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Purpose – This study aims at analyzing which knowledge, skills and abilities (KSAs) employees currently possess 

that contribute to successful organizational change, which KSAs they need to possess in the year 2025 and how 

managers of large organizations can bridge this potential gap between as-is and to-be KSAs in order to reduce the 

failure of change initiatives. 

Methodology – In order to reach this purpose firstly a literature review was conducted in order to understand how 

KSAs of employees affect the success of organizational change. Afterwards, a Delphi study, which included two 

questionnaire rounds, has been performed. This is because Delphi methods are used as forecasting technique and 

this research sought to find out the future requirements of employees’ KSAs to reduce the failure of change 

initiatives as well as which methods to use in order to bridge these potential gaps.  

Findings – With the help of the Delphi study it was found that there is a gap between the current possessed KSAs 

and the needed KSAs for the year 2025. Experts agreed on these KSAs and found out that these gaps can be 

bridged through training and development as well as through recruitment.  

Limitations – There are limitations that one should have in mind when considering the results. The response rate 

was relatively low and therefore the whole Delphi study included only six respondents. Moreover, the time frame 

was very strict and limited and therefore just two rounds of questionnaires were possible.  

Practical implications – Organizations should start to analyze the KSAs of their workforce, which are important 

for successful organizational change. Moreover, the companies should start investing in programs to develop and 

train their current workforce or hire new personnel who possess these KSAs.    

 

 

Supervisors: Dr. Sjoerd van den Heuvel and Dr. Anna Bos-Nehles  

 

 

 

Keywords 
Change management; organizational change; AMO-Model; knowledge; skills; abilities; Delphi method; 

 

 

 

 

 

Permission to make digital or hard copies of all or part of this work for personal or classroom use is granted without fee provided that copies are 

not made or distributed for profit or commercial advantage and that copies bear this notice and the full citation on the first page. To copy 

otherwise, or republish, to post on servers or to redistribute to lists, requires prior specific permission and/or a fee. 

 

5th IBA Bachelor Thesis Conference, July 2nd, 2015, Enschede, The Netherlands. 

Copyright 2015, University of Twente, Faculty of Management and Governance. 



1. INTRODUCTION 
“Every individual experiences change in a unique way.” 

(Bouckenooghe, 2010, p.501) 

Nowadays, the world in which an organization is embedded in 

will continuously change. Therefore, an organization can just 

survive when it is able to adapt to these changes (Cameron & 

Green, 2012; Gordon, Stewart, Sweo, & Luker, 2000). However, 

there is substantial evidence that around 70 percent of the change 

initiatives in organizations fail (Hughes, 2011; Burnes, 2011). 

With respect to this the question is raised – why do so many 

change initiatives fail?  

Researchers often consider employees to have the key role in 

determining the success or failure of change initiatives 

(Bartunek, Rousseau, Rudolph & DePalma, 2006; Oreg, Vakola 

& Armenakis, 2011; Fugate, Prussia & Kinicki, 2012). A 60-year 

review of Oreg et al. (2011) implies that a main determinant of 

successful organizational change is how the individuals react on 

the change. With respect to this, employees’ attitudes towards 

change are very important for every organization and can be key 

to competitive advantage (Cardy & Selvarajan, 2006). Therefore, 

most organizations value employees who are willing and able to 

respond positively to changes (Oreg, 2003). Hiatt and Creasey 

(2003) also emphasize that successful organizational change is 

dependent on the people in the organization. Some employees are 

able to change more quickly than others. Therefore, successful 

organizational change can be called an individual phenomenon, 

which means that the individuals in an organization influence if 

change is successful. Already since the 1940s scholars have been 

studying the reaction of employees towards change situations in 

organizations. Each employee experiences change situations 

differently (Bouckenooghe, 2010). For some employees change 

means advantages, benefits and joy but for others it is connected 

with disadvantages, stress and suffering (Bouckennooghe, 2010). 

