different throughout the survey completion, the vital question was
asked at the initial part of the questionnaire and also at the end. At first 28% of managers and
29% of staff did agree or strongly agree that the integration between Irish & British markets
was successful. Question was rephrased to rate the success of the organisational change at
the end of the survey and at that time only 6% of managers and 15% of staff did rate it as 4 of
5, which would represent the highest rates.

5.3. Research Hypothesis

The research hypothesis: "The perception of change management in the Carphone
Warehouse Dublin region based on the integration between Irish and British operations was
successful according to staff and management” has been disproved through the primary and
secondary research methods detailed in this study.

5.4. Recommended areas of further study

As the organisation continues to evolve and change the author recommends the following
future research:

- Quantitative research with the UK leadership team and staff involved in the change
process to understand the integration process from theirs perspective. The results
should provide more comprehensive view into the challenges behind the integration
process.

- Quantitative and qualitative studies exploring the critical success factors behind
developing the culture of change in the organisation.

- Further qualitative study to explore the reasons behind the rating scores in the survey
to understand in-depth motivations and therefore add value to the body of knowledge.

- Quantitative research with the same group of people to explore the situation in the
organisation after the change was implemented.
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CHAPTER 6: RESEARCH RECOMMENDATIONS

6.1. Introduction

There is no doubt that Carphone Warehouse and every other retail orientated business will go
through changes over the next decade. External and internal factors driving change are very
dynamic and organisations should accept the fact that in order to survive and to be competitive
on the market they need to constantly evolve and if necessary change. Change is an ongoing
process and it will be constantly present in every business. However it is crucial that

companies remain proactive and be prepared for changes.

The researcher has identified four areas where the recommendations for delivering a
successful change should be considered by the Carphone Warehouse. The identified areas
are as follows: project management, leadership, employee engagement and communication,

and sustainability.

6.2. Project Management

The cost of a failure in organisational change can be high and can impact the organisation over
the long period of time, eventually leading to more changes. Delivering change in the
organisation is a significant project and research showed that integration in the Carphone
Warehouse lacked plans and structure, timelines were never introduced and people didn't
really know who was leading the whole process. There have been some good and bad
elements that staff have pointed out and while reflecting on it, it looks like all these elements
have been set as a stand alone units. The tendency is to provide lists of steps that will support
the change process if taken into account. The implication is that change can be planned and
managed according to design as long as the required elements are given thoughtful

consideration.
Although project management as a stand alone critical success factor was not recognised in

the main research as either the main driver behind a successful change or the least visible
one, however during interviews that factor was established as an essential link that has been
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definitely missing during the change process in the Carphone Warehouse. Clear project
management tools and techniques has to be introduced to support the change process and to
tie everything together. The change process needs to fall under the proper project
management structure that will have everything covered under one umbrella starting with
preparing a detailed business case outlining the reasons, options, risks, timelines involved and
cost. The preparation piece is absolutely a key to create a successful change. Different
business options and their consequences investigated from the short, medium and long term
perspective, highlighting advantages and disadvantages needs to be introduced and fully
analysed before making any decision. All the roles and responsibilities have to be mapped out
and staff needs to know who is leading the process at all time, what is involved in the change,
what ate the next steps and what are the reasons behind that. Detailed, comprehensive and
fully visible project plan with clear timelines has to be introduced to ensure change will be on
the right track at all times. Implementation then is all about carrying out of planned activities,
monitoring that these activities proceed to plan, controlling and taking action when things fall
behind schedule by re-planning or crashing the project.

Risk management has to be introduced to manage day-to-day operational issues as well as
the unpredictability of change connected to unexpected internal and external events, so all that
can be highlighted, understood and exploited accordingly. Risk register, where all the work
priorities, responsibilities and pitfalls will be listed can deliver a significant difference in terms of
planning the next steps and managing the contingency plans. All of the above has to be tied up
with the communication plans to ensure a constant and ongoing dialog with all employees.

As the technology industry is operating in the high paced environment we cannot forget about
delivering the lessons learned, which will provide a guide on how to operate effectively in case
of organisational changes in the future.

6.3. Leadership

Strong leadership in every organisation is one of the key factors to guarantee a success. In
terms of the change process the first and the main recommendation is to have a strong and
stable leadership identified from the start to lead the change and take full ownership of the
outcome. Without having an identified team of people that will lead the process of change and
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guide people through transition the chances of delivering a successful change are minimal.
Managers leading change should understand that change is not something that is “being done”
to participants, as change recipients play an active role in the process. Strong involvement
from the leadership team creates momentum to drive the change, which would create focus
and stimulate employee engagement. On top of that it is absolutely crucial that leaders
demonstrate an ability to create a new vision of the future, set the sense of urgency to make it
happen, communicate it to the team and finally successfully implement. Change is not an ad-
hoc process, it requires a very structured plan and ability to work proactively on different
change dimensions, forces driving and resisting change, considering consequences of change
and acted on it.

Based on the research it is also clear that embedding change would be one of the most
obvious and clear recommendations. What has to be recognised is the fact that change is not
over when the idea is being implemented, it has to be embedded accordingly. The focus has to
be maintained and the end product has to be controlled in terms of delivery.

The author would also strongly recommend to start developing change culture in the
organisation. The company has to be aligned with the constantly changing nature of the
industry and leadership team should recognise that fact and aim to change behaviours and
attitudes of managers and staff around that. Everyone has to recognise that change is a part of
the business.

6.4. Employee engagement and communication

Delivering change and reinforcing outcomes arise from shared understanding, ability to
communicate and commitment between staff and leadership. Rosenberg (2003:32) highlights
that “success requires that we go beyond simply having a process” and to deliver a successful
change company require staff engagement. Within the research process staff and
management have identified that employees would like to be engaged and they would like to
know what is going to happen, as theirs professional future is on the agenda. The researcher
has noticed that people support what they help to create, so the best way to drive the change
successfully and overcome resistance to change is to involve affected people as early and as
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often as it is possible. In the long run this should prove to be much more effective solution than

keeping people out of the loop.

This also brings us to the next point related to the communication with employees, which is
essential to ensure the change management will be successfully implemented. It has been
widely recognised that communication is a crucial element, however because it is So obvious
sometimes it is put aside on the slow lane. Levasseour (2010) points out that regular, honest
and two-way communication has to be maintained at all times. Levasseour (2010) confirms the
researcher’'s recommendation stating that “viewing change effort as a sequential process in
which a small group develops an implementation strategy independent of others in the
organisation and tries to sell it to individuals in the organisation affected by the change is an

almost certain prescription for a failure”.

6.5. Sustainability

Research shows that there has been not enough work put into the design and understanding
of the requirements for change and mapping it accordingly. This is still a part of the project
management, however based on the research it is absolutely essential and has to be delivered
as a separate action. The whole concept of the change has to be future proof. Holbeche (2006)
makes an excellent point saying that organisations “need to aim for something more ambitious
than mere survival” to really thrive in changing times. In order to sustain the successful
organisations have to create a balance between the business needs for here-and-now and
building the strengths for the future.

Both the Carphone Warehouse UK and Ireland have failed to understand and fulfil the
requirements. The integration between the UK and Ireland has clearly not delivered the
expected results, as 16 months after it commenced, there has been another change
introduced, which brought almost all elements that were outsourced to the UK back to Ireland.
Developing and sustaining high performance for the longer period of time decrease a need to
continue with ad-hoc changes, so the Carphone Warehouse has to try and execute that to
ensure there will not be another major change within the organisation over the next 12-16

months.
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CHAPTER 7: REFLECTIVE LEARNING

7.1. Introduction

From the author's personal and professional perspective the MBA has been a valuable
learning experience and the purpose of this chapter is to document the key skills acquired
through the programme. The author will also outline how these learning and skills will be
applied and consolidated beyond the course allowing to deliver an extra value to the current

and any future employment.

On reflection over the pursuit of the MBA, the author can confirm that the course has been very
challenging, extensive and demanding from a time perspective, however at the end of the day
it was an extremely rewarding experience allowing to achieve a broad understanding of the
fundamental elements of business management areas. The researcher graduated from MA
degree in International Relations, however the professional career led him to a very different
avenue focusing on project and people management in business and retail orientated
environment. After completing the Project Management Prince2 certificate (Foundation and
Practitioner) author has decided to make another step forward to allow him to progress
professionally and explore different avenues. The main motivation for doing MBA was to get
the broader view of business area and exposure and above all to progress further

professionally.

7.2. Learning Styles

Learning according to Honey et al. (2000:7) has happened when people can demonstrate they
know and/or can do something they didn’t know and/or couldn't do before. Kolb (1984:38)
identifies learning as a “process whereby knowledge is created through the transformation of
experience”. As an essential phase in the process of reflecting on one’s own learning is to
recognise the learning style that would describe the attributes and behaviours that determine
the authors preferred way of learning (Honey et al., 2000). Combining theory with experience is
critical to the process of reflection and according to Payne et al. (2006) “an essential element
of effective learning is developing an awareness of your own preferred learning style”. Kolb’s
(1984) learning theory is offering an excellent way towards understanding and explaining the
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human learning behaviour. Kolb (1984:40) describes the experiential learning as “a four-stage
cycle involving four adaptive learning models- concrete experience, reflective observation,

abstract conceptualisation, and active experimentation” (Figure 24).

