



Contents

1. Introduction	2
2. Literature Review	3
2.1 Types of Organizational Change	5
1.1	The ability of organizations to adapt with changes	7
3. Organizational Change theories	8
4. Resistance Against Change	9
4.1  Empirical Studies	11
5. Organizational change in the banking sector-Albania Case	13
1.2	Types of organizational changes in Banking Sector	15
1.3	Leadership and organizational change	17
1.4	Costumer Service	17
1.5	Culture  and organizational change	19
1.6	Communication and organizational change	20
1.7	Technology and organizational change	20
1.8	Conclusion	22






[bookmark: _Hlk8161937]	
[bookmark: _Toc516013070][bookmark: _Toc8679197][bookmark: _Hlk8239320]1. Introduction
[bookmark: _Hlk8131525][bookmark: _GoBack] Organizations are quite different in terms of size and products that they offers but all have a common characteristic, the need for change. External or internal factors can cause changes in organizations.  Most of the scholars agree that change is turning into a normal activity for organizations and the speed of change is growing. The main changes that can occur in an organization are associated with technological changes, organizational capabilities and human. Some of the key factors that promote change in organizations are: increased market competition, globalization, reduced barriers to entry into several markets as a result of the Internet and the e-business, the need to respond faster to customer needs, mergers and acquisitions , innovation, technology, reorganization, decline in sales or market share, etc. Some individuals are the first who recognizes the change. When they discover the need for change, they show  this need to other individuals in the organization. But to have  people's engagement, the need for change should be communicated as something urgent. Organizational  change occur because their surrounding environment changes all the time. Making changes and managing this process has always been important for organizations. In business’s  environment, organizations face different types of changes. The ability to manage change is considered an important component of the organization's ability to compete successfully. The process of change is a natural process and organizations will continue to change in order to remain competitive in the market. There are different types of change that an organization can undertake. The most important is that managers know and understand these types of changes in order to design effective change plans. Furthermore, different types of change have different impact on the organization and provoke different reactions to people. If people feel threatened by change then they will spend more effort to overcome this problem than to carry out their duties in the organization. Their resistance to change can turn into a barrier  the realization of change. Apart from the type of change, the management of the change process is very important. There are many models of change management  that vary in terms of the number of stages they provide for managing the change and the level at which they are implemented. The most popular models come from Lewin (known as the earliest model on which other models are based) and Kotter's (which is considered a classic in the field of change management). But in reality there is not one model that can be considered the best.

[bookmark: _Toc8679198][bookmark: _Hlk8238998][bookmark: _Hlk8240998]2. Literature Review

Managing change is an important issue in business environment which is constantly changing. The attention on the organizational change is continuously by both researchers and management. Nowadays organizations  are working on  dynamic environments, where change is fast and frequent.According to Burnes (2009) organizational changes is an important component and represents  the organization’s ability to compete successfully in the market. All organizations need to change in order to remain competitive in the market and to meet the consumers need. As it is stated by Okumus & Hemmington (1998) organizations should learn to manage changes in order to survive in a market where competition is very aggressive. The organizational change process has been explained by Lewin (1951). According to Lewin’s ( 1951) organizational change model has three stages : unfreeze, change, freeze. In the first stage the organization starts to understand the need for change. At this point it starts to get ready for change. The model suggest that change is a long process. During the second stage, transition the change occur, people undertake actions in order to make the necessary changes. The last stage of change model suggested by Lewin (1951) is freezing. In this stage the change has already happened, the organizations start to build stability.The ability to manage changes  seen as a power of successful organizations. Change is not an easy process for organizations, the majority of the efforts to change faces with problems, a longer time than it was predicted, the cost in terms of money is very high etc. Do not exist only one definition for organizational changes. According to Burnes (2009) managing change does not lie only in one discipline but in a variety of disciplines and this is reason why we do not have only one definition for managing change. ). The ability to adapt the internal policy of the organization to the external environmental requirements is critical for the survival of the organization in a rapidly changing environment. Furthermore understanding of the organizational environment is seen as a necessary competence for achieving successful change in organizations (Burnes 2004). Organizational environment factors include the external environment and the internal environment.