Additionally to that Oreg (2003) emphasizes that specific reasons 

for resistance of change are often obvious. Employees may for 

example not understand the necessity of the change and do not 

like to change because they assume that change will make their 

situation worse. Nevertheless, Oreg (2003) also underlined that 

even when the change is in the employees’ own interest some 

individuals seem to resist. Oreg (2003) found out that some 

characteristics of the employees have an influence on successful 

organizational change. He emphasizes that people are more likely 

to resist change when they possess six common characteristics a) 

reluctance to loose control, b) cognitive rigidity, c) lack of 

psychological resilience, d) intolerance to the adjustment period 

involved in change, e) preference for low levels of stimulation 

and novelty, and f) reluctance to give up old habits (Oreg, 2003). 

Therefore, successful change is to some extent dependent 

employees’ abilities. However, successful organizational change 

is not just dependent on the abilities employees possess but also 

on their knowledge. Employees need to have specific business 

knowledge to be able to change successfully. There are a lot of 

people that did not grow up at a time when organizational change 

was common. Therefore, they are not that prepared for change 

situations and the risk is higher that change initiatives fail 

(Kotter, 1991). Holbeche (2009) also emphasizes the need for the 

right people in knowledge, which means that employees have to 

possess specific kind of knowledge in order to be valuable for an 

organization. Moreover, for successful organizational change 

employees need to have specific skills. Kotter (1991) underlines, 

for example, the need for good communication skills in order to 

facilitate two-way discussions. This is of high importance 

because it helps people to answer their questions during change 

situations and therefore make things during the change clearer. 

These three elements, namely KSAs, are part of the AMO Model 

(Appelbaum, Bailey, Berg and Kalleberg, 2000). This model 

underlines that people perform well in an organization when 1) 

they have the knowledge, skills and abilities (KSAs), 2) the 

motivation and 3) the opportunity to do so (Boselie, 2010). As 

aforementioned employees’ KSAs influence the reaction of 

employees on organizational change. This paper will solely focus 

on this part of the AMO model in order to extensively study this 

because current literature has rather focused on the employees’ 

motivation (Cameron & Green, 2012; McGregor, 1960; 

Herzberg, 1968) and opportunity to change successfully (Seo, 

Putnam & Bartunek, 2004; Cunningham, Woodward, Shannon, 

Maclntosh, Lendrum, Rosenbloom & Brown, 2002; Cameron & 

Green, 2012). Moreover, as researchers had only a look on the 

current state of KSAs employees need to possess (Oreg, 2003; 

Kotter, 1991; Appelbaum et al, 2000; Boselie, 2010) in order to 

successfully respond to organizational change situations, this 

paper will have a look into the future state. Nowadays, it is of 

high importance to foresee problems because environmental 

movements will increase which will lead to higher pressure on 

organizations to change over the next few decades (Kotter, 

1996). Moreover, when having a look into the future 

inefficiencies as well as non-valuable situation can be detected 

before they actually occur (Firby, 1978) which saves time as well 

as money. In order to do so this paper will forecast the coming 10 

years and will explore the KSAs that will be needed to change 

now and in 10 years from now. As organizations nowadays 

change continuously (Botha, Kurie, & Synman, 2014) this time 

frame seemed to be feasible.  

Therefore, this paper aims at answering the following research 

question:  

How can organizations reduce the failure of change initiatives 

caused by employees' knowledge, skills and abilities in the year 

2025? 

1) To what extent do employees currently possess these KSAs?  

2) Which employees KSAs are needed in organizational change 

in 2025? 

3) How to bridge the potential gap between as-is and to-be 

KSAs?  

This paper aims at analyzing the current and future KSAs needed 

to successfully implement change initiatives as well as 

understanding the potential gap between as-is and to-be KSAs. 

After having analyzed these three sub questions one will be able 

to formulate answers for the research question.  

With respect to this, this paper will focus on large organizations 

(MNEs). This is because they do not just have to operate in their 

national environments but also deal with the context of the whole 

enterprise, which makes change situations even more complex 

(Rosenzweig & Singh, 1991). 