Figure 24. The experiential learning cycle
Adopted from Kolb (1984:42)

In this cycle the Concrete Experience (CE), where someone experience something for the first
time provides a basis for Reflective Observation (RO), where information is absorbed and
processed from different perspectives. These observations and reflections are then assimilated
into Abstract Conceptualisation (AC) stage, during which the ideas and new concepts are
being generated, which then trigger the Active Experimentation (AE), where new ideas and
concepts can be tested to make decisions and solve problems. During this four-stage cycle the
knowledge has been identified, taken and transformed. Kolb (1984:41) in this model also
creates two dimensions representing opposed orientations: concrete experience/abstract
conceptualisation and active experimentation/reflective orientation. Directly linked to the four
stage learning process are four learning styles which are based on the combination of opposed

orientations:
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1. Diverging style, which has the opposite learning strengths from concrete experience
and reflective observation.

2. Assimilating style, where the domination of learning abilities are abstract,
conceptualisation and reflective observation.

3. Converging style, which is a domination of learning abilites of abstract
conceptualisation and active experimentation.

4. Accommodating style, which has the opposite learning strengths from reflective

observation and active experimentation.

Honey and Mumford (2000) created a very popular variation of the Kolb’s learning cycles. Their
learning style inventory identifies four learning styles, which are directly connected with the
stages in the continuous learning cycle. Having an understanding of these styles and stages
where the learning’s take place is adding a significant value in terms of self reflection.

1. ‘Having an experience’ (stage 1) is characteristic for Activists (Style 1), who are open-
minded and enthusiastic, always look to explore new ideas, seek for challenges and
avoid longer term consolidation.

2. ‘Reviewing the Experience’ (stage 2) is a quality for Reflectors (style 2), who are
thoughtful, cautious, like to gather information from different resources, observe and
act based on having a full picture.

3. ‘Concluding from the Experience’ (stage 3) is an attribute for Theorist (style 3), who
are analytical, apply step-by-step logical approach to the problems and try to maximise
the level of certainty in a given situation.

4. 'Planning the next steps’ (stage 4) is characteristic for Pragmatist (style 4), who are
practical, down-to-earth, make quick decisions and are keen to try new ideas, theories

and techniques to see whether they will work in practise.

7.3. Reflections on Learning

In the past the author wasn't aware of his learning style and was presenting active, sometimes
spontaneous and on different occasions very logical approach to deliver the expected results.
The researcher was keen to find out more in this matter and identify the preferred way of
learning. The researcher’s preferred learning style, based on Honey and Mumford learning
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style questionnaire, is a combination of the activist and pragmatist styles. During the MBA
programme the author, by being open-minded, optimistic, ready to take action, but also
practical and keen to try new ideas has managed to deliver good results from both individual
assignments and team assignments. Although clearly the weaknesses connected to the styles
mentioned have taken away a fair amount of points from the final scores per module. There is
a strong similarity between learning styles developed by Honey and Mumford and the
corresponding Kolb’s learning styles. Based on that link according to Kolb (1984) author’s
learning style would be converging and accommodating, which would match pragmatist and
activist styles. According to Kolb (1984:77) the greatest strengths for converger “lies in problem
solving, decision making, and the practical application of ideas” and in accommodating style in
“doing things, in carrying out plans and tasks and getting involved in new experiences”. Based
on the reflection on the researcher’s own learning throughout the MBA programme following

four topics can be identified: research, time management and finance.

7.3.1. Research skills

The research skills module was by far the most demanding part of the programme for the
author and these difficulties have been reflected in the assignment score. It was the first
Research Project ever undertaken by the author. The completion of the MA in International
Relations required only broad review and analysis of bibliography without any requirements
around research methodology. Knowledge assimilation and diverging style of learning has
been the weakest part of the researcher’s knowledge gathering process. Although reflecting on
the past the author sees very clearly, how the Kolb's learning journey has been applied and
lessons learned from that process, especially the ones that would allow to accommodate more
time to assimilate the knowledge, has been taken. The research skills module provided the
author with a significant lesson in relation to thoughtful planning, time management, an
importance of the structure in the academic work as well as following a step-by-step approach
based on theory to see a logically created end-product. It also improved the author’s self
discipline, encouraged to take an extra time and available resources to gather and analyse
available information’s before making a good decision. Doing a professional survey for the first
time was a big learning experience, as it proved that if the survey is designed well and the right
questions are being asked, then the value behind the collected data is enormous. Based on
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the learning’'s and reflection on this part of education the researcher has already noted
changes in his professional life and is keen to continue applying these learning’s.

7.3.2. Finance

The MBA programme has provided the researcher with an opportunity to improve his
understanding and ability to comment on the financial data. Previously the author has
perceived that as a weakness and was avoiding an interpretation of more complex financial
data at work. Working as a project manager the researcher has a good ability to manage the
project financials. However reviewing the company financial performance on the regular basis
wasn't a high priority and therefore it was regularly skipped and deemed not to be that
important. Currently the author is applying the mix of an activist and reflector approach to
challenge that state of play whereby based on the financials reviews he is analysing gaps,
looking for ideas and solutions on how to improve the current status by delivering different sets
of projects and changes around processes and organising brainstorming sessions with staff to
identify opportunities.

7.3.3. Time Management

The course proved to be very demanding in terms of the time management. Only thanks to the
self-discipline and good time management the author has been able to attend the lectures,
complete all the modules and deliver the good overall results from both individual and team
assignments. Although time management was a strong asset during the delivery of the MBA
modules and on top of that it is one of the key elements behind every project, author who
professionally works as a project manager has been given a valuable lesson during the
dissertation stage. The original project was scheduled to be delivered in September 2012,
although it was necessary to postpone the completion date due to the family commitments and
the arrival of researcher’s first baby. Kolb’s full learning cycle has also been applied to this
new, very exciting and challenging experience. It was a substantial underestimation of the
extra responsibilities and tasks on the researcher’s part, although after the initial challenge the
researcher has managed to get back on track and delivered the project.
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7.4, Future application of learning

The researcher is aware of his weaknesses and at the same time is striving for excellence,
which was one of the reasons to pursue the MBA programme. The lessons learned which
author has received over this course has shaped him personally and professionally. Learning
is a lifelong process (Honey et al., 2000) and although the value behind the delivery of this
programme is substantial it is not the end of the journey. The fact that we are living in the
‘information age’, where information is only important for the short period of time and where
societies and industries are going through the constant transformation, clearly stipulate the

need to learn.

New skills and the knowledge acquired created a substantial value and allowed the author to
progress within the company and raised his professional profile. Being involved in three
company transformations has triggered the researcher’s interest in the area of change

management and allowed him to become an expert in the subject.

The author is confident that experience and skills acquired will be of benefit to him both on the
professional and personal ground as well as to the company he is working for. However having
said that the researcher is already thinking about next steps that will allow him to change to
accommodate market demands. Based on the reflection on the learning the researcher is
interested in minimising the weaknesses that are associated with the Pragmatist learning style.
The author is looking to improve these areas while developing himself through further
education and new avenues present at work. Strengthening his reflector style by further
education around the process improvements (Six Sigma) should address the tendency to avoid
further in-depth analysis and create an ability to search the gaps that might not be obvious at
the first glance. The author has a very strong ability to make a decision on the spot, however
the theoretical approach would allow him to bring a new dimension into equation and therefore
ensure on the best choice. Being a part of the middle management group at work has involved
the researcher into many different new incentives and employee groups. The participation in
the middle management team allows the author to be involved in the strategic long-term
planning, where only a careful preparation with good decision making process will ensure on

the company goals realisation and appropriate benefit delivery.
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APPENDICES

Appendix 1: Carphone Warehouse Dublin region

Carphone Warehouse Dublin Region is divided to two segments:

a)

Head Office with 51 employees. At this stage 43 employees from the overall number
will be eligible to participate in this research project based on the assumption that only
employees that were recruited by the company before 17th of August 2011 can take
part in it. Company structure will be presented in the dissertation, however at this point
of time an official organisation structure is unavailable, as it's currently being finalised
and should be delivered by the 1st of May 2012.

Retail region 4 (Dublin region) with 172 employees. At this stage 141 employees from
the overall number will be eligible to participate in this research project based on the
assumption that only employees that were recruited by the company before 17th of
August 2011 can take part in it. Currently there're 21 retail stores in Dublin region.
Please see a full list below:

1. Grafton Street

2. Henry Street

3. Liffey Valley

4. Blackrock

5. Rathmines

6. Tallaght

7. Northside

8. Omni

9. Clarehall

10. North Earl Street

11. Blanchardstown

12. Sandyford

13. Custom House Quay

14. Finglas

15. Swords
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16. Carrickmines

17. Clondalkin

18. Nutgrove2

19. Wireless World Dundrum
20. Ashleaf, Crumlin

21. Dun Laoghaire 2.

Appendix 2: Company background

Carphone Warehouse Group (CPW) was founded in 1989 by Charles Dunstone as a UK
mobile phone retailer. The company grew and in 1996 it opened its first branch in Ireland, from
1998 the company made a series of acquisitions in the UK and in Western Europe. As per
31.12.2009 Carphone Warehouse has 2,453 stores across nine countries in Europe, of which

2,231 are owned and 222 are franchised.

The above image shows the Carphone Warehouse / the Phone House European Penetration.

CPW employ five fundamental rules as part of their company vision which are:
- If CPW do not look after the customer, someone else will.

- Nothing is gained by winning an argument but losing a customer.

- Always deliver what the company promise.

- If in doubt, under promise and over deliver.
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- Always treat customers as CPW would like to be treated and the reputation of the whole
company is in the hands of each individual.

