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Abstract: Since human dimension is an important factor during business process redesign, this study aims
to distinct factors influencing employees’ experience after similar initiatives. A structural equation model
was developed that represents relationships between several factors influencing employees’ experience
after business process redesign. The proposed model was tested using survey data from a sample of 136
employees in large enterprise companies in North Macedonia that significantly redesigned certain business
processes in their information technology departments, while the obtained results explained 68% of
variance in employees’ experience. The results emphasize that company’s strategy that presents a clear
vision to employees for the intended process redesign and employees’ attitude towards organizational
change have the highest impact on perceived employee’s experience. Additionally, the new working
conditions after the change, also positively influenced the perceived experience, as well as the employees’
personality traits, which were the lowest influencing factor. However, the study revealed a moderate direct
link between employees’ personality dimensions and their attitude towards the needed organizational
changes during business processes redesign. These results can help companies face the socio-cultural
challenge and increase employees’ positive experience after business process redesign, for preferable
outcomes of such activities.
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1. Introduction

The companies have always worked at improving their business process to increase
effectiveness and overall success. Such initiatives may include incremental improvements that
make changes easy to implement and reduces resistance, or fundamental rethinking and radical
processes change as a large-scale business process redesign or process reengineering (Davenport,
2013; Hammer, 2015; Hammer and Champy, 1993; Harmon, 2014; Sarkis and Sundarraj, 2015).
Currently there are different process frameworks that can guide companies to significantly
redesign their business processes, such as Supply Chain Operations Reference (SCOR),
Information Technology Infrastructure Library (ITIL), Business Process Framework (eTOM), etc.
(Ahmad etal, 2013; AlShamy, Elfakharany, and EIAziem, 2012; Denda and Drajic, 2013; Harmon,
2014; Lambert, Garcia-Dastugue, and Croxton, 2005; Shepherd and Giinter, 2010).

However, in practice, radical business process changes may still fail and do not achieve
intended results (Al-Mashari and Zairi, 1999; Goksoy, Ozsoy, and Vayvay, 2012; Habib, 2013;
Sikdar and Payyazhi, 2014). Generally, large-scale business process redesign facestwo challenges
(Hanafizadeh, Moosakhani, and Bakhshi, 2009; Mansar and Reijers, 2005):

(1) technical challenge — derives from the goal to provide fundamental and dramatic
improvement, which usually inclines difficulties in new process design and development;
(2) socio-cultural challenge — radical impact on employees as a result of severe
organizational restructuring and process change.

The success in implementing organizational changes often can depend on the employees, which
should support the change (Morin et al., 2016; Serban and lorga, 2016; Shen and Chou, 2010;
Taher and Krotov, 2016). Early involvement of the employees in the planned business processes
redesign can have a positive effect on the change by giving employees a sense of active
involvement and responsibility. The employees should be confident that the change in the business
processes will enable the organization, or one part of the company, to improve its efficiency and
competitiveness and optimally enrich its strategy. Hence, the planned process redesign should be
communicated throughout the company so that employees can understand the benefits and their
role in the redesigned processes. By doing this, the company can eliminate the resistance that may
come from the employees (Goksoy, Ozsoy, and Vayvay, 2012; Pieterse, Cani€ls, and Homan,
2012; Taher and Krotov, 2016).

Having in mind the importance of employees involved or affected by a significant business
process redesign, the purpose of this study is to distinct relevant factors that influence positive
employees’ experience during large-scale redesign of business processes. It empirically
investigates the nature of relationships between employees’ personality traits, their attitude
towards organizational changes, company’s strategy and new working conditions, and their effect
on employees’ experience. With a focus on employees, this study formulates several hypotheses
for influential factors on their experience after a significant business process redesign. It tests
hypotheses’ wvalidity while surveying employees working i information technology (IT)
department in the central bank, financial institutions and several larger corporations in North
Macedonia, which have significantly redesigned their business processes following the ITIL
framework. It provides results that can help companies that undertake similar initiatives to increase
employees’ positive experience and properly face the socio-cultural challenge for preferable
outcomes.



