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ABSTRACT

Business organisations are experiencing organisational change from time to time and these change
processes affects employees’ overall performance at work. The employees, managers and other
supervisors that are engaged in constant and frequent running of the organisation have to be able
to adapt to organisational changes as they occur. In Nigeria, there are various ways in which
organisations inspire their employees to achieve optimal bank’s performance. As a result, this
research focused deeply on the effect of organisational change on business performance of Zenith
Bank, Lagos Headquarters, Nigeria. Two (Kurt Lewins Change Theory and John Kotters 8 Step
Change Theory) theories were used to explain the issues raised. The sample frame includes the
permanent staff and contact staff of Zenith bank, headquarters Lagos. The data used for this study
is obtained from primary (structured questionnaire) and secondary sources (online web pages,
journals and articles). Data was analysed using regression method to predict the impact of
organisational change on bank’s performance. A total number of two hundred and eighty-one
(281) copies of questionnaire were administered during the study with 87% response rate. The
results derived from this study shows that strategic change significantly affects market share;
technological change affects customers’ satisfaction; structural change affects profitability; and
process-oriented change affects the service quality of the selected bank. The study concludes that
change management has an impact on organisational performance of the selected bank. The study
recommends that banks adopt the latest technology and ensure clear and transparent
communication of change policies to employees. Also, managers should keep making their
employees to be conversant with the organisational change dimensions so as to have an enhanced
bank’s performance.

Keywords: Change, Market share, Performance, Process-oriented change, Service quality,
Strategic change, Structural change, Technological change
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