Over the years the business has diversified, extending its focus beyond mobile phones offering
now a broader array of products and services in a strategy known as the “Connected World".
The Connected World strategy introduced the Wireless World" store concept to fit into the new
strategy. Current store offer is based on the HACCS Concept, where HACCS stands for
Hardware (handsets, laptops, tablets), Accessories (memory cards, covers, headphones etc.),
Connections (network tariffs variations for mobile, landline, broadband etc.), Content (games,
applications, social networks etc.) and Services (Geek Squad, Lifeline Insurance, internet
security, UPC TV etc.).

All information gathered are based on hitp://www.phonehouse.com (Accessed on the
13/04/2012).

Appendix 3: Interview questions

1. In general terms what was your perception of the integration between Irish& British
operations?

2. Can you tell me what was your understanding of the rationale behind the integration change
in Carphone Warehouse that took place last year?

3. What were your expectations of this integration process?

4. To what extent has the integration change fulfilled your initial expectations?

5. Do you think the integration process between Irish & British market was successful? Please
explain?

6. Can you tell me what are, in your opinion, the critical success factors driving organisational
change?

7. From the success factors you have listed which one did you see and which one you didn’t
during the integration process in Carphone Warehouse?

8. How good do you think Carphone Warehouse senior leadership were at leading the
integration of Irish and British markets?

9. We staff adequately prepared for the changes?

10. What challenges have you faced during the transition period?
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11. Can you describe the level of support you received to ensure that a quality service to
customers & retail was provided during the integration process?

12. Looking back what do you think Carphone Warehouse could or should have done
differently? What kind of solutions would you recommend based on your experience of the

integration process?

Appendix 4: Detailed notes from the interviews

1. In general terms what was your perception of the integration between Irish& British

operations?

Responder 1:

- Idea made sense

- Directly affected departments got loads of attention.

- The other departments have been left out .

- Overall the integration was not successful.

- Many different things that were not planned came up.

- Company lost loads of experience.

Responder 2:

- The idea made lot of sense.

- Centre of excellence centralization from business perspective make sense.

- On the personal level there was lots of uncertainty about how it was being done, who was
leading he process and who was making decision

- Made sense but delivered poorly.

Responder 3:

- Company trying to streamline processes.

- Poorly handled.

- Job specs were taken and used as the base, but the fact is that not every job specs is what
people have been doing.

- Road maps and activity flow charts should have been created instead of applying job specs

to the integration process.
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Responder 4:

- Made sense to try to leverage the UK.

- Wanted to use all abilities and resources from UK.

- Strategically UK is much closer to where Carphone Warehouse Ireland wants to be as a
Group, so it made sense.

- Carphone Warehouse Ireland lost a bit of economy, but strategically it was the right decision.
Ireland as a small business want to leverage UK resources, which was a good idea.

- In this business climates Carphone Warehouse couldn't carry the cost base and something
dramatic had to be done.

- If it wouldn't be done then business would probably be gone.

Responder 5:

- Initially the integration was "outlined as the operational efficiency piece" as a part of the wider
MBIE initiative to amalgamate some countries, where there was some duplications of
processes, procedures and people and to rationalise that into centres of excellence in UK and
to set UK and Ireland is one integrated region.

Responder 6:

- Number of issues across the business has been identified in Irish and British operations.

- There have been opportunities from cost and operational efficiency point of view.

- The idea was to merge some areas of the business with UK to create shared services so
company set one type of practice in all channels.

- It was a very long process they tried to give courts a good visibility concentrated on the
rationale but should concentrate on reasons.

- Clearly some elements did not work.

2. Can you tell me what was your understanding of the rationale behind the integration change
in Carphone Warehouse that took place last year?

Responder 1:
- Streamlining of the business tree regions across you don't cost savings.

Responder 2:
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- Streamline where possible to maximize brand recognition in the UK and Ireland.

- Multiple Brand One Engine (MB1E) concept, so standardisation through all Europe.

- "To make each market that little bit more successful".

- High-level rational made sense.

- Operational level not really as local market have local needs and certain requirements.

- Whoever was looking into making this decision was probably standing back and thinking that
it probably does make sense.

- In certain areas received enough rationale for change for example in HR it did make sense
for a centre of excellence as all processes were standardised.

Responder 3:

- Cost savings and decreased headcount.

- No focus on local business requirements Ireland has 80 stores and UK has 800 stores. Focus
in here is clear.

- It wasn't down to functionalities of the individuals and stores.

Responder 4:

- Two things Carphone Warehouse tried to do.

- Everything happening and being invented nine times for all countries for example nine buyers
guide and appraisal forms, so centres of excellence was one thing that was introduced, so all
will be standardized and done efficiently. All countries to use this and it doesn't need to be
invented at all times.

- Ireland had no language barriers to UK.

- As a group we are €4 hillion company but everyone sees us as a local business.

- MB1E was trying to achieve that company will be seen as a huge business that can target
together manufactures and networks.

Responder 5:

- “In order to survive business had to cut cost and on top of that as everything has been
invented nine times in nine different countries we have had a fantastic opportunity to fully
standardise the operating model and deliver efficiency”

- Operating efficiency from procedural perspective.

- Cost element overlapping of resources doing the same job.

- Expertise setting up centres of excellence where Ireland could become UK's customer.
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- High quality with right people in centre of excellence.

Responder 6:
- Cost and operational efficiency.
- Shared services.

- Same practices across all channels.

3. What were your expectations of this integration process?

Responder 1:

- Very long too long and messy, | expected it will be soother and better planned.
- | didn't expect such a big impact.

- | expected more UK dependency on delivering results.

Responder 2:

- | didn't really have any expectations.

- It was "done to us" us without any interactions without employees opinion .

- It was rolling from one meeting to another and at every moment nobody knew what is going
on.

- There has been some expectations at a high level, business supposed to be slicker, but no
expectations on how some departments will be operating.

- As my department was outside of scope there was no explanation, only eight months after it
happened a structure of how departments would fit into UK was distributed.

- On high-level though it would be a lot better, but it hasn't happened.

Responder 3:

- | expected we would received a lot more support from UK.

- Department in Ireland are small and there has been an opinion that there should be more
support from UK and team built around it.

Responder 4:

- Ability to use the resources from UK.

- Get some best practices from different countries.
- Company would be slicker and save costs.
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Responder 5:

- Expectations were highlighted clearly at the start

- Analysis of cost savings operational efficiency and centres of excellence and outcome being
that there would be a rationalization with the idea of keeping sweet metrics that MB1E was
based on.

- Expectation was to see linear Irish business operating with fewer local resources, but more
efficiently by leveraging the expertise from UK. This would mean that company would have to
level of support which will help Irish business overall performance.

- Most of the stuff would be delivered from UK.

Responder 6:

- | expected more support from UK.

- From personal perspective expected opportunities to approach teams in UK in context of any
individual project assignment or task, so UK team would provide guidance and knowledge
base.

4. To what extent has the integration change fulfilled your initial expectations?

Responder 1:

- “Integration was disappointing and it absolutely didn't fulfil my expectations. Business took
out a high calibre of people, but UK didn't compensate for that and by the looks of it we will
now be taking some people back, as the job is not done. It was far too long and there has been
far too much confusion surrounding it.”

- Itis the still work in progress.

- Some processes are more time-consuming than before.

Responder 2:

- Personally it was business as usual although some people were affected and some
processes were affected.

- Expected a bit different outcome.

Responder 3:
- It hasn't fulfilled the expectations.
- Over the first two months it was a hot topic with loads of focus, but there was no roadmaps
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and the project plans delivered.

- The only thing that was important was cost savings.

- When they started to loose people they had realized that there is a pitfall is loads of stuff was
not covered in the job spec.

- Personally | was left aside and there was no communication to myself from my line manager.

- Expected support from UK did not materialise.

Responder 4:

- Looking retrospectively it has fulfilled my expectations.

- The only thing that didn't happen- | don't feel that we got the "resources that | have
anticipated".

- Some departments for example marketing, were five people were let go, including senior
manager, supposed to get heavy support from UK, but it didn't happen. Big downside.

- Currently as we didn't get that we have to think about a different solution without increasing
the cost base.

- Business took out in total €1.9 million of cost base, that's 25% of the total cost base of
support Centre

- Right now business took back additional people with a cost of around €300,000, so we still
saved over €1.5 million. It is a phenomenal achievement. We couldn’'t make more changes

anywhere else.

Responder 5:

- We are linear business. Company removed all directors level, some other people also left the
business.

- The expectation in terms of quality from a support perspective that Carphone should get from
UK hasn't been realized.

- With some expertise out of the business in the local market and the guys in UK know we are
only a small additional piece to the UK operations and are not quite aligned from a procedural
perspective.

- Looks like that while we have reduced operational expenditure from the payroll perspective,
we will again end up in the same place. We are in the process of recruiting new people. We're
almost a placing people who left, not on like for like basis, but we are replacing them in the
local market.

- Whether it is a success or not | suppose it is yet to be determined, but if we are replacing
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people that moved away from the business in the first place one of the metrics was the cost
savings and | think that we have realized that in the short-term, but "in the long-term I'm not

100% sure that we will".

Responder 6:

- Itis 20% of what | expected to receive.

- At no stage did not approach me and say your line of work is X and we have these guys from
UK to support you.

- | would have expected a full working relations with UK counting on their support on delivering
a high quality service to the business.