1.1 Academic and Practical Relevance 
This research has both an academic as well as a practical 

relevance because it will give insight into KSAs of employees 

that are important in organizational change situations. Although 

there is literature available that looks at the current state of KSAs 

need in order to reduce the failure of change initiatives, these 

studies generally neglect the relationship between KSAs and the 

failure rate of organizational change as well as the future aspect 

(Oreg, 2003, Kotter, 1991, Goleman, 1998). Hence, research on 

KSAs employees need in order to reduce the failure of change 

initiatives in the future is non-existent. Therefore, this research 

will be a starting point to close the identified gap in the literature 

namely, which KSAs employees need in order to respond 

successfully to change initiatives in the year 2025.  



From the side of a practitioner performing this research will be 

also highly valuable. Recruiting and selecting the right people 

possessing the relevant KSAs, which are needed in the year 

2025, is getting more and more important because the 

demography is changing and therefore the war for talents is 

increasing (Michaels, Handfield-Jone & Axelrod, 2001). 

Companies nowadays need talented people because they are their 

competitive advantage in the market. However, this is not the 

only advantage for the practitioners. It is also highly valuable to 

know the KSAs employees need in the future in order to train 

and develop their current workforce and therefore prepare them 

for the future. Therefore, this research will support managers to 

get the right people (selective recruitment and selection) and/or 

develop their current employees through trainings (training and 

development) in order to facilitate successful organizational 

change.  

2. THEORY 

2.1 Organizational change initiatives 
Organizational change initiatives can be defined as “any 

adjustment or alteration in the organization that has the potential 

to influence the organization’s stakeholders’ physical or 

psychological experience” (Oreg, Tondem By & Michel, 2012, p. 

4) . This means that organizational change includes any alteration 

in the organization, for example changes in the organizational 

structure, changes in the employees’ job description, mergers 

with another company, implementations of new practices as well 

as geographical relocations. These changes do not just affect the 

organizational performance but also and most notably its 

employees (Oreg et al., 2012). Nowadays the world is 

continuously changing and employees need to be able to adapt to 

these changes (Griffin et al., 2007). Therefore, the failure of 

change initiatives partly depends on the employees. Research 

also has found out that employees play a key role in determining 

the success or failure of change initiatives (Bartunek et al., 2006, 

Oreg et al., 2011). The KSAs that influence successful 

organizational change will be explained in the next section.  

2.2 The KSAs domain influences the failure 

rate of organizational change initiatives  
The AMO Model was first developed by Bailey (1993) and then 

extended by Appelbaum et al. (2000). It is one of the most 

frequently used theoretical frameworks in strategic human 

resource management. The AMO model underlines that 

employees perform well when 1) they have the knowledge, skills 

and abilities (KSAs) to do so, 2) they are motivated to do so, and 

3) they have the opportunity to do so.  

As aforementioned this paper focuses on the KSAs domain and 

aims to understand which KSAs employees currently possess, 

which KSAs employees need to possess in the future and how to 

bridge the gap between as-is and to-be KSAs. In order to do so 

the KSAs domain will be explained clearly in the following.  

Hereby Cheney, Hale and Kasper (1990) underline that specific 

KSAs are required from employees in order to effectively 

perform tasks and duties. With respect to this it can be said that 

organizations nowadays are in need of employees that have 

specific KSAs in order to perform effectively during 

organizational changes. Therefore, it is necessary to have a look 

on each component individually in order to understand what it 

exactly means in respect to organizational change.  

At first this paper will elaborate on the first component, 

knowledge. Knowledge can be defined as an understanding of 

factors or principles related to a specific subject (Werner & 

DeSimone, 2009). Cheney et al. (1990) underline that knowledge 

refers to the content information that is needed to perform 

adequately in a job. In relation to organizational change 

situations this means that employees need to possess the required 

content information regarding the change in order to be able to 

successfully go through the change process. Kotter (1991) also 

emphasized this. He found out that employees’ have to bring 

along basic knowledge about change situations. Possessing this 

basic knowledge about change enables employees to be more 

adaptive to changes. People that for example have grown up 

within a changing environment are therefore more likely to adapt 

different change situations (Kotter, 1991, Holbeche, 2009).  