2. Theoretical background

The business process redesign or process reengineering involves a holistic approach to business
improvement encompassing changes in the technical structure of the processes (Davenport, 2013;
Sethi and King, 1998). It requires complete understanding of the current state, clear business vision
and objectives, and company transformation to adapt to a new way of doing business. Therefore,
it also includes a social aspect, which involves novelties in organization, staffing, changing job
roles, etc., which directly affect employees in the company (Goksoy, Ozsoy, and Vayvay, 2012;
Hanafizadeh, Moosakhani, and Bakhshi, 2009; Sethi and King, 1998).

The dedication and involvement of employees is one of the significant factors that influence
successful outcome of the redesign of business processes (Al-Mashari and Zairi, 1999; Davenport,
2013; Goksoy, Ozsoy, and Vayvay, 2012; Habib, 2013). Even more the rapidity and magnitude of
change can determine morale and effectiveness of employees (Harmon, 2014; Sethi and King,
1998). Scholars have long studied basic personality traits as predictors of human behavior, which
can be further used during business assessments for positive employee involvement in the
company processes. The literature shows compelling evidence for robustness of a five factor model
as a basic dimension of personality, which is extensively utilized for prediction of employee’s
performance, job satisfaction, work behavior, etc. (Greguras and Diefendorff, 2010; Judge et al.,
2014; Neal et al., 2012). The “Big Five” model, which is often used in literature for personality
traits evaluation (John, Naumann, and Soto, 2008; Judge et al., 2014; Neal et al., 2012; Sartori et
al., 2017) has 5 dimensions of personality: conscientiousness, openness to experience,
extraversion, agreeableness and neuroticism. This model can help researches investigate relation
between employees’ personality and their experience after the significant change in the company.
Additionally, the process redesign usually involves large-scale organizational changes and thus
employees’ attitude towards the change can be significantly influenced by their personality traits
(Judge et al., 2014). Based on interpretations and their expectations during organizational changes
and how the change is perceived, employees respond the changes differently (Goksoy, Ozsoy, and
Vayvay, 2012; Mossholder et al., 2000). In most cases, employees either accept or oppose the
change, which ultimately affects their overall experience from the business process redesign in the
organization.

On the other hand, successful business process redesign requires a clear vision of how the
changes in organization will meet strategic goals for the business processes in question (Habib,
2013; Hanafizadeh, Moosakhani, and Bakhshi, 2009; Jovanoski, Malinovski, and Arsenovski,
2017; Sethi and King, 1998). The strategic vision is of little help unless it is communicated
throughout the organization, its levels of structure and employees. Therefore, the link between
company strategy and employees’ positive experience is significant for support of the redesigned
business processes (Sethi and King, 1998). Furthermore, a human resource strategy during similar
changes is required to provide directions and long-term vision, strengthen confidence in
management and involve employees in process redesign, so their final experience will be positive
(Davenport, 2013; Goksoy, Ozsoy, and Vayvay, 2012; Sethi and King, 1998).

Finally, the redesign of business process involves changes in working conditions in the
company (Abdolvand, Albadvi, and Ferdowsi, 2008; Cummings and Worley, 2014; Goksoy,
Ozsoy, and Vayvay, 2012), which can be differently perceived by its employees (Harmon, 2014;
Kiefer, 2005; Sethi and King, 1998; Taher and Krotov, 2016). Hence, a link between the new
working environment and employee’s perception can be beneficial to predict their experience after
similar initiatives.



3. Methodology

3.1 Hypotheses

The human dimension is an important factor in business process redesign, since all employees
will get affected directly or indirectly. Thus, a specific attention needs to be given to employees,
who are the real source and vehicle for change (Habib, 2013; Goksoy, Ozsoy, and Vayvay, 2012;
Sethi and King, 1998). Based on the theoretical background, we can assume that employees’
personality traits and attitude towards organizational changes influence their experience after the
new processes are in place. Hence, we propose the following hypotheses:

Hypothesis 1: Employees’ personality traits have direct influence on their attitude towards
organizational changes (H1a) and their experience after the process redesign (H1b).

Hypothesis 2: Employees’ attitude towards organizational changes is closely linked with their
experience after the redesign of business process.

In line with the given review of literature, while focusing on the importance of strategic
dimensions and new working conditions, we hypothesize:

Hypothesis 3: Company’s strategy has positive impact on employees’ experience after business
process redesign.