- UK did not resolve issues they have just provided guidance. It wasn't enough to drive

effective business.

5. Do you think the integration process between Irish & British market was successful? Please

explain.

Responder 1:
- Not yet, it should be, but it looks like the work is still in progress.
- Some stuff is embedded some stuff still has to be covered.

Responder 2:

- | don't think so. Initially it seemed like a good idea, as some departments would get much
more support from UK. Especially the departments that have only one or two people.
Previously these people have been looking after every single aspect in the local business, that
includes negotiating with suppliers, building relationships and delivering on expectations. When
UK came on board

theirs processes didn't fit into the integration and in support the business as expected.

- Initially external people said this is how it is going to be and now we have to pay for that. For
example we have outsourced some financial process and not create losses. In one quarter on
one network we have higher losses, than before on all networks over the period of six months

- Over promising and under delivering from UK.

- Time is showing it hasn't been successful.

- Wouldn't be surprised if within the next 12 months business will be looking to add more

resources locally.
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Responder 3:

- No, great momentum at the start, but later on we didn't get the focus from UK. They have 800
stores and we have only 80.

- Lack of leadership.

- “With the right planning it could have been different.”

- Five directors were removed and now we have five heads. So don't feel that structure has
changed.

- Right now we put again more managers into the business creating another level of nonsense

again.

Responder 4:

- It has successes and overall it was successful. People could say it doesn't work, but as the
business we still exist. On big scale we didn't loose much.

- We have a leadership team, previously we had level of directors and heads of departments,
so it was almost double jobbing. It was too much hierarchy in the business.

- The only downside was that we didn't get resources from UK, but "l don't think that it is a risk
to this business".

Responder 5:

- 1 think elements of it were successful.

- There may not have been realization from UK in terms of supporting the Irish business. The
integration is a far longer piece that "everybody has anticipated".

- | don't think we realized what we had expected in the first place.

- We have underestimated the differences between too much and there's a distance and
differences in terms of process, procedures and the way both businesses are operating.

- | thing that Ireland goes the way it will only take some things that UK has to offer. It was in
scoped in depth enough in the first place.

- Intention was to adopt what UK is using, but the fundamental piece is missing. UK didn't
realize that Ireland was technologically behind UK. There are things we did not get from UK
and we won't, because of the technological issues. "I'm not sure we scoped out well enough".

Scoping stage to three months, but I'm not sure there's enough details in this.

Responder 6:
- | don't think this will be successful.
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- Some elements were achieved, but only some.

- The change supposed to be finished but it looks like we're doing a U-turn. People were
redundant, work was moved to UK and now we're recruiting new people for a very similar
positions.

- It wasn't successful so far, but their positive elements in it. The idea of shared services has
been evident.

6. Can you tell me what are, in your opinion, the critical success factors driving organisational
change?

Responder 1:

- Clear rationale behind change.

- Vision and so we are clear from the start.
- Strong leadership.

- Robust plan that is there from the start.

Responder 2:

- The right process and the right people behind this.

- Buy in. If you want me to change show me the benefits.

- People aspect is huge and leadership.

- Dedicated business change function is required and currently we don't have anyone to cover
project management piece.

- Company sees change as a negative thing, we require positive and strategically driven
approach.

Responder 3:
- Engagement. They engaged directors to make a decision on your day-to-day work.
- Right foundation, rollout plans and SLA's to support.

Responder 4:

- People need to be involved. Good communication is important.

- Clear financial measures, what are we set to do and how this will be delivered.
- Modelling change and putting a structure behind it.
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Responder 5:

- People and communication piece.

- ldentifying the objectives, goals needs to be clearly identifies, communication plans and
managing people's expectations.

- Identifying reasons for change and requirements.

- How do we adopt to the market changes and what is the strategy to deliver that.

- Time is a crucial factor. Plan has to be mapped out in the short, medium and long-term.

Responder 6:
- Good leadership.
- Clear communication.

- Clear objectives and goals.

7. From the success factors you have listed which one did you see and which one you didn’t
during the integration process in Carphone Warehouse?

Responder 1:
- Plan wasn't robust, if it was we wouldn't make so many changes.
- Vision was there and was well communications.

- Lack of leadership. Almost all leaders leaving the business as a part of the process.

Responder 2:

- Poor leadership. Nobody from leadership came over to show how this will work. I've seen
some elements from the individuals, but not from the group.

- No proper project plan, no proper review's of the functions, preparation very limited.

- There was no business change function.

- | didn't see vision, when redundancies were announced it was business as usual under a
different name. It was poorly handled.

- Vision for MB1E was there, but it was very high-level and didn’t work in reality.

Responder 3:

- People understood why this is happening, but it was like "blind leading the blind".

- No clear-cut plan.

- We did not discuss any of my work load and suddenly | started working and reporting to UK,
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who didn't fully understand my responsibilities and the things I'm involved in.

Responder 4:

- We have managed to deliver business contingency right.

- Financially we deliver savings. Business was profitable for the first time over the past five
years.

- Didn't really do a good job with the people who were staying, as full focus on what people
who were leaving.

- Over one night in August | become a general manager and it was a massive challenge.

Responder 5:

- Systems that being used in UK were not transferred and that's definitely not a success.
- "Integration is not on the agenda anymore" as momentum is gone.

- Communication piece around strategic objectives was not correct.

- | don't think objectives were clear enough for everyone.

- Experience is gone from the business and we might need to replace them.

- 1 don't think we have fully integrated with UK.

- Not enough engagement.

Responder 6:
- Plenty of communication, but sometimes too formal. You need to have an honest and open
communication with people.

- Leadership was poor as leadership has fallen away.

8. How good do you think Carphone Warehouse senior leadership were at leading the
integration of Irish and British markets?

Responder 1:

- On the scale from 1 to 10 where 10 is the highest it will be four.

- Leadership leaving as part of integration.

- Certain people have personal agenda, lots politics during integration.
- Current leadership team quite well organised.

Responder 2:
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- “It's pretty difficult to simply categorise that. Leadership team, including the CEO was a part of
integration from the beginning. Some of them were good and engaged, but most of them knew
they will be leaving the business. That had a negative impact on the integration, they didn’t
allow anything to happen and because of that it went for so long”.

- Some leaders have been looking after their teams better than the others. They have been
clearly protecting them.

Responder 3:

- Didn't see much of the leadership team. They have been told when they will finish, so did not
see much interest from them.

- | couldn't understand one thing. How come the leadership team or some parts of it could have
conversations with UK about job specs if they don't know what employees are really doing.

Responder 4:

- 1 would have liked to see a bit more from UK.

- 1 would like to see UK leadership team to be more present, but | do understand they are
much bigger business.

- It's very difficult to get people who are without five directors in the business to be involved and
engaged.

- As a business we probably didn't show the level of leadership. Stephen the company's CEO
wasn't very present for these six months. He was still the boss and even when | knew | will
takeover | wasn't allowed to do and anything.

- As a leadership team we should do better than that.

- Only real way to do that would be to put me in the position straightaway, clear the rest of
directors and let me work with future leadership team.

- We didn't have enough preparation before the first announcements we should do the three up
to four months proper preparation before making any changes and communicating that.

- The first meeting didn't make sense as we got people in and told them that we will integrate
with UK, but we don't know how it's going to happen and we don't know how it's going to be
looking like. People didn't know if they will or won't have jobs.

- How do I run the business like that for six months? "You should never fire a bullet until you
know your game".

- Putting me into a driving sit straightaway was considered, but we were told about it five days
before it was announced. This is where the problem lies. Stephen a CEO at the time wasn't
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told what is happening with him and group did have answer for him. So the whole situation
dragged and deflected any moves until he was sorted.

- Preparation wasn't done. Somebody should decide what is going to directors, give them
some time and communicate.

- It is very slow. Stephen didn't know was happening with him and he as a leader wasn't
engaged, but equally wanted to have everything under control.

Responder 5:

- Number of people at that level were leaving the business or moving roles, so | don't think that
the strategic focus was there. They all knew that bar Peter Scott they will leave.

- The new leadership team was less influential as it should have been.

- | think all should be delivered on the phased basis by department.

- UK were leading the change and they simply took over, but didn't deliver much value.

Responder 6:

- The management team was leaving the business and | think they were very professional
about it.

- They have been very approachable, there was an open door policy.

- But because they have been leaving the business they haven't been that much engaged.

9. Were staff adequately prepared for the changes?

Responder 1:

- Departments that were directly affected by change were prepared, rest of the team's not
really.

- Not affected teams didn't see that much extra work load coming.

Responder 2:
- In the short term yes. There was lots of preparation work done. There was support, but only
for affected employees.

Responder 3:
- Not sure. Affected employees have been prepared, but the rest not really. Employee forum

was used for updates, but when specific question was asked there was no answer given.
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Responder 4:

- Focus was on the people who were going and we didn't think enough about the people who
were staying.

- "We didn't get it right the first time".

- We didn't do a great job in positioning everybody.

Responder 5:
- Initially there was number of meetings where rationale were explained.
- Only some departments were prepared well. Some departments were not prepared for

change as directors were moving on.

Responder 6:
- On the top-level only the departments that were affected by the integration were prepared

- However staff wasn't prepared to take extra work and some tasks were moved over.

10. What challenges have you faced during the transition period?

Responder 1:

- From the start departments not involved were ignored. Because of the integration some
departments did not have managers.

- A lot of anger, little communication, little guidance, not knowing where to go to get the
answers, general confusion and extra workload.