According to Balog & Hope Hailey (2008) exist two schools of thought that explains how changes occur in organizations. According to the first school, the organization is constantly changing as result of of changes in the environment where it operates while according to the second school change in the organizations occur according to punctuated equilibrium theory. There is not empirical evidence that support one support one school of thought more than other. Balog & Hope Haley (2008) suggest that both models are applicable in different  types of organizations. Thus, the punctuated equilibrium model applies to those industries where changes  occur less frequently and  is not necessary for organization to remain competitive. In these industries  organization may continue to be competitive even  without making significant changes over a long period of time. While continuous change model  is applicable in organizations that  operate in industries where the speed of change has a significant importance because they operate in industries where competition is very high  and  change is needed for survival.

Despite that literature suggest that more change is always good for the organization. Stensaker et al. (2001) argues that too much change can be dangerous and have consequence for the organization. He concludes that excessive change occurs when (1) the organization undertake some changes that often are  in conflict with each other (2) when introducing new changes before the previous changes are completed and evaluated without leaving time for the collection of profits. Consequences are expressed in the form of individual reactions (such as stress, dissatisfaction, lack of motivation, etc.), organizational implications ( chaos in the organization, dismissal of managers, etc.) and performance impacts (such as failure to implement change or loss of effectiveness). 
During the implementation of change, managers should reward risk taking and incorporate new behaviors in the organization's daily operations. Meanwhile, Beer & Nohria (2000) argue that there can be no radical changes in the organization that do not involve changes in reward systems. According to Palmer et al. (2009), rewards should include recognizing those who exhibit behavior that match the needed change. This encourages individuals to reinforce these behaviors and at the same time is a message to others on organization. Personal rewards serve as a powerful "invisible hand" to change behaviors and promote change. A large number of the academic research indicates that a good reward system promotes desired behaviors and discourages unwanted behaviors. But rewards alone cannot bring  the desired change if it is not combine with other elements, such as people responsible for change should have the knowledge, information and power to bring about change.
[bookmark: _Toc8679199][bookmark: _Hlk8676035]2.1 Types of Organizational Change

With globalization, technology advancement etc. environment where organizations operate has become very complex, as result even changes that organizations should implement are more complex nowadays. So it is important  that  organizations  before undertake changes actions they to know what type of change should they implement. De Caluwė & Vermaak (2003) has used five colors to describe the way how managers see changing process. 
· Yellow- Print Thinking, changing is seen  from a socio-political point of view. This assumption is based on power of people, their talent   and the forming  of coalitions. 
· Green- Print Thinking, from this point of view change aims  is learning. Changing process allow people t to create  an environment where people can experiment with new behaviors and strength their learning abilities.
·  White-Print Thinking, from this point of view  managers observe what caused  changing, provide tools, remove obstacles, and train people. 
· Red-Print Thinking, changing is seen from HR point of view. The main is training of people ,help them to develop their skills and talents.
· Blue-Print Thinking, from this point of view changing is a process planed in detail. Every step in changing process is monitored by changing agent who is an expert.



According to the organizational levels we have the following changes type: 
· Individual-level change 
· Group-level change 
· Change at organizational level 
The way in which change affects individuals differs from the way the groups are affected and by the way the system as a whole is affected (Burke 2008: 22). Changes at the individual level are implemented to help the organization move to the new direction. They focus on activities such as recruitment, training etc. At group level, the changes focus on activities such as creating teams . While on the organizational level the change focuses more on aspects such as mission, strategy, structure and culture.

Despite of the type of change, its implementation in the organization is an important moment. The literature of organizational change  is not clear regarding which model of organizational change should an organizations implement. Even managers are confused when evaluating which models should they use. According to Burke (1994) exist three criteria that need to be considered by managers when choosing a model: (1) the organization needs to understand the model  and to be comfortable to work with it. (2) the model must be adapted to the organization as soon as possible; (3) the model should be comprehensive in order to enable data collection according to model parameters without losing important data.