Hypothesis 4: The new working conditions once the redesigned process is implemented are
positive associated with employees’ experience.

3.2 Participants

To test the validity of the proposed methods and hypotheses we have examined business process
redesign initiative in IT departments in the central bank, several financial institutions and larger
corporations in North Macedonia, with the focus on employees’ experience. Following the ITIL
framework, these IT departments have significantly changed their organizational structure and
processes to provide better customer services, time reduction and cost decrease, while trying to be
pertinent to organization’s goals and strategy. The change usually started with a vision
development, evaluation of existing processes and their structure, followed by implementation of
the new redesigned processes. This study has performed evaluation of employees’ beliefs after the
change was implemented and new processes were in place for a longer period, so the employees’
perceptions and experience can be comprehensive and relevant.

3.3 Statistical methods and instrument

Subjective factors, such as personality traits, attitude, experience, etc., are difficult to measure
and quantify. Therefore, this study uses confirmatory factor analysis (CFA) as statistical technique,
which defines a larger set of observed variables that can be measured, while forming more comple x
constructs that illustrate researched factors (Joreskog, 1969). It uses structural equation modeling
(SEM) (Bollen, 1998; Lomax and Schumacker, 2012) to develop a model that adequately
represents factors influencing employees’ experience and their relationships after business process
redesign, based on the researched constructs. The SEM models provide percentage of explained
variance (R?) for the desired construct (such as employees’ experience), with indicators for the
measurement error, so such model can indicate whether the proposed approach and chosen factors
can compensate for other constructs neglected from the analysis. Even though employees’
experience can be influenced by other factors that are lacking in this study, a high value of R2
confirms the appropriateness of the chosen instrument.

Since the main purpose of the study was to develop a model that adequately represents factors



influencing positive employees’ experience during large-scale redesign of business processes, we
used two questionnaires to gather self-reporting information from the employees working in the
referred IT departments. The questionnaires provided multi-item measures on chosen constructs,
which were further used in the statistical analysis and verification of the proposed hypotheses.

3.3.1 Personality Traits

The first questionnaire was online (The Big Five Project), using a standard test for the “Big
Five” personality traits model to test employees’ five fundamental dimensions of personality:
conscientiousness, openness to experience, extraversion, agreeableness and neuroticism. Based on
the Big Five Inventory (BFI) (John, Naumann, and Soto, 2008), the items in the questionnaire
derived appropriate percentage of each dimension for involved employees.

3.3.2 Attitude Towards Organizational Changes

The second questionnaire was developed (Appendix) based on the previously presented
theoretical framework and used a multi-item measure (on grading scale from 1 to 6, where 1 =
strongly disagree, 6 = strongly agree) where employees provided feedback for the remaining
constructs. Hence, each of the chosen constructs had three to five indicators, which were further
used to calculate parameter estimates and their appropriateness.

The attitude towards organizational changes was one of the chosen indicators that were
evaluated using the second questionnaire. As indicated in various studies (Goksoy, Ozsoy, and
Vayvay, 2012; Mossholder et al., 2000; Vakola, Tsaousis, and Nikolaou, 2004; Yousef, 2017)
employees can respond to changes differently, so it is important to take into account how the
change is perceived during business process redesign.

3.3.3 Company’s Strategy

Various quantitative, qualitative and comparative studies have shown that strategy has an
important role in the effectiveness and success during organizational changes (Hanafizadeh,
Moosakhani, and Bakhshi, 2009; Jovanoski, Malinovski, and Arsenovski, 2017; Sethi and King,
1998; Vom Brocke, Petry, and Gonser, 2016). Therefore, the company’s strategy as perceived by
the employees was evaluated through a section in the second questionnaire, since the strategic
vision cannot provide results unless it is communicated throughout the organization.

3.3.4 Working Conditions

The new working conditions after the business process redesign may be differently perceived
by the employees (Sethi and King, 1998; Taher and Krotov, 2016). Thus, the second questionnaire
contained a section for the new working conditions, so we can include this construct in the
statistical analysis and verification of the related hypothesis.