- There's an anger, frustration and lack of motivation, when there is no leadership.

Responder 2:

- | had to take more things on. More workload.

- | see that process as a "process of removing people and moving their positions somewhere
else is supposed to critically evaluating their performance and requirements”

- Lot of expedience left the business.

- That really affected the motivation. There is no recognition that there is a personal level to
this. Senior management wanted to play a good game, but they didn't manage it. My favourite
quote from the Senior Management was: "everyone is responsible for theirs own morale”.

- Old actors should have stepped up, but that never happened.
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Responder 3:

- Not very engaging. Motivation was affected. | have just been told that | need to mirror UK.

- Lack of leadership from UK let me down. There has been no appraisals, no guidance and no
inspiration. Very poor sense of directions. There has been no expectation set.

- More instead of less workload taking into the account promised support from UK.

Responder 4:

- Personally it didn't happen as quickly as October the 5th and on the day one you are in the
chair fully responsible for the business and your alone without the team of directors.

- It did mean that at that point there was only one person able to run the business.

- Even budgeting process for a new financial year was pretty tough, last year it was team of
five directors this year there is only one.

Responder 5:

- From people perspective motivation.

- Dip of morale and motivation.

- Not sure what the level of support offered from UK was sufficient.

- There has been no roles and responsibilities.

- What did loose some good people and got the new people on board, so they had to get on
board quickly.

- | don't think integration is over. It was hard to manage, as the change was slow.

Responder 6:
- Lack of leadership. Did not have a direct line manager.
- Motivation during the process was just not there.

11. Can you describe the level of support you received to ensure that quality service to

customer and retail was provided during integration process?

Responder 1:
- Overall support was very average.
- Retail was really affected. Lost a lot of support through not having recruiters in house

anymore.
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- In UK people given roles and responsibilities that they didn't understand. Again poor planning.
- Also new roles were added on, but these roles were not part of integration. After integration

these roles were recognized as required.

Responder 2:
- There was no extra support received, so | had to ensure that service will not drop.

- As people were going through difficult times in short terms you simply had to make it happen.

Responder 3:

- There has been no extra support. No encouragement.

- New centralized way of doing things, with new SLA'a attached. It was not very supportive.

- In relation to the standardization Irish business was recognized as market leader, however

we still had to align all the processes to UK, even if less effective. It didn't make much sense.

Responder 4:
- In terms of external customers and retail nothing has changed. | don't think external
customers and retail suffered in any way.

- Retail was probably one area of the business | thought is protected and ready.

Responder 5:

- Departments initially really looked after theirs own areas.

- Just now getting back to support each other.

- There was a minimal impact on retail and therefore there was a minimal impact on customer.
World Class Customer Service scores were still fantastic, they didn't dip.

- Retail didn't feel the same impact as the office. Business worked around delivering the

service without looking for excuses around integration piece.
Responder 6:
- | wasn't getting support to deliver my function. My customers are retail.

- | was working just by myself in Ireland.

12. Looking back what do you think Carphone Warehouse should or could do differently? What

kind of solutions would you recommend based on your experience of the integration process?
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Responder 1:

- Should consider an impact of closing the role.

- People in UK didn't put enough thought into it. It felt like there was not enough understanding
behind decision made. Decision was made to quickly. Better understanding of what required
was necessary.

- Should be more consultation, more time spent with employees.

- Better time to start out with was required.

- Leadership that was affected by the integration should not be involved in decision-making

process.

Responder 2:

- Better communication was required.

- More recognition in terms of people involvement in the extra work delivered.

- If that would be done again every level has to be involved.

- Leadership didn't know what people are doing and people do more than it is in theirs job
spec, so before removing a role it has to be very well prepared and planned out.

- There has to be a role in the Carphone Group that deals with the change. They would need to
work with everyone and they would need to have a vision to deliver change.

Responder 3:

- There has to be a project plan visible to everyone." Lay your foundation, document your piece
and make your project plan”

- If we would do that again there has to be an overview of every department one by one.

- All activities from the department has to be fully mapped out, every single role has to be fully
understood. Allow people to talk, allow them to tell me what they're doing and don't just mirror
the job spec.

- Right now we bring more people to the business and | don't think it's all over yet. We still
didn't see the final organisational charts with the updated structure and | reckon we'll get more

resources internally soon.

Responder 4:
- We should have an idea of what we would like to achieve in terms of the structure.
- We should changed operational leadership immediately. More support from UK leadership

required.
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- Good job in terms of mapping process, but UK didn't do a good job in terms of passing these
packages.

- Change was needed. It has been a very tough six months, but we are getting there from the
performance perspective.

Responder 5:

- There are three main things that we should do differently. Leaders that were let go as a result
of the integration, should not be involved at any point in making integration related decisions.
The new leadership team should have been introduced before anything else happens. We
should also have a plan with very detailed steps, objectives and delivery dates, so it would be
clear for everyone in terms of what he company is doing. There has to be a risk management
element attached as well, so all aspects of the change can be clearly controlled and managed.
- In my opinion within the next 12 to 18 months we will get back to the way we have been

operation before integration. All lost resources will get back into the business.
Responder 6:

- Set clear objectives and plan to deliver
- Make sure there will be a leadership team to execute that.

Appendix 5 : Questionnaire

INTRODUCTION

Dear Colleagues,

My name is Lukasz Wojcik and | am a student of the MBA in Project Management in Dublin

Business School.
As a part of my course | have to submit a dissertation. | am doing my dissertation on the Staff
and Management perception of the change management process based on Carphone

Warehouse business integration between British and Irish operations in 2011-12.

| would like to ask you to consider taking part in the study. If you feel that this is something that
would interest you, | should be grateful if you would complete this 10-minute survey. Your
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answers are completely anonymous and confidential, and will only be seen by myself. Please
make sure to click “Done” on the last page to submit your survey.

Thank you for taking the time to consider my request and please feel free to contact me on my
mobile number 0867358605 or e-mail lukasz.wojcik7@gmail.com.

Kind Regards,
Lukasz Wojcik

GENERAL
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CHANGE

* 6. The integration between Irish & British markets that was implemented in Carphone
Warehouse in 2011 was successful:

Strongly agree

Agree

Meither agree nor disagree
Disagree

Strongly Disagree

7. What do you see as the reason(s) for the Irish & British markets integration? Please
choose a maximum of 5 reasons rating them from 1 (least important) to 5 (most important):
1 2 3 4 5
Cost cutting
Increasing Operational
Efficiency/Standardisation

Better knowledge &
processes management -
Shared Semvices

Increased Brand
Awarengss

Increased market
competition

Creating extra buying
power

Improvement of the
quality of senvice

Transfer of new products
and services

Globalisation

Mo language barriers

* 8. Have the reasons for the change been clearly explained to you?

Yes, | understood the rationale behind it
Mo, | didn't understand the reasons

Only a part of it was clear

122



9. What are the main drivers behind delivering a successful change in the organisation?
Please choose a maximum of 5 options rating them from 1 (least important) to 5 (most

important):

Integrated change
plan (short, medium
and long term plan)

Clear, shared vision

Strong Leadership &
Senior Management
Commitment

Comprehensive
communication

Stakeholder's
management

Staff involvement,
participation &
engagement

Good project
management

Creating sense of
urgency

Clear financial
measures

10. What factors were present during the change process in Carphone Warehouse?
Please choose from 1 (lowest score) to 5 (highest score):

Integrated change
plan (short, medium
and long term plan)

Clear, shared vision

Strong Leadership &
Senior Management
Commitment

Comprehensive
communication
Stakeholder's
management
Staff involvement,
participation &
engagement

Good project
management

Creating sense of
urgency

Clear financial
measures
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EXPECTATIONS

11. Consider each of the following statements concerning your expectations regarding the
integration of Irish & British market and please tick the box that most closely matches your
opinion:

Meither agree nor

Strongl A
rongly agree gree disagree

Disagree Strongly Disagree

| expected that the
change process would
have been smooth and

quick

| expected business
to operate more
smoothly and more

efficiently after the
change

| expected centres of
excellence to deliver
quality semices

| expected business
will receive a lot of
support from the UK

| expected no
changes to the
company structure
after the change
process

| expected the
process to be less
time consuming

* 12. To what extent did the integration of the Irish & British markets fulfil your initial
expectations?

Fully satisfied
Partially satisfied
Meutral

Partially unsatisfied

Completely unsatisfied
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LEADERSHIP

* 13. Consider each of the following statements concerning the leadership team during
the integration process. Please tick the box that most closely matches your opinion:

Partially Completely

Fully satisfied  Partially satisfied Meutral unsatisfied unsatisfied

Leadership team drove
successful change

Leadership team
looked after staff

Leadership team
created a robust vision
of the future

Leadership team
acted confidently and
optimistic about the
future

Leadership team
clearly explained the
situation

Leadership team from
UK supported change
process

TRANSITION

14. The staff were adequately prepared to go through the change process:
Strongly agree
Agree
| am not sure
Disagree

Strongly Disagree
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15. What was your state of mind during the transition process? Please rate each feeling
from 1 (lowest) to 5 (highest):

1 2 3 4 5

Motivated
Engaged
Commited
Energise

Satisfied with my job

[dentifying myself with
the company

Angry

Stressed
Trusting
Supported

Empathetic

* 16. Consider each of the following statements. How would you rate in the scale from 1-5
the following factors? Please choose from 1 (lowest) to 5 (highest):
1 2 3 4 5
The level of support

that Irish business
received from UK

The level of support
that Retail Division did
receive from Shared
Semvices in UK

The level of support
that Retail Division did
receive from Support
Centre

The level of support
that customers did
receive from Support
Centre

126



17. Shared services are supporting you in the way as it was done before the transition:

Strangly agree

Agree

Meither agree nor disagree
Disagree

Strangly Disagree

PERCEPTION OF CHANGE

* 18. How would you rate the overall success of the organisational change in Carphone
Warehouse in 20117 Please choose from 1 (lowest) to 5 (highest):

1
2
3

19. What would be one solution that you would recommend to improve the change
process in Carphone Warehouse?

Appendix 6: Consent Form for participation in Interview Research

MASTERS IN BUSINESS ADMINISTRATION
DUBLIN BUSINESS SCHOOL

Dissertation topic:

“Staff and management perception of the change management process. The case of
Carphone Warehouse business integration between British and Irish operations in 2011-
12.”
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Researcher: Lukasz Wojcik, MBA Student

Faculty Supervisor: Clare Devlin, MBA Lecturer

| am an MBA student at Dublin Business School and | am conducting interviews for my

dissertation project.

