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1. Non-technical summary
Please provide below a project summary written in non-technical language. The summary may be used by us to publicise your work and should explain the aims and findings of the project. [Max 250 words]
	This research project is a response to previous calls for a more comprehensive treatment of the nature and peculiarities of managing service organisations and the widespread perceptions of declining quality of service offerings as the direct outcome of the ‘incompetence’ and 'irresponsibility' of the upper echelon management team. Building upon the stream of work referred to as ‘contextual forces’, and ‘bounded rationality’, the project adopts an inductive mode of longitudinal qualitative case studies of international banking institutions and elucidates several internal and external contextual forces that shape management’s support or otherwise of a change programme. Contingent upon the identified internal (e.g. organisational culture, individual characteristics of managers, power position, structural source of power) and external (e.g. industry characteristics, regulatory governance, level of economic prosperity, national culture) contextual factors managers could not act completely rational in their orientations and follow-up decisions and actions. More specifically, three types of managerial orientations are identified: forwarding-looking, backward-looking, and present-focused (status-quo) orientations. The report delineates the potential of the research findings for the wider community of financial institutions and banking regulatory authorities.



2. Project overview
a) Objectives

Please state the aims and objectives of your project as outlined in your proposal to us. [Max 200 words]
	The proposed research aims to achieve the following objectives:
1. To identify and elucidate the main micro and macro contextual forces and conditions under which a manager decides to support or abandon a change practice;

2. To identify and clarify the relative impact of micro and macro contextual forces and conditions under which a manager decides to support or abandon a change practice;

3. To clarify and analyse the dynamics of contextual forces and conditions, management's orientation, and the performance impact of a change practice;

4. To contribute to a better understanding of the reasons underlying the bounded-rational and sometimes irrational orientations of human managers, their reluctance or willingness to pick up and run with promising change practices, and how their decisions, orientations, and actions influence the performance impact of the change practice, the health of the organisation, its employees and its wider stakeholders.

In short, the research proposal aims to elucidate the dynamics of micro- and macro-level contextual forces, management’s orientations, and any resultant implications for intended performance objectives of the change programmes.


b) Project Changes

Please describe any changes made to the original aims and objectives, and confirm that these were agreed with us. Please also detail any changes to the grant holder’s institutional affiliation, project staffing or funding. [Max 200 words]
	In my initial proposal I stated that, depending on the nature of the collected data and issues emerging during the course of the research, I might need to collect data from a wider sample of relevant research subjects. My initial analysis of the data showed that data saturation had occurred at a very early stage of the research. In consultation with our research office and several senior academic colleagues, I requested permission to the ESRC to reduce some of the non-staff costs planned originally and instead use these funds for overseas travel to visit several international financial institutions out of the EU Zone. My request was then formally submitted by the University Research Office through Je-S and approved by the ESRC. The addition of international dimension to the research project did not result in any changes to the original aims and objectives as well as design and delivery of the project, rather it enhanced the quality of the project deliverables and their impact as it sought the views of a wider range of respondents from the financial sector. Such reorientation is consistent with the global nature of financial crisis and allows cross country comparison of the project findings.


c) Methodology

Please describe the methodology that you employed in the project. Please also note any ethical issues that arose during the course of the work, the effects of this and any action taken. [Max 500 words]
	The proposed research project adopted a longitudinal tracer approach to collect data from service industry with a focus on banking and financial institutions. Hence, data were collected with active involvement of financial institution managers in a time sequence that clarified the contextual factors which influenced the nature of management’s orientations towards a change practice. The evolving and emerging opportunity with the research participants paved the way for the PI to collected data from other sectors that were either supplier to the banking sector (e.g. IT sector) or their operations were adversely affected by the recent financial crisis (e.g. Hospitality and tourism sector) (in progress).
Based upon the overall research objective, multiple cases (6 cases out of a sample of 9 cases) were selected in which each case was treated as a replication. The choice of multiple cases allowed the researcher to have several comparative case studies for further analysis, thereby increasing the generalizability of each finding. In selecting the cases, a non-probabilistic, purposive sampling approach, based on theoretical underpinnings was used. Here only those banks and financial institutions were selected which could help explore the reasons underlying the bounded-rational and sometimes irrational orientations of the financial institution managers, their reluctance or willingness to pick up and run with promising practices, and the resulting outcomes for the health of their organisations and its people were selected for further empirical scrutiny. 

Given the nature and sensitivity of the research topic, the primary means of data collection were focused on revenant documentary evidence, archival records and frequent informal discussions with the research participants. Our focus on multiple respondents in each case and different sources of data conformed to the notion of triangulation. The key informants –i.e. top, middle and first line managers – were asked to comment on, inter alia, their experiences with change management practices, association between their role and organisational status and the effectiveness of the change practice, observable behaviours required to sustain a change practice over time, organisational and external constraints which may affect the achievement of their change practices as well as their relative importance, the degree of fit between organisational context and the adopted change practices, the impact of individual differences and characteristics of managers on the effectiveness of change practices, the degree of rationality of manager decisions and actions and any underlying reasons. 