3.3.5 Employees ‘ Experience

Since the primary goal of this study is to distinct factors influencing employees’ experience
after business process redesign, the final part of the second questionnaire contained several
indicators for this construct. In line with studies (Harmon, 2014; Kiefer, 2005; Sethi and King,
1998) that emphasize the importance to achieve positive employees’ experience after the
organizational change, the questionnaire covered employees’ beliefs regarding increased
efficiency and productivity, and overall experience after the business process redesign initiative.



4. Results

A total of 136 employees provided feedback via the questionnaires,
demographics: 58.82% male and 41.18% female employees, 5.88% age 24-29 years, 23.53% age
30-35, 23.53% age 36-39, 29.41% age 40-45 and 17.65% age 46 years and above. In CFA, the
factor loadings indicate relationship between a construct and each of its constituent measured
indicators. The personality traits construct is consisted of its five fundamental dimensions, while
the rest of the constructs have appropriate measurements as part of the second questionnaire. Table
1 shows the measured variables that represent relevant indicators underlying the domain of the
chosen construct and the obtained factor loadings:

Table 1. Researched constructs, their measurementindicators and obtained factor loadings.

with  following

Construct Indicator Factor loading
Personality =~ Conscientiousness - organized and dependable, with goal-directed 0.75
traits behavior
Openness to experience - curios, creative, preferring novelty and 0.56
variety
Extraversion - sociable, talkative, seeking stimulation in the -0.59
company of others
Agreeableness - compassionate, cooperative, with trusting and 0.98
helpful nature
Neuroticism - tendency to experience unpleasant emotions easily -0.52
Altitude Employee’s acceptance of the redesigned business processes 0.56
towards Belief for personal contribution to the departmental changes 0.77
organizational The new business processes are better aligned with rest of the 0.83
changes departments
Employee’s attitude towards organizational changes in general 0.79
Company’s  Employee’s familiarization and understanding of the company’s 0.56
strategy strategy
Beliefs that introduced departmental changes are supported by top 0.52
management
The changes offer higher level of alignment with company’s 0.89
strategy
The redesigned process reflect more closely internal departmental 0.94
activities
Working The company provides excellent working conditions for career 0.73
conditions development
The new working conditions strongly support redesigned processes 0.63
Internal organization provides good conditions for employee‘s 0.99
well-being
Employees®  Beliefs for increased performance and process time reduction after 0.88
experience  the change
The new business processes increase employee‘s productivity 0.83
The introduces changes have enhanced employee‘s satisfaction 0.71
Overall employee’s experience after the processes redesign 0.64




The factor loading results for the personality traits construct show two negative loadings
(extraversion and neuroticism) that suggests a negative linear association ("opposite”
characteristic) to the whole construct, which is hypothesized to influence employees’ experience.
The rest of the factor loadings were positive. All factor loadings are in absolute value above the
desired threshold of 0.5 (Nunnally, 1978; Nunnally and Bernstein, 1994), which indicates an
internally consistent measurement structure.

The SEM model was tested for goodness-of-fit indices to validate the degree of alignment with
collected data set, as suggested by previous research. We have calculated the relative chi-square
(Wheaton et al., 1977), root mean square error of approximation (Browne and Cudeck, 1993),
goodness of fit index (Joreskog and Sorbom, 1984), comparative fit index (Hu and Bentler, 1999;
Kline, 2005) and normed fit index (Bentler and Bonett, 1980), with satisfactory results shown in
Table 2.

Table 2. Model goodness-of-fit indices forthe n = 136 sample

Model fit indices Recommended values Results in this study
Relative chi-square (x2/df) <5 4.704
Root mean square error of approximation <0.08 0.077
(RMSEA)
Goodness of fit index (GFI) >0.90 0.908
Comparative fit index (CFI) >0.90 0.941
Normed fit index (NFI) >0.90 0.924

Based on the stated hypotheses, Figure 1 shows the developed SEM model that explains
complex relationships among researched constructs and path coefficients according to the gathered
dataset.
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Fig. 1. Factors influencing employees’ experienceafter business process redesign (*p<0.05, **p<0.001, two-tailed).