To go on this paper will go into detail on the next component, 

namely skills. Employees possessing specific skills are also more 

likely to respond positively to change situations (Kotter, 1991). 

Additionally to that Cunningham et al. (2002) emphasize that 

individual readiness for change and therefore their ability to 

respond positively to change situations is also dependent on 

employees’ skills. Goleman (1998) identified that leaders need to 

have specific social skill like communication skills, teamwork 

and collaboration skills and influencing skills. These skills are 

interdependent because employees need to possess these skills 

too. When only leaders for example possess these specific skills 

to communicate highly important two-way discussions (Kotter, 

1991) cannot be hold. These two-way discussions help 

employees to answer their questions and make things during the 

change clearer.  

Abilities, the last component of the KSAs domain, can be defined 

as employees’ current capacity to perform certain tasks or duties 

in the future (Boselie, 2012).  Employees need to possess specific 

abilities that enable them to respond positively to organizational 

change. Oreg (2003) identified six common characteristics 

employees have when they resist organizational change. He 

emphasizes that employees are more likely to resist changes 

when they are 1) reluctant to loose control which means that they 

fear to loose control after the change. Moreover, 2) cognitive 

rigidity is another characteristic people possess when being 

resistant to change. These are employees that are close-minded 

and unwilling to think differently. Besides this employees who 3) 

lack psychological resilience have a low ability to cope with 

change situations in organizations and therefore resist 

organizational change more likely. In addition to that employees 

that are 4) intolerant to the adjustment period involved in the 

change have a low ability to adapt to new situations and are 

therefore more likely to resist changes. Furthermore employees 

who are able to perform well within a familiar and well defined 

context but have the tendency to perform poorly outside this 

given context possess the characteristic of having 5) preference 

for low levels of stimulation and novelty. These employees are 

more likely to resist change than those who are able to perform 

outside a given framework as well as inside this framework. The 

last characteristic Oreg (2003) identified is 6) reluctance to give 

up old habits. Employees possess these six characteristics when 

they are likely to resist change. Therefore this is based on 

negatively phrased conceptualizations namely on resistance to 

change. Thus, employees need to possess exactly the opposite 

characteristic in order to be able to adapt to change situations 

successfully.  This means employees need to be able to accept 

insecurities, be open-minded to change as well as being flexible 

and willing to change. Goh, Cousins, and Elliott (2006) also 

underline that abilities like openness and flexibility are key for 

successful organizational change. Additionally Griffin, Neal, & 

Parker (2007) state that the ability to adapt to new situations is 

widely acknowledged to be a key quality of today’s employee in 

order to reduce the failure change initiatives.  

Employees possessing the required KSAs that are important for 

organizational change can be very beneficial for organizations 

and therefore can be key to competitive advantage (Cardy & 

Selvarajan, 2006). Hence, it is very valuable for organizations to 



know which KSAs are needed in the year 2025 in order to be 

prepared.  

3. METHODOLOGY 

3.1 The Delphi Method process 

A Delphi study is conducted in order to gain an understanding of 

the future state, namely in the year 2025, of employees 

characteristics that are important for successful organizational 

change. This is because this research method is a forecasting tool 

(Rowe & Wright, 1999) and can therefore help to find out more 

about the potential future requirements of employee 

characteristics to reduce the failure of change initiatives.  

The Delphi method, which was firstly introduced by the Rand 

Corporation in 1950, can be described as a technique, which 

seeks to gather information through a series of questionnaires 

that are answered by experts (Powell, 2002). Hereby, controlled 

feedback is given by which one can gain the most reliable 

consensus of position of a group of experts (Okoli & Pawlowski, 

2003). One of the main advantages of the Delphi method is that it 

has the ability to structure group communication and is able to 

achieve consensus in an area which is uncertain or lack empirical 

evidence (Powell, 2002). This technique is based on the 

assumption that group judgments are more reliable than 

individual judgments (Giannarou & Zervas, 2014).  