[bookmark: _Hlk8682918]The type of change and the process of change should be defined by the organization's environment, the internal (including culture, skills, resources and policies) and the  external  environment (Balog & Hope Hailey, 2008). If the change process is the 'source' of the analysis then the environment around this source is an important part of the study (Pettigrew et al., 2001). The ability to adapt the internal policy of the organization to the external environmental requirements is critical for the survival of the organization in a rapidly changing environment. Furthermore understanding of the organizational environment is seen as a necessary competence for achieving successful change in organizations (Burnes 2004). Organizational environment factors include the external environment and the internal environment. "The external environment includes the economic, social, political and sectoral environment in which the firm is located, while the internal environment refers to the characteristics of the structural, cultural, and political environment through which ideas for change change" (Pattigrew, 1990). These factors serve to answer the question 'why' change is necessary and influence organizational effectiveness. Walker et al.,( 2007)  concludes that  organizations have little control over the external environment but must make changes in response to their requirements. Perceived environmental change presents less threats when managers understand its effects even though the frequency and degree of change may be high.
[bookmark: _Hlk8676573][bookmark: _Toc8679200]2.1 The ability of organizations to adapt with changes

Organization ability to adapt with change is a dynamic capability that has been analyzed  and tested by many scholars. Judge & Douglas (2009) carried out two empirical studies to test  the organizational capacity for change. In the first study they collected data from 3725 employees in 161 organizations from different industries for the period 1999-2005. The second study conducted in 2005, data was collected for 51 organizations within the same industry. The result was the creation of a valuable and reliable instrument with 32 units that characterize 'organizational ability for change'. According to them, this instrument can be used to prepare and improve the organizational change process. If an organization has been able to adapt successfully  with the change in the past  increases the organization's ability to successfully adapt with the change in future. According to Devos et al. (2007) employees tend hesitate to support new changes in the organization if organizational changes have failed in the past.

Beer and Nohria (2000) found that about 70 percent of change initiatives fail. Some of the  reasons for this failure are as follows: The main element for achieving a significant change is the change of the  ways of thinking . Companies resist new  changes with a high dose of emotion Managing change is challenging it requires commitment from leadership, ineffective leadership may led to filature of change. Good communication and transparency is needed in order that employees to be willing to undertake some  risks that it is associated with organizational change. The change should be realized in the long term, intensive change periods should be followed by stability periods in order to reach a major transformational change . The shifting of the steps  at any of the stages may have a negative impact. and there is a general opinion that it may be easier to create the necessary conditions for change in new organizations than in existing organizations.






[bookmark: _Toc8679201][bookmark: _Hlk8161473]3. Organizational Change theories

[bookmark: _Hlk7468018]Finding out  why organizations change has been an important issue for management researchers and many other disciplines. Van de Ven & Poole (1995) in their study critically a reviewed the literature of organizational change in different disciplines. Their search resulted in 20 different theory of change processes, which they devided into four  schools of thought: life cycle theory, teleological theory, dialectics theory, and evolution theory.
· Life cycle theory: According to this theory, change is inevitable, which means that every organization has a form, program or code that regulates the change process that enables the organization movement   from a starting point to an ending point. The change process according to this model follows a certain set of stages, where the characteristics collected at the early stages are carried in the later phases and these phases are related to each other. Each stage of development is connected with the following phases.
· Theological theory: this theory explains the development of organizations  based on the idea that 'purpose is the final cause to lead the movement of an organizations, or in other words, the organization moves towards a final goal or aim. According to this theory there  the process of change do not follow a certain set of stages. In this model the emphasis is on the conditions needed to achieve the final goal. The environment and resources of the organization affect the fulfillment of the goal. 
· Dialectical Theory: according to this theory organizations  exist in an environment where opposing forces and values ​​compete for dominance. These opposing forces can be internal (different groups have different interests) or external (where organizations 'fight' with each other). Change occurs when opposing forces gain enough power. The main idea behind this theory  is the existence of two or more different organizations that represent opposing forces  face a conflict with each other  but this conflict not necessarily lead to creativity.
· Evolutionary theory: according to this theory as in biological evolution, change occurs through a continuous cycle of variation (creation of new forms of organizations), choice (which occurs mainly through resource competition and the most suitable units) and preservation (forces such as inertia, holding or retaining certain organizational forms)