Given that we adopted a purposive sample, we relied on the concept of “saturation” (i.e. the point at which no new information or themes were observed in the data) to estimate the quality and quantity of the collected data in each case.  The qualitative data analysis covered both within- and cross-case analysis. In within-case analysis the focus was on the dynamics of contextual forces, management orientations and the resultant implications for the intended objectives of the change practices in each case; and in cross-case analysis, the findings of each case are compared to similar data in the other cases. 


d) Project Findings

Please summarise the findings of the project, referring where appropriate to outputs recorded on the ESRC website. Any future research plans should also be identified. [Max 500 words]
	Prior research on the impact of management’s orientation on the efficacy of change initiatives has been criticised on three fronts: hindsight bias (i.e. senior managers as the ultimate arbiter of the success or failure of a change programme), methodological bias (the dominance of survey research), and a bias against the service sector (i.e. over-representation of manufacturing in operations and change management research). In response to such inherent limitations of the existing literature, this longitudinal qualitative research suggests to abandon an either management orientation or contextual forces perspective and adopt a dual approach to studying the efficacy of change initiatives. 

The findings suggest that contextual forces play a key part in shaping the nature and extent of management support, and that their influence on the performance impact of change initiatives is filtered through the orientations which a manager has. In light of the identified internal (e.g. organisational culture, individual characteristics of managers, power position, structural source of power) and external (e.g. industry characteristics, regulatory governance, level of economic prosperity, national culture) contextual factors and their influence, three types of managerial orientations are identified: forwarding-looking, backward-looking, and present-focused (status-quo) orientations.

The following best characterises managers with forward-looking orientations towards change initiatives under various internal and external constraints:

· They are highly effective in maintaining congruence between their own orientations with the ethos of change initiatives; 
· They are able to act rationally under various internal and external constraints; 

· They make intelligent use of financial market data, followed by effective decision making and continuous improvement in corporate governance transparency;
· They make continuous improvement to the organisation training, development and learning system as a platform to promote ethical, administrative and individual accountability, thereby inculcating organisational sustainability. 

In contrast, the frame of mind of the backward-looking and present-focused orientations seem to advocate a ‘no-holds-barred approach’ to managing change initiatives as it fails to formulate strategies to exploit organisational capabilities, identify external opportunities and mitigate environmental threats. The emerging internal and external contextual issues provide a ground for bounded and limited manager thought processes and his/her bounded computational ability. In light of the influence of contextual forces and the follow-up ineffective supervision and deteriorating orientations of such banking managers, their decision making models and actions taken during the financial crisis appear to be ‘long on glitz and short on truth’. The findings highlight the following to emerge as consequences of a backward-looking and present-focused orientation of a bank manager:

· to down play the importance of soft issues of change management;

· to utilise change programmes as effective means of achieving immediate, short-term goals but losing sight of long-term aspirations of the adopted change initiatives and the organisational sustainability; 

· to favour an over-reliance approach towards backward-looking risk models to generate more short-term profit; 

· to lose sight of the perennial principle of good management: customer as the final arbiter and raison d'etre of the organisation; 
· to abandon a change initiative as it fails to deliver immediate operational (as opposed to strategic) performance metrics; and finally
· to face potential bankruptcy or bailout. 


e) Contributions to wider ESRC initiatives (eg Research Programmes or Networks)

If your project was part of a wider ESRC initiative, please describe your contributions to the initiative’s objectives and activities and note any effect on your project resulting from participation. [Max. 200 words]
	n/a



3. Early and anticipated impacts
a) Summary of Impacts to date 

Please summarise any impacts of the project to date, referring where appropriate to associated outputs recorded on the Research Outcomes System (ROS). This should include both scientific impacts (relevant to the academic community) and economic and societal impacts (relevant to broader society). The impact can be relevant to any organisation, community or individual. [Max. 400 words]
	Scientific impact – 

- Methodological advances for the theory and practice of business management – The adopted qualitative longitudinal tracer approach has been a response to the existing ‘relevance gap’ in business and management research. This in turn offers new insights into several emerging context-specific organisational and environmental forces with further knock-on effect on management’s orientations towards a change programme (accepted - IJOPM - Emerald). 

- Empirical understanding – Advances in empirical understanding have so far been realised through the following academic practitioner-related outlets:

Refereed Journal Articles

2012 - Does management approach impede service quality? Production Planning & Control. Vol. 23, No. 7, pp. pp. 523-540.

2012 - A Learning Organization Perspective of Service Quality Operations in the IT Industry. Strategic Change, Vol. 21. Nos. 5/6, pp. 275-284

Refereed Conference Articles & Presentations 

2012 - System vs. individual influences on quality performance. The 2012 International Conference on Business and Information (BAI), 3-5 July, Sapporo, Japan. 
2012 - Achieving business excellence through change management initiatives. The 6th Quality Conference in the Middle East: Innovation Based Competitiveness and Business Excellence, 30 January – 2 February, Dubai, UAE.