In the beginning the panel size should be determined with respect 

to the given resources. At this time and money are important and 

influential. Current literature underlines that the number of 

participants can vary extremely from 10 to approximately 1600 

(Powell, 2002). However, the technique is more focused on 

qualities of the expert panel than the number of experts in that 

panel. Therefore, this research will collect data from 

approximately ten experts. Okoli and Pawlowski (2003) also 

recommend a panel size of 10-18 experts. It is important that 

these experts have agreed to participate in this research will 

maintain in the process because this method is highly dependent 

on its sample. Since existing research has demonstrated that a 

certain amount of respondents decide to drop out of the Delphi 

survey after only a few questionnaire rounds, more than 10 

experts will be asked to participate. This will ensure that 

sufficient data can be gathered. Regarding the sample it is also 

important that the individuals have specific knowledge of the 

topic and therefore can be called experts (Hasson, Kenney, & 

McKenna, 2000; Powell, 2002). This research will interview 

experts from large organizations from the area of change 

management as well as human resource experts and consultants 

in order to examine an extensive spectrum of views. Participants 

who have agreed to participate in this research will be informed 

about the entire process in detail, especially regarding what they 

will be asked to do, how much time they will have to answer and 

how their answers will be used in the research (Hasson et. al, 

2000).  

Delphi methods involve a number of rounds in which 

respondents offer information and then are able to reconsider and 

refine their views on defined issues (Green, Hughes, & William, 

1998). A classic Delphi technique has four rounds but two or 

three rounds are usual (Hasson et al., 2000). This paper will deal 

with two rounds and therefore two questionnaires because this 

fits in the time period. The first questionnaire is unstructured and 

has open-ended questions to increase the richness of data. In 

order to analyze the first questionnaire one needs to code the 

received answers of the experts. This process will start by 

deductive coding, which means that codes will be made upfront 

based on current literature. Afterwards inductive coding will be 

performed in order to add codes, which are based on the given 

answers from the experts. By grouping similar responses together 

themes and categories across the answers can be identified 

because several terms might be used to express the same issue 

(Hasson et al., 2000). These themes and categories are 

“grounded” on the quotations of the experts. With the help of 

coding it is possible to create an overview of what was answered. 

Then it is easier to analyze the information given and to find 

similarities, differences, pattern and structures. This coding 

process can be either done by hand or with a computer program. 

After coding and the analysis of the first round one is able to 

build the second questionnaire, which is more specific and seeks 

for quantification of earlier findings through a ranking technique 

(Hasson et al., 2000, Luna-Reyes et al., 2003). This data is 

analyzed to identify convergence and change as well as 

consensus of the opinions. Hereby statistical tests will be 

performed to represent the group’s views quantitatively (Dalkey, 

1969). 

3.2 First questionnaire development 

The first questionnaire is an open-ended survey because it should 

not limit the experts mind to some given answers but rather lead 

to rich data (Hasson et al, 2000).  

The first questionnaire consists of three different parts. The first 

part is about the current state of employees’ characteristics in 

large organizations. Hereby three questions about KSAs 

employees currently possess in order to contribute successfully to 

organizational changes are raised. Each of these three questions 

focuses on one component of the KSAs domain. The second part 

is about the future state of employees’ characteristics in respect 

to organizational change. In this part also three questions about 

the KSAs employees need in the year 2025 to contribute 

successfully to organizational changes are raised. The last part 

consists also of three questions, which are about the potential gap 

between as-is (currently) and to-be (2025) employees’ 

characteristics. In this part also three questions are raised namely 

about how organizations can bridge the potential gaps between 

as-is and to-be KSAs.   

3.3 Analysis and coding of the first 

questionnaire responses 

The questionnaire has been sent out to 32 experts. This is 

because research has shown that not all people that have agreed 

to fill out the survey will actually do so (Gordon, 1994). Gordon 

(1994) underlines that in general a response rate of 35 to 75 

percent is feasible but one also has to expect lower response 

rates. Moreover, this questionnaire has been sent to different kind 

of experts from different large companies such as “Post NL”, and 

“ABN Amro” as well as to several consulting companies such as 

“Capgemini Consulting“ and “Johnson and Johnson” in order to 

obtain a high range of different minds. After two weeks eleven 

experts have filled out the first questionnaire, which means a 

response rate of 34 percent. 