[bookmark: _Toc8679202]4. Resistance Against Change

As it is discussed above  change is becoming increasingly important in the business environment. According to Kirkpatrick, the management  of change has two stage: first, what changes need to be made and how will this change be the acceptance from the people involved in the change. According to Coetsee (1999) managing change involves accepting change and its outcomes from all that are involved and influenced by it, as well as effective management of resistance to change.  In the management literature  employee resistance to change are recognized. This happens  because change often creates insecurity and requires new learning and behavior. Resistance to change in general can be divided into two forms: resistance due to organizational characteristics and resistance due to personal characteristics. Many researchers see resistance as a normal response to change, but others see it from a different point of view, according to  Gravenhorst K.B., (2003) resistance is a response to the methods of change used that exclude main participants from the process of change. In other words  people do not resist change but  they resist the fact that they are excluded from the process of change that affects the organization and their work. Resistance to change is defined as ‘’employee response to the treatment they receive during the change process and management control’’ (Coetzee & Stanz, 2007). While Zaltman & Duncan (1977) defines resistance as 'any behavior that serves to maintain the status in the face of pressure to change this status.
Different authors give some reasons why people resist change. Among them can be mentioned: 
· Self-interest, for example, fear of loss of work or fear of loss of status. 
· People have not been consulted about the change or have been consulted but their opinions are not taken into account. 
· People do not understand the reasons of change, believe that change will not be good
· People are afraid that change brings more responsibility and work, so they feel overwhelmed that they are afraid of failing their new duties. 
· People do not feel the need for change, they have low tolerance to change. People are afraid they lack the ability to they really do not have the skills to perform the new tasks.

Organizations that take actions  to reduce resistance are likely to manage the process of change more effectively. Resistance can be overcome if focus is on the human side of change (Mowat 2002). If people feel threatened by change then they will spend more effort to overcome this problem than to carry out their duties in the organization. Resistance can be a barrier, but if the managers hear those who  resist the change and give them an opportunity to involve  in the process they can turn resistance into an advantage and achieve better long-term results  Smith (2005). There are some methods that organizations can undertake to overcome resistance to change.
Education and communication: this method helps the employee understand why change is happening.
Participation and involvement:  people are involved in attempts for change are more likely to accept change than to resist it. 
Facilities and support: employee support by managers helps them overcome the fear and anxiety that accompanies the transition)
 Negotiation: when a group is strong enough to resist change then it may be given incentives not to resist change
Manipulation: through this method, the leaders of those who resist change to participate in change efforts are given symbolic role in decision-making without affecting the effectiveness of the change process 
Obligation: Managers oblige employees to accept the change by showing that resistance to it can lead to their transfers, failure to provide promotions, loss of jobs, etc.