The research project is designed to investigate Carphone Warehouse staff and management
perception of the change management process during the business integration between British
and Irish operations that took place in 2011-12.

During this study, you will be asked to answer some questions related to the area of research.
This topic will be attractive to many professionals who might be going through the change
management process now or in the future. Also the research will be of interest to the Carphone
Warehouse in Ireland who would welcome any lessons learned from the change implemented
in 2011. There is an opportunity to examine the change process in Carphone Warehouse with
increased emphasis on staff and management perception of change to identify critical success
factors, understand the problems and with enough research evidence to suggest potential

solutions.

This will be a face to face interview and it is designed to take between 30-40 minutes. However
please feel free to expand on the topic or talk about related ideas. Also if there are questions
you feel you cannot answer or that you do not feel comfortable answering, feel free to indicate

this and we will move on to the next question.

The interview will be recorded and based on that recording written transcriptions will be made
for further research analysis. Once the written transcription is complete the recording will be
destroyed. All the information will be kept confidential. Only the researcher and faculty
supervisor will have access to this information. This information is designed to learn first-hand

information about the topic.
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Consent Form for participation in Interview Research

| am invited to participate in this research project which is being carried out by MBA student
Lukasz Wojcik. | am aware that my participation in this interview is voluntary. If, for any reason,
at any time, | wish to stop the interview, | may do so without having to give an explanation. |
understand the intent and purpose of this research.

If | agree to participate, this will involve a single face to face interview which should take no
more than 30-40 minutes and will be recorded. | am aware that this interview will be recorded
and based on that recording written transcriptions will be made for further research analysis.
Once the written transcription is complete the recording will be destroyed.

| have been informed that the questions will be around the business integration process
between British and Irish operations that took place in 2011-12. | will be one of six people
being interviewed for this research. Interview will take place in the Carphone Warehouse
Support Centre in Dublin.

The researcher has informed me about individual and social benefits from this research.
All the information will be kept confidential. Only the researcher and faculty supervisor will have
an access to this information. This information is designed to learn first-hand information about

the topic,

If I have any questions about this research | can contact Lukasz Wojcik at 0867358605 or via

e-mail at Lukasz.wojcik7@gmail.com. | am also free to contact Faculty Supervisor Claire

Devlin via e-mail at Claire.Devlin@dbs.ie, who is supervising this dissertation project to seek

further clarification and information.
| am aware the data will be used in the dissertation project. The data gathered in this study is

confidential and anonymous with respect to my personal identity unless | specify otherwise in
this consent.
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| understand what is involved in this research and | agree to participate in the study.
| have also been offered a copy of this consent form that | may keep for my own reference.

Signature of participant Date

| believe the participant is giving informed consent to participate in this study

Signature of researcher Date

Appendix 7: Email sent over to the research population

From: Lukasz Wojcik
Sent: 20 August 2012 16:24
To: SupportCentre-CPW-IE; IE-REGION4-CPW-IE

Subject: Staff and Management perception of the change management. Survey

Hi All,

So just to recap on what was already mentioned during the company update- | have to submit
a dissertation as a part of my course. | am doing my dissertation on the Staff and Management
perception of the change management process based on Carphone Warehouse business
integration between British and Irish operations in 2011-12.

| would like to ask you to consider taking part in the study. If you feel that this is something that
would interest you, | should be grateful if you would complete this 10-minute survey. Your
answers are completely anonymous and confidential, and will only be seen by myself. Please
make sure to click “Done” on the last page to submit your survey.

Please see the link to the survey below:
https://www.surveymonkey.com/s/OrganisationalChange CPW
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Thank you for taking the time to consider my request and please feel free to contact me on my
mobile number 0867358605 or e-mail lukasz.wojcik7@gmail.com.

That survey will be available online until the 31t of August 2012 and again | would very much
appreciate your help with it.

Kind Regards,
Lukasz Wojcik

Appendix 8: Cross tabbed responses to the questionnaire

Question 3

Staff & management perception of the change management process. The case of CPW business
integration

| have been directly involved in decision making during the integration process between Irish and
British operations that took place in 2011

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES MEEIED MDD

Percent Count

YES 6 26.1% 6
NO 17 73.9% 17
Answered Question 23
Skipped Question 0

Staff & management perception of the change management process. The case of CPW business
integration

| have been directly involved in decision making during the integration process between Irish and British
operations that took place in 2011

| am a staff
member
_ Response Response
Answer Options NO Percent Count
VES 4 10.0% 4
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NO 36 90.0% 36

Answered Question 40
Skipped Question 0
Question 4

Staff & management perception of the change management process. The case of CPW business
integration

I have worked in Carphone Warehouse for:

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES A ML

Percent Count

1-5 years 6 26.1% 6
5-10 years 15 65.2% 15
10 or more 2 8.7% 2
Answered Question 23
Skipped Question 0

Staff & management perception of the change management process. The case of CPW business
integration

I have worked in Carphone Warehouse for:

| am a staff
member
. Response Response

Answer Options NO Percent Count
1-5 years 27 67.5% 27
5-10 years 12 30.0% 12
10 or more 1 2.5% 1
Answered Question 40
Skipped Question 0

Question 5

Staff & management perception of the change management process. The case of CPW business
integration

| work in:

| am a
manager
directly
managing
performance
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of at least 1

person
Answer Options YES ML eSO
Percent Count
Retall 21 91.3% 21
Support Centre 2 8.7% 2
Answered Question 23
Skipped Question 0

Staff & management perception of the change management process. The case of CPW business
integration

| work in:

| am a staff

member

. Response Response
Answer Options NO Percent Count
Retail 22 55.0% 22
Support Centre 18 45.0% 18
Answered Question 40
Skipped Question 0
Question 6

Staff & management perception of the change management process. The case of CPW business
integration

The integration between Irish & British markets that was implemented in Carphone Warehouse in 2011
was successful:

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES Ml A

Percent Count

Strongly agree 0 0.0% 0
Agree S 27.8% 5
Neither agree nor disagree 7 38.9% 7
Disagree 5 27.8% 5
Strongly Disagree 1 5.6% 1
Answered Question 18
Skipped Question 5

Staff & management perception of the change management process. The case of CPW business
integration
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The integration between Irish & British markets that was implemented in Carphone Warehouse in 2011

was successful:
| am a staff
member
Answer Options NO
Strongly agree 1
Agree 7
Neither agree nor disagree 4
Disagree 12
Strongly Disagree 4
Answered Question
Skipped Question
Question 7

Response Response
Percent Count
3.6% 1
25.0% 7
14.3% 4
42.9% 12
14.3% 4
28
12

Staff & management perception of the change management process. The case of CPW business

integration

What do you see as the reason(s) for the Irish & British markets integration? Please choose a maximum

of 5 reasons rating them from 1 (least important) to 5 (most important):

| am a
manager
directly
managing
performance
of at least 1
person

Answer Options YES

Cost cutting

1 1

2 0

3 1

4 2

5 13
17

Increasing Operational Efficiency/Standardisation

1 1

2 1

3 2

4 8

5 2
14

Better knowledge & processes management - Shared Services

1 0

2 2

3 7

4 0

5 1
10

Increased Brand Awareness

Response Count

17

14

10
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1 3
2 3
3 0
4 0
5 0
6 6
Increased market competition
1 3
2 3
3 1
4 0
5 0
7 7
Creating extra buying power
1 0
2 1
3 2
4 2
5 0
5 5
Improvement of the quality of service
1 2
2 0
3 1
4 0
5 0
3 3
Transfer of new products and services
1 1
2 3
3 0
4 0
5 0
4 4
Globalisation
1 1
2 0
3 0
4 2
5 0
3 3
No language barriers
1 1
2 1
3 2
4 1
5 1
6 6
Answered Question 18
Skipped Question 5
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Staff & management perception of the change management process. The case of CPW business
integration