This questionnaire was analyzed qualitatively. There are several 

ways to analyze qualitative data (Spencer, Ritchie & O’Connor, 

2003). This questionnaire was analyzed in the following way. At 

first deductive coding will be performed. This is done by making 

a list of codes upfront, which are based on current literature of 

employees’ characteristics. The codes for this questionnaire are 

based on the three categories namely knowledge, skills and 

abilities. These three categories build the foundation for the 

codes. The category knowledge contains the code basic 

knowledge about change (Kotter, 1991). The second category 

skills include communication skills (Kotter, 1991), team working 

and collaboration skills (Goleman, 1989), influencing skills 



(Goleman, 1989) and social skills (Goleman, 1998). The last 

category, abilities, includes the codes accept insecurities (Oreg, 

2003), open-minded (Oreg, 2003), willingness to change (Oreg, 

2003) and being flexible (Oreg, 2003). After this inductive 

coding some given answers of the questionnaires had not been 

coded. Therefore, the deductive coding method also needed to be 

carried out. This means that codes had to be added in order to 

have all received answers coded. For the first category, 

knowledge, the codes specific business knowledge, knowledge 

about customer needs and knowledge about drivers for change 

were added. In the category skills - language skills, cultural and 

global skills, intellectual skills, professional business skills, data 

analysis skills and technical skills have also been considered as 

important for the experts. For the last category namely abilities 

the codes accountable and ability to motivate self and others 

were added.  

After this coding process for the first two sections of the first 

questionnaire the coding for the third part of the questionnaire, 

which is about bridging the gap between as-is (current) and to-be 

(2025) employee characteristics has been performed. This also 

started with a deductive coding process. The categories that 

provide the foundation of this part are on the one hand 

development and on the other recruitment. The category 

development contains the categories training (Boselie, 2010) and 

personal development (Boselie, 2010). The category recruitment 

includes the code recruiting the right people (Boselie, 2010). 

Afterwards the inductive coding has been carried out in order to 

add codes that were mentioned in the answers and have also been 

considered as important from the experts. For the category 

development the codes create urgency and awareness and letting 

room for experimentation have been added.  

Table 1: Overview of the codes 

Knowledge: 

a) Basic knowledge about change (Kotter, 1991) 

b) Specific business knowledge 

c) Customer needs 

Skills:  

a) Communication skills (Kotter, 1991) 

b) Teamwork and collaboration skills (Goleman, 1998) 

c) Influencing skills (Goleman, 1998) 

d) Social skills (Goleman, 1998) 

e) Language skills 

f) Cultural and global skills 

g) Intellectual / professional business skills  

h) Data analysis skills 

i) Technical skills 

Abilities: 

a) Accept insecurities (Oreg, 2003) 

b) Open-minded (Oreg, 2003) 

c) Willing to change (Oreg, 2003) 

d) Flexible (Oreg, 2003)  

e) Accountable 

f) Ability to motivate self and others 

Development: 

a) Training (Boselie, 2010) 

b) Personal development (Boselie, 2010) 

c) Create urgency and awareness 

d) Letting room for experimentation 

 

Recruitment: 

a) Recruiting the right people (Boselie, 2010)  

 

3.4 Second questionnaire development 

With the help of the deductive and inductive coding several 

codes have been identified. These codes build the foundation of 

the second questionnaire, which is a quantitative survey. This 

questionnaire also consists of three different parts. These three 

parts are based on the sub questions and therefore enable one to 

formulate answers for the sub questions as well as for the 

research question in the end. 