[bookmark: _Toc8679203]4.1  Empirical Studies

They are a are a large  number of studies that attempt to find out the impact of organizational change on enterprise’s performance. Empirical studies show that organizational changes variables have a direct impact on the enterprises performance These studies have analyzed the effect of organizational change types ( leadership, employee motivation, culture, etc.) on enterprise’s performance. Many empirical studies on the management of change have been criticized. Szamosi & Duxbury (2002) conducted an empirical study  that analyzed telecommunications company. The study aimed  identifying supportive and non-supportive organizational behaviors. The findings suggested that when the organization takes supportive behaviors to change the  impact on outcome variables is positive. While when organization undertake non-supporting action, the impacts are negative for the employee and the organization. As the study was conducted in a single organization, these findings cannot be used to generalize the results. Alas (2007) in his research paper analyzed the effect of organizational changes in the transition economies. He analyzed four four factors of organizational changes: type of the change process, environment and willing to change. According to Alas changes in institutional environment cause change in organization. Meanwhile change type, change process and willing to change effect organization’s success. In the article it is not mentioned how success is measured. Also even Walker et al., (2007) studied the relationship between the type of change, change process, the environment, individual differences and emotional response to change (emotional commitment). According to the authors, the value of their study lies in the fact that it integrates four important common factors for all change efforts (type, environment, process, and individual differences) and shows how these factors interact to influence the success of change. The success  is measured only by the emotional response (commitment) of those affected by change.

Studies show that many efforts to change have failed due to ineffective participation of employees in these efforts (Alas 2008). Starting from the distribution of power, organizational change can be seen as led by managers and participants. In the first case most of the power remains with the managers. While in the participatory change, power and responsibility are shared between employee and management. Participation encourages employees to participate in finding data, analyzing them, developing a strategy, and evaluating results. In a study conducted with about 241 managers of a large telecommunications company, it turned out that there was a positive and significant connection between participation and achievement of change objectives. Some managerial implications of studying were: • The broad involvement of members affected by change is related to the success of implementation. The collaborative climax resulting from participating as a member of a project or team is an important mediating factor that connects the participation to the success of implementation. Seniors may choose the autocratic or participatory implementation process based on the costs and benefits associated with participation (Lines 2004).





[bookmark: _Toc516013077][bookmark: _Toc8679204]5. Organizational change in the banking sector-Albania Case

[bookmark: _Hlk8425822][bookmark: _Hlk8679881]The Albanian banking system started to develop in 1992, when commercial banks were first established. Today banking system of Albania consists of the central bank (Central Bank of Albania), commercial banks and microfinance institutions. The Albanian banking system began to develop with the structure of the market economy in 1992, when the banking system was first established. Over the last 30 years, significant progress has been made in banking sector, through the expansion of new private banks, the privatization and restructuring of state-owned banks, the enhancement of the banking network, the improvement of legislation and the development of high technology. For several years, the banking system in Albanian economy has been characterized by a significant increase in banking activity. Banking sector is one of the sectors that faces more organizational changes. Technology advancement in banking sector requires many organizational changes. In recent years, the banking system in Albania has developed significantly, extending the range of services and products to customers through direct channels such as telephones, automated counters and especially the Internet. From the collection and analysis of information published by banks on their websites, it appears that the presence of banks has increased in several electronic service delivery channels for customers, direct channels such as ATM, Phone Banking, Internet Banking and Mobile Banking.

All organizations need to change in order to remain competitive in the market and to fulfill the increasing needs of their clients. To survive such an environment where competition is very aggressive, organizations need to learn to manage change. Banking sector is one of the sectors that faces more organizational changes. Technology advancement in banking sector requires requires many organizational changes. There are different changes model that examine the change implementation. In recent years, banking sector has gone under a reorganization period, it has become more oriented towards customer service, in order to increase profits. This has led to a change of marketing policies as well, orienting the need for personalization of the bank-customer relationship. Managing efficiently relationships between costumers and bank require methodologies, tools and techniques that allow the collection of data and information as well as their evaluation, keeping them in an organization organized according to the decision-making of the business. In a study conducted with 41 companies in Estonia (where 1398 individuals participated) to understand factors influencing employees' willing to participate in the process of implementing change in the organization, resulted :  People with certain professional interests (in difference from those who do not show professional interests) exhibit higher outcomes in participation. The higher the position in the organization or the education the higher the participation. Young people show more willingness to participate than their older colleagues.  The organizations with highest participation in are those who worked for 4-5 years in organization. Men showed higher participation rates than women. Most of the studies  show how to apply the change successfully, more empirical research is needed to test these connections. For the organization it is important to focus on measuring  change process for two reasons: (1) it is a tool for monitoring the progress of change; (2) The things that are measured have a significant impact on the way how people work. According to Kotter & Schlesinger (2008) managers can improve the chances of success by  monitoring the change implementation process. This monitoring is necessary to detect unexpected situations that may affect the process. Oakland & Tanner (2007) in their study analyzed 28 organizations to assess the factors that led to a successful change. From the study it turned out that performance metrics play an important role in supporting change. Performance measurement plays an important role before and after change and enables control during change.