What do you see as the reason(s) for the Irish & British markets integration? Please choose a maximum
of 5 reasons rating them from 1 (least important) to 5 (most important):

| am a staff
member
Answer Options NO Response Count
Cost cutting
1 5
2 0
3 0
4 5
5 16
26 26
Increasing Operational Efficiency/Standardisation
1 1
2 4
3 5
4 8
5 3
21 21
Better knowledge & processes management - Shared Services
1 1
2 5
3 6
4 3
5 1
16 16
Increased Brand Awareness
1 2
2 1
3 3
4 2
5 3
11 11
Increased market competition
1 0
2 3
3 0
4 3
5 0
6 6
Creating extra buying power
1 2
2 4
3 1
4 1
5 0
8 8
Improvement of the quality of service
1 3
2 4
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3 4
4 0
5 2
13 13
Transfer of new products and services
1 2
2 1
3 2
4 1
5 0
6 6
Globalisation
1 3
2 0
3 3
4 3
5 1
10 10
No language barriers
1 3
2 2
3 2
4 0
5 1
8 8
Answered Question 28
Skipped Question 12
Question 8

Staff & management perception of the change management process. The case of CPW business
integration

Have the reasons for the change been clearly explained to you?

| am a

manager

directly

managing

performance

of at least 1

person

. Response Response

Answer Options YES S Count
Yes, | understood the rationale behind it 9 50.0% 9
No, | didn’t understand the reasons 0 0.0% 0
Only a part of it was clear 9 50.0% 9
Answered Question 18
Skipped Question 5
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Staff & management perception of the change management process. The case of CPW business

integration

Have the reasons for the change been clearly explained to you?

| am a staff

member
Answer Options NO A

Percent
Yes, | understood the rationale behind it 19 67.9%
No, | didn’t understand the reasons 3 10.7%
Only a part of it was clear 6 21.4%
Answered Question
Skipped Question
Question 9

Response
Count

19

3

6

28

12

Staff & management perception of the change management process. The case of CPW business

integration

What are the main drivers behind delivering a successful change in the organisation? Please choose a

maximum of 5 options rating them from 1 (least important) to 5 (most important):
| am a
manager
directly
managing
performance
of at least 1
person

Answer Options YES Response Count

ntegrated change plan (short, medium and long term plan)

g~ N -
= Ol W N O

Clear, shared vision

O WN P
R WO R

Strong Leadership & Senior Management Commitment

OB~ N
= 01w wo

Comprehensive communication
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g1~ N -
O L NN WO

8

Stakeholder’'s management
1 1
2 2
3 2
4 1
5 1

7 7
Staff involvement, participation & engagement
1 2
2 1
3 2
4 1
5 1

7 7
Good project management
1 2
2 1
3 0
4 0
5 0

3 3
Creating sense of urgency
1 1
2 1
3 1
4 0
5 0

3 3
Clear financial measures
il 4
2 2
3 0
4 0
5 2

8 8
Answered Question 18
Skipped Question 5

Staff & management perception of the change management process. The case of CPW business
integration

What are the main drivers behind delivering a successful change in the organisation? Please choose a
maximum of 5 options rating them from 1 (least important) to 5 (most important):

| am a staff

member

Answer Options NO Response Count

Integrated change plan (short, medium and long term plan)
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g1~ N -

Clear, shared vision

g~ -

Strong Leadership & Senior Management Commitment

g~ o -

Comprehensive communication

g~ N -

Stakeholder’'s management

g~ N -

Staff involvement, participation & engagement

OB~ N -

Good project management

OB~ N -

Creating sense of urgency

OB~ N -

P oD WPk~ o P AN EFE NN O P WOPNDEFE DN N WO, DN = OO 00 Wk - = OO U1 P o PFE oD

O O 01w

15

15

19

13

16

14
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[{e}
[{e}

Clear financial measures

1 1
2 0
3 5
4 3
5 3
12 12
Answered Question 28
Skipped Question 12
Question 10

Staff & management perception of the change management process. The case of CPW business
integration

What factors were present during the change process in Carphone Warehouse? Please choose from 1
(lowest score) to 5 (highest score):

| am a
manager
directly
managing
performance
of at least 1
person
Answer Options YES FEUIE ML
Average Count
Integrated change plan (short, medium and long term plan)
1 2
2 0
3 1
4 2
5 4
3.67 3.67 9
Clear, shared vision
1 1
2 1
3 2
4 3
5 4
3.73 3.73 11
Strong Leadership & Senior Management Commitment
1 1
2 2
3 5
4 2
5 1
3.00 3.00 11
Comprehensive communication
1 1
2 7
3 1
4 1
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5 0

2.20

Stakeholder’'s management

1 3

2 0

3 1

4 1

5 1
2.50

Staff involvement, participation & engagement

1 3

2 0

3 4

4 2

5 1
2.80

Good project management

1 1

2 2

3 0

4 0

5 1
2.50

Creating sense of urgency

1 1

2 1

3 0

4 2

5 3
3.71

Clear financial measures

1 3

2 0

3 1

4 3

5 0
2.57

Answered Question
Skipped Question

2.20

2.50

2.80

2.50

3.71

2.57

10

10

Staff & management perception of the change management process. The case of CPW business

integration

What factors were present during the change process in Carphone Warehouse? Please choose from 1

(lowest score) to 5 (highest score):

| am a staff
member

Answer Options NO
Integrated change plan (short, medium and long term plan)

1 5

2 2

3 6

Rating
Average

Response
Count
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Clear, shared vision

OB~ DN

Strong Leadership & Senior Management Commitment

OB~ N

Comprehensive communication

OB~ w0

Stakeholder’'s management

OB~ w0

Staff involvement, participation & engagement

OB~ o

Good project management

OB~ W0

Creating sense of urgency

OB~ W0

Clear financial measures
1

3.00

NN N O~ NP O wo w PN oo DN o1 ol o1 o D wWwo N Ao

DO NN

PN R NN

3.00

2.90

2.73

2.29

2.23

2.28

2.53

2.72

20

20

22

17

13

18

17

18
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g W
w U1 W Ul Ol

44 3.44 18
Answered Question 28
Skipped Question 12

Question 11

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements concerning your expectations regarding the integration of
Irish & British market and please tick the box that most closely matches your opinion:

| am a
manager
directly
managing
performance
of at least 1
person
Answer Options YES Response Count
| expected that the change process would have been smooth and quick
Strongly agree 2
Agree 6
Neither agree nor disagree 2
Disagree 6
Strongly Disagree 1
17 17
| expected business to operate more smoothly and more efficiently after the change
Strongly agree 5
Agree 9
Neither agree nor disagree 1
Disagree 2
Strongly Disagree 0
17 17
| expected centres of excellence to deliver quality services
Strongly agree 5
Agree 6
Neither agree nor disagree 2
Disagree 3
Strongly Disagree 1
17 17
| expected business will receive a lot of support from the UK
Strongly agree 6
Agree 6
Neither agree nor disagree 2
Disagree 2
Strongly Disagree 1
17 17

144



| expected no changes to the company structure after the change process
Strongly agree 0

Agree

Neither agree nor disagree
Disagree

Strongly Disagree

R o Nk~ O

| expected the process to be less time consuming
Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly Disagree

= Wk W ool

Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements concerning your expectations regarding the integration of
Irish & British market and please tick the box that most closely matches your opinion:

| am a staff
member
Answer Options NO Response Count
| expected that the change process would have been smooth and quick
Strongly agree 8
Agree 10
Neither agree nor disagree 4
Disagree 4
Strongly Disagree 2
28 28
| expected business to operate more smoothly and more efficiently after the change
Strongly agree 10
Agree 11
Neither agree nor disagree 1
Disagree 3
Strongly Disagree 3
28 28
| expected centres of excellence to deliver quality services
Strongly agree 14
Agree 7
Neither agree nor disagree 0
Disagree 5
Strongly Disagree 2
28 28
| expected business will receive a lot of support from the UK
Strongly agree 10
Agree 9
Neither agree nor disagree 3
Disagree 4
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Strongly Disagree 2

28 28
| expected no changes to the company structure after the change process
Strongly agree 2
Agree 2
Neither agree nor disagree 4
Disagree 11
Strongly Disagree 9

28 28
| expected the process to be less time consuming
Strongly agree 6
Agree 6
Neither agree nor disagree 6
Disagree 7
Strongly Disagree 3

28 28
Answered Question 28
Skipped Question 12

Question 12

Staff & management perception of the change management process. The case of CPW business
integration

To what extent did the integration of the Irish & British markets fulfil your initial expectations?