The proposed structure explained 68% of variance (R?) in employees’ experience, which is a
high value in social studies. Company’s strategy, as perceived by the employees, had the highest
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statistical effect on their experience (5 = 0.61), followed by the employees’ attitude towards
organizational changes (5 = 0.58). Additionally, the new working conditions were also identified
as predictor for employees’ experience (f = 0.25), since they can be differently perceived by the
employees after the redesign of the business processes. Finally, the employees’ personality traits
showed lowest impact on their experience (5 = 0.09), indicating which dimensions negatively
influence the experience after the change. Still, though the link between the personality traits and
employees’ attitude towards organizational changes (f = 0.43), the three personality dimensions
(conscientiousness, openness and agreeableness) indirectly influenced their experience (5 = 0.58)
after the process redesign.

In addition, the factor loadings and the results from the SEM model revealed the strongest
influencing measure for each researched construct, which formed the relationship according to the
paths in the model. Hence, the following indicators reflected the highest on their respective
construct:

e employees’ belief that the redesigned process reflect more closely internal departmental
activities (from the company’s strategy construct);

o Deliefs that the new business processes are better aligned with rest of the departments
(attitude towards organizational change);

e cmployees’ impression that internal organization provides good conditions for
employee‘s well-being (working conditions);

e employees’ agreeableness (personality traits).

Similarly, the beliefs for increased performance and process time reduction after the change
were the strongest measure within the employees’ experience construct.

5. Discussion

The purpose of this study is to broaden our understanding for the relevant factors that influence
positive employees’ experience during large-scale redesign of business processes. While focusing
on the employees it provides insights for the socio-cultural challenge related to the impact on
employees as a result of severe organizational restructuring and business process change.

The research result identify that company’s strategy and employees’ attitude towards
organizational changes are the most influential factors on employees’ experience, which fully
supports Hypothesis 3 and Hypothesis 2 respectively. Hence, the results are in line with previous
studies that emphasize the importance for the clear vision of how the changes in organization will
meet strategic goals, which directly increased the level of positive experience of the employees
(Davenport, 2013; Goksoy, Ozsoy, and Vayvay, 2012; Habib, 2013; Sethi and King, 1998). Since
in most cases, employees either accept or oppose the change, their interpretations and attitude
towards the organizational changes is also identified assignificant, which corresponds with similar
studies that cover this aspect (Elias, 2009; Goksoy, Ozsoy, and Vayvay, 2012; Mossholder et al.,
2000). For example, Verdin etal., (2011) have emphasized that difficulties, even frequent failures,
of many strategy implementation and change programmes have been widely acknowledged, and
that the required change must be seenas positive and pragmatic among employees. Therefore, all
these studies support the research results, since company’s strategy and employees’ attitude
towards organizational changes ultimately affect employees’ overall experience from the business
process redesign in the organization.

Furthermore, the new working conditions are also important, since they can be differently
perceived by the employees after the new processes are in place and organizational restructuring



is completed (Harmon, 2014; Kiefer, 2005; Sethi and King, 1998; Taher and Krotov, 2016). This
validates the Hypothesis 4 in this study. Finally, Hypothesis 1 is also supported, since employees’
attitude towards the change was moderately influenced by their personality traits, as emphasized
in Judge et al., 2014. It confirms the findings in Vakola, Tsaousis, and Nikolaou (2004) that show
definite relationship between personality traits and employees’ attitude towards the change. In
addition, the results in this study demonstrated that personality dimension had slight direct effect
on employees’ experience. This correlates with research studies in the literature that focus on
similar problems (Greguras and Diefendorff, 2010; Judge et al., 2014; Neal et al., 2012). Even
though some general behavioral studies show an opposite connection between a person’s
experience and his personality traits (Roberts, Walton and Viechtbauer, 2006; Rogers, 1957), this
study evaluates this connection after a business process change, while the low measurement error
and model-fit indices confirm that the link between the personality dimensions and employees’
experience is valid in business context. Number of studies have identified the importance of
employees involved or affected by a significant business process redesign (Dumas at al., 2018;
Goksoy, Ozsoy, and Vayvay, 2012; Pieterse, Caniéls, and Homan, 2012; Taher and Krotov, 2016).
In addition, Bala and Venkatesh (2017) have tried to identify how employees react to innovations
that change their work processes, while Leggat et al. (2016) explored the impact of process
redesign through an in-depth interviews with participating employees, to provide evidence that
organizations implementing process redesign must ensure that supporting management practices
are in place. Still, there is gap in the literature and practices that identifies influencing factors that
can increase employees’ experience during large-scale business process redesigns. The results
from this study are very important, since as indicated in Siengthai and Pila-Ngarm (2016),
employees’ experience and satisfaction after the process redesign is found to be positively and
significantly related to employee performance, which can increase the success of the organization
in general (Thamrin, 2012).