[bookmark: _Toc8679205]5.1 Types of organizational changes in Banking Sector 

[bookmark: _Hlk8680267][bookmark: _Hlk8680373]Technology advancement and globalization have increased the need for change in almost every sector of economy. Banks operate in a very competitive environment. The competition in the banking sector has highly increased the  demand for more efficiency. The competition has change the way how banking services are delivered nowadays. Improvement in the banking sector services aims to meet the increasing needs of customers and stakeholders needs. Consumer behaviors are in continuous evolution, under the influence of economic, social and cultural factors. To respond changes in a such complex environment, banks has to intervene in at least three multi-channel strategies: Investment , investments should be focused on adapting to customer choice, with regard to the use of the various distribution channels available to the bank. Organizational, it is necessary to include a flexible model that allow  a quick adaptation of the relationships between different channels; -the human resource, as a result of the evolution of consumer choices that use multi-channel, staff / operators should be characterized by an ability to adapt in terms  of professional skills and social relationships. Changes in the banking sector we can divide in three main groups:

Demand-Drive Changes: The financial system where financial intermediaries and banks operate are on continuous  development. From the client's point of view, the internet is being  increasingly present to our life every day. The change in the lifestyles and the gradual introduction of the new technologies in our life has changed bank’s distribution channels and enabled us to have information provided by banks by avoiding the physical presence in the bank as well as waiting time and  limited time schedules of the banks. Growing competition in the banking industry has brought to the attention of the leaders, they have implemented of differentiated and innovative policies in the support of services, where an important role takes the development of appropriate distribution structures.

Offer Drive Changes: Nowadays banks  are facing an increasing competition without geographical and sectoral boundaries. With the introduction of services through the World Wide Web  banks are increasingly being threatened by telecommunications companies, Internet Service Providers, and software manufacturing companies that are developing and providing integrated services for making payments to their customers (payments on the Web through debit and credit cards, provided by telecommunications companies). The characteristics of the clients and the competitive environment, makes the bank to strategically reorganize its  business processes in order to maintain the role of the intermediary. It is important to maintain a consolidated and sustainable relationship with the customers and fulfillment of their needs through traditional and alternative channels. In addition, banks provide online transactions for both companies and individual customers, thus protecting their positions against competitors.

Changes Driven by Distribution: Banking services and their distribution methods present features that benefit, through the development of the internet distribution channel, both logistically and informally. The intangible features of financial services and digitalization of banking activity. Thus, starting a placement for a bank-by-bank is a financial one that provides financial services to customers through information and telecommunication technologies, without having contact with branch staff. From the distribution point of view, we have a one-to-one relationship with the traditional channel (service) used by the bank. When it comes to bankruptcy, the client is provided with a banking service but without the basic elements of the bank, so we are aware of the structure of the traditional bank and the client-bank contact. The distribution banking channel is a combination of organizational and technological solutions that allow the customer to seek the required service. The basis for this process is the stories and the information. Of course, the introduction of advanced technologies allows banks to improve the distribution aspect. One of these is the bank-client relationship that necessarily needs to be the presence of both parties. Generally speaking, the client-to-client ratio is a very interactive one, since the moment the purchases of banking services by the users of these services belong to the immediate administration of these persons (financial aspect), so a careful evaluation and a constant monitoring of these solutions are needed.