2011 - The rationality of behavior during the 2008 global financial crisis: The Impact of management practices. The 25th Annual Conference of the British Academy of Management, 13-15 September, Aston University, Birmingham, UK.
2011 - Managing service operations: a new look at service quality gap. International Academic Conference of Clute Institute of Management, 10-12 October, Las Vegas, USA.  
2011 - (In)efficacy of service quality operations through the lens of learning organization perspective. The 25th Annual Conference of the British Academy of Management, 13-15 September, Aston University, Birmingham, UK. 

Creating new research capacity and networking – Active and on-going interaction with the research participants has assisted the principal investigator to effectively relate the research findings to theoretical advances and practical application in the broader filed of business management. Given such evolving and emerging networking opportunities (e.g. presentation to and networking to the Quality Scotland membership organisations during the annual award ceremonies, networking with the participants at the Kent Finance seminars, presentation at the 6th Asian Business Research Conference, networking with international banking managers in the South-East Asia – Taiwan/China and the Middle East), qualitative data collection from other sectors (which were supplier to the financial institutions or their operations were adversely affected by the recent financial crisis) has been in progress (e.g. hospitality and tourism industry; IT & telecommunication, and not-for-profit  sectors).


b) Anticipated/Potential Future Impacts

Please outline any anticipated or potential impacts (scientific or economic and societal) that you believe your project might have in future. [Max. 200 words]
	In order to make the project’s impact more effective and disseminate the research findings to maximum effect the following portfolio of activities will be taken onboard:

Scientific impact:

Making most of the existing research capacity and networking opportunities with regard to collecting data from other sectors to further generalise the research findings and ‘fine tune’ existing managerial, situational, contingency, and rationality theories.

Journal articles (conditional acceptance) 

Qualitative research in operations management: the need for theory-driven empirical inquiry. International Journal of Operations and Production Management. 
Managerial challenges of corporate social responsibility implementation in an era of financial crisis. Journal of Business Ethics. 

What sparks change programmes in not-for-profit service sector? Some qualitative evidence. Total Quality Management & Business Excellence.
Economic and societal impact

· Networking with the management of financial institutions (both deposit-taking and governing bodies of their operations) – an updated summary report of the findings will be fed back to the participants;

· Enquiry about measurable data and related evidence in support of the direct tangible impact and benefits of the research project; and

· Marinating a close working relationship with the ESRC Research Outcomes System (ROS) with regard to the upcoming outputs and impacts arising from the research project.


You will be asked to complete an ESRC Impact Report 12 months after the end date of your award. The Impact Report will ask for details of any impacts that have arisen since the completion of the End of Award Report.

4. Declarations
Please ensure that sections A, B and C below are completed and signed by the appropriate individuals. The End of Award Report will not be accepted unless all sections are signed.
Please note hard copies are not required; electronic signatures are accepted and should be used.

A: To be completed by Grant Holder

Please read the following statements. Tick one statement under ii) and iii), then sign with an electronic signature at the end of the section (this should be an image of your actual signature).
i) The Project
	This Report is an accurate overview of the project, its findings and impacts. All co-investigators named in the proposal to ESRC or appointed subsequently have seen and approved the Report.
	✓


ii) Submissions to the Research Outcomes System (ROS)
	Output and impact information has been submitted to the Research Outcomes System. Details of any future outputs and impacts will be submitted as soon as they become available.
or
This grant has not yet produced any outputs or impacts. Details of any future outputs and impacts will be submitted to the Research Outcomes System as soon as they become available.
	✓
 FORMCHECKBOX 




iii) Submission of Data
	Data arising from this grant have been offered for deposit with the UK Data Service.
or
Data that were anticipated in the grant proposal have not been produced and the UK Data Service has been notified.

or
No datasets were proposed or produced from this grant. 
Given the nature of the research topic, the primary means of data collection hinged on relevant documentary evidence, archival records and frequent informal discussion with the research participants over the course of the research projects. All cases were visited on many occasions and frequent informal conversations and discussions with the participants were held to get an update on the process of change programme.  The nature of the research project and its sensitivity (the widespread perceptions of declining quality of service offerings as the direct outcome of the ‘incompetence’ and 'irresponsibility' of the upper echelon management team), did not allow a more structured approach to data collection to warrant a usable dataset for others. However, we are now in the process of engaging with the research participants and any resulting outcomes and impact evidence will be presented to the ESRC in a timely manner (one year per ESRC policy).

	 FORMCHECKBOX 

 FORMCHECKBOX 

✓


	Signature: 
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Name:
Ebrahim Soltani






Date: 31/3/2013


B: To be completed by Head of Department, School or Faculty

Please read the statement below then sign with an electronic signature to confirm your agreement.
	This Report is an accurate overview of the project, its findings and impacts.

Signature:[image: image3.jpg]



Name: John Mingers
Position: 


Director



Date:2/4/2013


C: To be completed by Finance Officer of Grant-Holding Research Organisation 

Please read the statement below then sign with an electronic signature to confirm your agreement.

	ESRC funds have been used in accordance with the ESRC Research Funding Guide. All co-investigators named in the proposal to ESRC or appointed subsequently have seen and approved the Report.

Signature:[image: image4.emf]
Name: Jenny Rafferty
Position: Research Accounts Manager 



Date: 2/4/2013
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