This study provides contributions to literature and practical implementations identifying that
the level of positive employees experience can be increased while focusing on:

e company’s strategy that should be communicated throughout the organization indicating
that the redesigned processes will improve effectiveness and internal activities, as well
as preparation of employees to stimulate positive attitude towards the needed
organizational changes;

e working conditions that shouldn’t be neglected after the process redesign, as well as to
a small extended, take into account different employees’ personality traits and
communicate the change appropriately while conducting large-scale process redesigns.

6. Limitations

This study involved several enterprise companies, such financial institutions, the central bank
and larger corporations in North Macedonia, which typically have established business processes
and have detected the ineffective processes that should be redesigned. The employees that
participated in the study work at the IT departments that changed their organizational structure
following the ITIL framework, which is a set of best practices that are adopted by businesses and
individuals for business transformation and strategic IT. Hence, these conditions introduce certain
limitations to the findings presented in the study. Thus, similar theoretical and practical
implementations should involve organizations that have similar level for maturity of their business
processes and clear vision how they should be transformed.



Also, besides the evaluation of employees’ personality traits conducted through an online
standard test, other construct were measured using a questionnaire that was developed based on
existing literature for the purpose of the present study. This questionnaire contains several
carefully chosen items per each construct, since employees would have been reluctant to fill in
complex questionnaires. Future analysis can use a professional tool for measuring other constructs
as well.

7. Conclusion

Companies that have decided to undertake business process redesign, must be prepared
appropriately for successful implementation of such initiatives. Since the successful outcomes of
similar organizational changes can often depend on involved employees, which should support the
change, their perceived experience after the change is an important factor that should not be
neglected.

This study investigated the relationship between factors influencing employees' experience
after the business process redesign. The results from the developed SEM model illustrating mutual
relationships validate the research hypotheses, with an appropriate model fit to the observed data
obtained from employees working in IT departments in deferent companies that undertook process
redesigns. The research indicators adequately predicted the level of employees’ experience, while
explaining 68% of its variance, which is a high in social studies.

Since the study shows valid measurement structure for predicting employees’ experience after
similar initiatives, future research can survey additional items and broaden factors to cover
additional aspects, such as the change in employees performance after the process redesign,
parameters that can illustrate the change in the organizational effectiveness, etc. Even more, new
studies may test the usefulness of the proposed model in situations when changes are not beneficial
for the employees, to cover situations when organizational changes are ineffective and fail. Hence,
this study opens possibilities for further research, but also can help organizations implementing
large-scale business process redesign to increase employees' experience, properly address the
human challenge and achieve the intended results during the transformation.
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Appendix A

Table A. Questionnaire items for each construct (1 = strongly disagree, 6 = strongly agree)

Questionnaire item Scale

Attitude towards organizational changes

I like the introduced change as a result of the redesigned business processes
I have contributed to the departmental changes

The new business processes are better aligned with rest of the departments

Generally, | do not resist to organizational changes

N e e

N NN NDDN

w W w w

FE N N L

ol o1 o1 Ol

(o2 N e > NN © > BN @ ]

Company’s strategy

| am familiar with the company’s strategy

| believe that the departmental changes are supported by top management
The changes offer higher level of alignment with company’s strategy

The redesigned process reflect more closely the internal departmental activities

N e e

N NN NN

w w w w

A B~ b b

o1 o1 o1 Ol

D O O O

Working conditions
The company provides excellent working conditions for my career development
| believe that the new working conditions strongly support redesigned processes

| believe that internal organization provides good conditions for employee‘s well-
being

Employees* experience

| believe that the change increased the performance and reduced the process time
The new business processes increase employee‘s productivity

The introduced changes have enhanced my satisfaction during everyday activities

Generally, | have positive experience after the processes redesign

N e e

N NN NN

w w w w

N N L
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