[bookmark: _Toc8679206]5.2 Leadership and organizational change

Leaders are executives that ensure the overall direction of the organization and serve as patterns of behavior for employees. According to a study conducted by Gilley et al., (2009) leaders who pay attention motivation and communication have more opportunities to apply the change successfully. Leaders should apply these skills (motivation and communication) in the business environment and translate them into visible actions that   influence change positively. If leaders do not pay enough attention to these skills, then their organizations will be part of  the failure statistics from the changes. Some of the skills that  leadership should have  during the organizational change process are: Ability to deal proactively with resistance and to deliver vision and coherence.
• the ability to motivate and overcome resistance. Under these circumstances, individuals engage in sincere efforts in order to reduce the inconsistencies and return to a position where organizational features and processes are understandable and maintain a degree of predictability  in which leaders and actors facilitate the process of change, determine the pace, and the later results of this process . 






[bookmark: _Toc8679207]Costumer Service 

The relationship  between costumers- bank has arisen the interest of researchers for many years. Everyone tries to interpret it according to their needs, beliefs and interests. This relationship has been part of organizational changes in recent years. Nowadays we do not have any more the traditional relationship between  bank and clients. In the past this relationship was only face to face in the bank branch. Technological advancement changed the way how banking services are offered costumers. Costumer service is an important factor of success in banking sector. In order to improve this relationship banks have designed special systems. Customer Relationship Management (CRMs) are systems designed to respond a personalized relationship between customer and bank relationship. These systems help for the assessment of large information  that banks have  in clients’ files .Furthermore, what it is known from the experience in this field results that the main advantage in the implementation of these systems is not only to personalize the bank-client relationship, but also the benefit from the reorganization and use of significant information (social-demographic and integrity) , information that the banks have always been aware of, but they have not used . Over the past years, the banks' clients have been served in the  bank desk service or in the traditional ATM counters for bank’s services. With the transition from traditional methods to CRM methods we see reduce int the usage of the traditional methods of the service, and an increase automated processes. Obviously, the implementation of these systems has  high costs and it is time required. The internet  has enabled banks to offers  products and services in the most convenient and economically way, by contacting a larger a number of potential users of bank services, Among the important elements that characterize the new systems, special emphasis is placed on the concept of "multi-channel". The term "multichannel" means the most technically advanced presence, through which banks are presented to current and potential customers. By using the multi-channel distribution models, the banks have the opportunity to  expand through a range of channels, which facilitate the distribution of products and services. Multichannel distribution models guarantee customers the opportunity to contact the bank at any time, across the street, choosing the means to obtain information or complete transactions with their own.

[bookmark: _Toc8679208]5.3 Culture  and organizational change

Culture is significant  factor not only in achieving organizational goals, but in attracting and retaining desirable workers, creating a positive public image, and building respectable relationships with stakeholders. It is also important important, that culture be in harmony with the goals and aspirations of the organization. Organizational culture  has powerful effects on the way how  organizations think and behave. From this it can be concluded that it is crucial having the right kind of culture, that suits the type of organization, (profit, nonprofit) and helps the organization to be effective and successful. Despite that they do not agree on the details of how culture effects an organization, most  of scholars who have researched in this area agree that culture has a significant impact on organizational effectiveness as well as the competitive advantage and at the same time it offers a competitive advantages. Spreier (2006) has identified six culture factors effect performance :
Flexibility, employees perceive rules and procedures as bureaucratic or unnecessary, people think they can get new ideas. Responsibility, people feel free to work without asking their manager’s support all the time. Standards, people perceive that the company emphasizes excellence, it is set at a high but accessible by everyone and managers require employee  to make effort to achieve high standards. Rewards, people believe that regular, objective feedback is given and therefore rewarded. Clarity, employees know what managers  expected from them and understand how their efforts relate to organizational goals (which are supposed to have a stronger link to productivity). Team Engagement, people  are proud of belonging to a team or organization and believe that everyone is working towards the same goals.
 Empirical results regarding organizational change and their impact on the organizational effectiveness of second tier banks in Albania showed that there is a strong relationship between organizational change in communication and performance. Which implies that collaborations for change have an impact on organizational effectiveness, so having a good performance in the secondary banking sector, it is recommended that the changes be collaborative and with the approval of the employees of this sector so that the resistance to change is small or not at all present to allow for a positive, coherent and sustainable in the organization which leads to organizational effectiveness, in the event of counter-managers would encounter employees together, problems that adversely impact the effectiveness of a bank at this level.