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES ML eSO

Percent Count

Fully satisfied 0 0.0% 0
Partially satisfied 4 23.5% 4
Neutral 7 41.2% 7
Partially unsatisfied 5 29.4% 5
Completely unsatisfied 1 5.9% 1
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

To what extent did the integration of the Irish & British markets fulfil your initial expectations?

| am a staff
member
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Response Response

Answer Options NO Percent Count
Fully satisfied 2 7.1% 2
Partially satisfied 3 10.7% 3
Neutral 9 32.1% 9
Partially unsatisfied 7 25.0% 7
Completely unsatisfied 7 25.0% 7
Answered Question 28
Skipped Question 12
Question 13

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements concerning the leadership team during the integration
process. Please tick the box that most closely matches your opinion:

| am a
manager
directly
managing
performance
of at least 1
person
Answer Options YES Response Count
Leadership team drove successful change
Fully satisfied 4
Partially satisfied 5
Neutral 3
Partially unsatisfied 3
Completely unsatisfied 2
17 17
Leadership team looked after staff
Fully satisfied 1
Partially satisfied 2
Neutral 8
Partially unsatisfied 4
Completely unsatisfied 2
17 17
Leadership team created a robust vision of the future
Fully satisfied 4
Partially satisfied 6
Neutral 4
Partially unsatisfied 2
Completely unsatisfied 1
17 17
Leadership team acted confidently and optimistic about the future
Fully satisfied 4
Partially satisfied 6
Neutral 4
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Partially unsatisfied 0
Completely unsatisfied 3
17 17
Leadership team clearly explained the situation
Fully satisfied 5
Partially satisfied S
Neutral 3
Partially unsatisfied 2
Completely unsatisfied 2
17 17
Leadership team from UK supported change process
Fully satisfied 1
Partially satisfied 2
Neutral 4
Partially unsatisfied 8
Completely unsatisfied 2
17 17
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements concerning the leadership team during the integration
process. Please tick the box that most closely matches your opinion:

| am a staff
member
Answer Options NO Response Count
Leadership team drove successful change
Fully satisfied 2
Partially satisfied 6
Neutral 7
Partially unsatisfied 7
Completely unsatisfied 5
27 27
Leadership team looked after staff
Fully satisfied 4
Partially satisfied 5
Neutral 6
Partially unsatisfied 7
Completely unsatisfied 5
27 27
Leadership team created a robust vision of the future
Fully satisfied 2
Partially satisfied 10
Neutral 6
Partially unsatisfied 6
Completely unsatisfied 3
27 27
Leadership team acted confidently and optimistic about the future
Fully satisfied 5
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Partially satisfied 13

Neutral 3
Partially unsatisfied 6
Completely unsatisfied 0
27 27
Leadership team clearly explained the situation
Fully satisfied 4
Partially satisfied 10
Neutral 6
Partially unsatisfied 7
Completely unsatisfied 0
27 27

Leadership team from UK supported change process
Fully satisfied

Partially satisfied

Neutral

Partially unsatisfied

Completely unsatisfied

N NN O

Answered Question 27
Skipped Question 13

Question 14

Staff & management perception of the change management process. The case of CPW business
integration

The staff were adequately prepared to go through the change process:

| am a

manager

directly

managing

performance

of at least 1

person

. Response Response

Answer Options YES S Count
Strongly agree 2 11.8% 2
Agree 4 23.5% 4
| am not sure 5 29.4% 5
Disagree 5 29.4% 5
Strongly Disagree 1 5.9% 1
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

The staff were adequately prepared to go through the change process:
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Answer Options

Strongly agree
Agree

| am not sure
Disagree

Strongly Disagree
Answered Question
Skipped Question

Question 15

am a staff

member

NO

wW 0o o - O

Response
Percent
0.0%
37.0%
22.2%
29.6%
11.1%

Response
Count

0

10

6

8

3

27

13

Staff & management perception of the change management process. The case of CPW business

integration

What was your state of mind during the transition process? Please rate each feeling from 1 (lowest) to 5

(highest):

Answer Options

Motivated
1

g B oo

Engaged

OB~ DN

Committed

OB~ N

Energise

| am a

manager
directly
managing
performance
of at least 1
person

YES

WA OWEN

NN

Rating
Average

2.87

281

3.53

Response
Count

15

16

15
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3 5
4 1
5 2
2.69 2.69 13
Satisfied with my job
1 6
2 1
3 3
4 5
5 1
2.63 2.63 16
Identifying myself with the company
1 5
2 1
3 4
4 2
5 1
2.46 2.46 13
Angry
1 8
2 2
3 2
4 0
5 2
2.00 2.00 14
Stressed
1 7
2 2
3 0
4 1
5 4
2.50 2.50 14
Trusting
1 5
2 3
3 3
4 1
5 2
243 243 14
Supported
1 5
2 2
3 4
4 2
5 0
2.23 2.23 13
Empathetic
1 4
2 1
3 6
4 3
5 0
2.57 2.57 14
Answered Question 17
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Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

What was your state of mind during the transition process? Please rate each feeling from 1 (lowest) to 5
(highest):

| am a staff
member
. Rating Response
Answer Options NO Average Count
Motivated
1 5
2 4
3 6
4 3
5 4
2.86 2.86 22
Engaged
1 6
2 2
3 7
4 4
5 3
2.82 2.82 22
Committed
1 4
2 4
3 6
4 6
5 5
3.16 3.16 25
Energise
1 3
2 7
3 5
4 4
5 2
2.76 2.76 21
Satisfied with my job
1 5
2 4
3 6
4 7
5 1
2.78 2.78 23
Identifying myself with the company
1 5
2 5
3 6
4 2
5 3
2.67 2.67 21
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Angry

1 7
2 2
3 6
4 2
5 5
2.82 2.82 22
Stressed
1 8
2 4
3 5
4 5
5 5
281 281 27
Trusting
1 5
2 9
3 5
4 1
5 2
2.36 2.36 22
Supported
1 7
2 8
3 4
4 6
5 1
2.46 2.46 26
Empathetic
1 4
2 4
3 7
4 4
5 5
3.08 3.08 24
Answered Question 27
Skipped Question 13
Question 16

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements. How would you rate in the scale from 1-5 the following
factors? Please choose from 1 (lowest) to 5 (highest):

| am a

manager

directly

managing

performance

of at least 1

person
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Rating Response

Answer Options YES Average Count
The level of support that Irish business received from UK
1 7
2 3
3 7
4 0
5 0
2.00 2.00 17
The level of support that Retail Division did receive from Shared Services in UK
1 6
2 5
3 6
4 0
5 0
2.00 2.00 17
The level of support that Retail Division did receive from Support Centre
1 1
2 2
3 8
4 6
5 0
3.12 3.12 17
The level of support that customers did receive from Support Centre
1 2
2 1
3 9
4 5
5 0
3.00 3.00 17
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

Consider each of the following statements. How would you rate in the scale from 1-5 the following
factors? Please choose from 1 (lowest) to 5 (highest):

| am a staff
member
. Rating Response
Answer Options NO Average Count
The level of support that Irish business received from UK
1 10
2 8
3 6
4 2
5 1
2.11 2.11 27
The level of support that Retail Division did receive from Shared Services in UK
1 5
2 11
3 10
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4 0

5 1
2.30 2.30 27
The level of support that Retail Division did receive from Support Centre
1 3
2 6
3 12
4 3
5 3
2.89 2.89 27
The level of support that customers did receive from Support Centre
1 2
2 4
3 8
4 10
5 2
3.23 3.23 26
Answered Question 27
Skipped Question 13
Question 17

Staff & management perception of the change management process. The case of CPW business
integration

Shared services are supporting you in the way as it was done before the transition:

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES A A

Percent Count

Strongly agree 0 0.0% 0
Agree 1 5.9% 1
Neither agree nor disagree 9 52.9% 9
Disagree 4 23.5% 4
Strongly Disagree 3 17.6% 3
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

Shared services are supporting you in the way as it was done before the transition:
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| am a staff

member
. Response Response

Answer Options NO Percent Count
Strongly agree 1 3.7% 1

Agree 5 18.5% 5

Neither agree nor disagree 10 37.0% 10
Disagree 6 22.2% 6

Strongly Disagree 5 18.5% 5
Answered Question 27
Skipped Question 13

Question 18

Staff & management perception of the change management process. The case of CPW business
integration

How would you rate the overall success of the organisational change in Carphone Warehouse in 2011?
Please choose from 1 (lowest) to 5 (highest):

| am a

manager

directly

managing

performance

of at least 1

person
Answer Options YES A A

Percent Count

1 3 17.6% 3
2 2 11.8% 2
3 11 64.7% 11
4 1 5.9% 1
5 0 0.0% 0
Answered Question 17
Skipped Question 6

Staff & management perception of the change management process. The case of CPW business
integration

How would you rate the overall success of the organisational change in Carphone Warehouse in 2011?
Please choose from 1 (lowest) to 5 (highest):

| am a staff
member
. Response Response
Answer Options NO Percent Count
1 5 18.5% 5
9 8 29.6% 8
3 10 37.0% 10
4 2 7.4% 2
5 2 7.4% 2
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Answered Question 27
Skipped Question 13
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Appendix 9: Research Project Plan

Task Name

2012

2013

Qir 1, 2012 Qtr 2, 2012 Qir 3, 2012 Qir 4, 2012 Qir 1, 2013 Qtr 2,2013
Jan | Feb | Mar Apr_| May [ Jun Jul_ | Aug | sep Oct | HMov | Dec Jan_| Feb | Mar Apr | May
1 [-"Research Preparation |
2 Reaserch Classes [——]
3 Ieeting Course Leader K
4 Topic Selection E
5 Watson Box [
6 Literature Review ‘_
7 Aeaserch ApproachStudy &
8 Meeting Course Leader 1
9 Research Proposal Submittion 1
10 |- Reaserch Phase ’—um—é—_.
11 Setup Interviews &
12 Conduct Interviews
13 Review Interviews s
14 Create 1st Questionnaire
15 Create 2nd Questionnaire (Piot Test)
16 Create a Final Questionnaire
17 | - Dala Analysis
12 Questionnaire Launch % 20108
18 Conduct Questionnare %—ﬁ
20 Collect resutts
21 Draft findings and conclusions —
22 | - Final Dissertation Phase v
2 Final iterature review
24 Final Data Conclusions ‘H
25 Self Refiection
26 Final dissertation draft [==———;
27 Printing & Binding %l
28 Dissertation Submition @ 1705

Appendix 10: Research Project Cost

[tem

Cost

General stationary

€30.00

Paper supplies and print resources

€40.00

Books

€80.00

Survey Monkey subscription for online questionnaire (12 months)

€80.00

Telephone Calls

€20.00

Incentives

€20.00

Dissertation Binding

€100.00

Total Cost

€370.00
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