[bookmark: _Toc8679209][bookmark: _Hlk8597304]5.4 Communication and organizational change

Communication is a key factor in organizational change. Communication enables managers to discuss organizational ethics issues. According to Larkin & Larkin (1996)  are supervisors that should communicate  every change in organization. Creating appropriate communication channels to facilitate communication in the organization is critical to the success of change, because it helps reduce resistance, facilitates information exchange and supports employee relationships. According to Mercurio (2006) communication is the most critical factor that will affect any change. High management communication is seen as a powerful tool to secure commitment and achieve consensus on change  .Also it is considered one of the +most important factors in the process of change because it helps to reduce resistance to insecurity and increase involvement and commitment of contenders.



[bookmark: _Toc8679210]5.5 Technology and organizational change

The characteristic feature in recent years is the use of technology, in order to design the services of the bank even outside the country. Electronic data exchange, online payment systems, in-house banks, the Internet and, ultimately, mobile telephony, all of these not only bring about a change in the physiognomy of the traditional banking services, but also constitute an innovation instrument for the organization and business process reorganization. Some banks tend to pursue experimental-based strategies only in a part of the territory, pushing (at the same time) the "phase" of technological change until the second subdivision when the appropriate conditions are established. Other banks imitate the most innovative banking movements in an effort to maintain the quality of service provided in line with that of competitors. So, it can be said with absolute certainty that technology is considered a variable strategy and as such should be managed by the bank's management levels, and not just by field specialists, as usual.














[bookmark: _Toc8679211]6 Conclusion

Change is  one of the most important management challenges in the 21st century and the ability to manage it is considered an important component of the organization's ability to compete successfully in the market. Most of the scholars  agree that change is turning into a normal action for organizations as the speed of change is growing. Some of the key factors that promote change in organizations are: increased market competition, globalization, reduced barriers to entry into some markets , the need to respond faster to customer needs, mergers and acquisitions , innovation, technology, reorganization, decline in sales or market share, etc. The need for change  has increased significantly for organizations, but it is not an easy process. In reality, the rates of change fail are quite high and associated with high cost to the organization. Some of the factors that negatively impact the results of the change or cause its failure are: inadequate attention to human issues, poor leadership, poor planning of change, ignoring cultural aspects, lack of communication, lack of participation, no attention appropriate to the complexity of change processes, etc. The high rates of failure of change give rise to the need to study factors that can effect the success of change. Different studies  have mentioned the following factors  as factors that impact in the success of change  : communication, vision communication, clear goals, leadership, employee participation, provision of resources to support change, etc.

The Albanian banking system began to develop with the structure of the market economy in 1992, when the banking system was first established. Over the last 30 years, significant progress has been made in this system, through the expansion of new private banks, the privatization and restructuring of state-owned banks, the enhancement of the banking network, the improvement of legislation and the development of high technology. The rapid technological developments that have taken place in the last two decades have changed the behavior of costumers that receive bank services . Nowadays more people have access to the internet and use it more and more for different issues. Banking products, being not a good material, cannot be subject to standard differentiation policies that are applicable to any good material marketed and can easily bring to the attention of the consumer its physical characteristics. Banks operate in a very competitive environment. The competition in the banking sector has highly increased the  demand for more efficiency. The competition has change the way how banking services are delivered nowadays. Changes in the banking sector we can divide in three main groups: Demand-Driven changes, Offer-Driven Changes and changes driven by destribution. The main organizational changes that banks have implementet are organizational changes in leadership, organizational changes in customer service, organizational changes in communication and organizational changes in technology. 
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