The first part was about the current state of employee 

characteristics in large organizations. Hereby the previously 

constructed codes were listed for the different categories – 

knowledge, skills and abilities. Respondents were asked to 

distribute in total ten points among the codes of each category to 

the most appropriate ones. The second part of the questionnaire 

was about the future state, namely in the year 2025, of employee 

characteristics in large organizations. Here again respondents 

were asked to distribute in total ten points among the codes of 

each category to the most appropriate ones. The third and last 

section of the questionnaire was about the potential gap between 

as-is (current) and to-be (2025) employee characteristics in large 

organizations. For this part the previously constructed codes for 

the two categories – development and recruitment were listed and 

respondents were again asked to distribute in total ten points 

among the codes of each category to the most appropriate ones.  

3.5 Analysis of the second questionnaire  

The second questionnaire has been sent to the eleven respondents 

that also have answered the first questionnaire. This is because 

the main goal of the Delphi method is to obtain the most reliable 

consensus of opinion of a group of experts (Dalkey & Helmer, 

1963). Six respondents have replied to this second questionnaire, 

which means a response rate of 55 percent (for having a close 

look into the answers and statistical analysis of the second 

questionnaire, see section 8.1). 

The second questionnaire is a quantitative questionnaire and 

therefore needs to be analyzed differently than the qualitative 

questionnaire before. Although the aim of the Delphi study is to 

reach consensus among the experts there is still no common 

practice to measure consensus (Giannarou & Zervas, 2014). So 

there are several ways to analyze the second quantitative 

questionnaire and therefore to find out which items the experts 

consider as most important and if there is consensus between the 

experts in the group. Several studies recommend using the 

calculation of central tendencies like mean, median and mode 

because these are used to describe the middle and most typical 

response and therefore representing the central tendency 

(Binning, Cochran, & Donateli, 1972; Kittell-Limerick, 2005). 

Moreover, levels of dispersion as the standard deviation and the 

inter-quartile range are used frequently to provide participants 

with information about the collected opinions (Hasson, Keeney 

& McKenna, 2000). These two levels of dispersion led the 

participants see where their response stands in relation to the 

whole group. Additionally, the coefficient of variation, which is 

the division of the standard deviation with the mean, is an 

important statistical measurement because one can detect 

whether there is consensus between the given answers from the 

experts (Saunders, Lewis & Thornhill, 2009; Gupta & Waymire, 

2008). Calculating this value and presenting it as percentage is 

especially important for Delphi studies because it is a 

standardized measure of dispersion and useful for comparing 

distributions. Various studies have used this measurement of 

consensus. When the coefficient of variation (V) is between zero 

and 50 percent it can be said that there is a good degree of 

consensus and there is no need for an additional round. If the 



coefficient variation is between 50 and 80 percent this is less than 

satisfactory for a degree of consensus and there is possibly a need 

for an additional round. When V is higher than 80 percent there 

is a need for an additional round (van der Gracht, 2012). With 

respect to this measurement the percentage of people that have 

mentioned the specific item should also be calculated because 

this prevents drawing wrong conclusions from the variation 

coefficient. This is because there can be a low variation 

coefficient which normally means a high level of consensus and 

no need for another round. However, if the percentage of people 

that have mentioned this item as important one is also very low, 

for example just 30 percent, this means that there is just 

consensus between the 30 percent of experts that have mentioned 

this items. Therefore, one needs to be very critical in drawing 

conclusions from just a few statistical measurements.  

In relation to these aforementioned statistical tests one needs to 

be cautious because they depend on the level of measurement 

(Hasson, Keeney & McKenna, 2000). There are different levels 

of measurement, namely nominal, ordinal, interval and ratio 

measurement. The collected data from this survey is a ratio 

measurement level, which means that the data scale has a zero 

point, can be ranked and one is able to determine the degree of 

difference between them the scale. Therefore, one is able to use 

each of the aforementioned statistical tests.  

With respect to this analysis the three central tendencies mean, 

mode and median, the standard deviation, the variation 

coefficient and the percentage of people mentioned the specific 

item have been calculated to make the results as transparent as 

possible (see appendix section 8.1).  

4. RESULTS 
When analyzing the statistical tests (see appendix section 8.1) 

differences between the KSAs employees need to possess in 

order to successfully contribute to organizational change in the 

year 2025 and the KSAs that these employees currently possess 

can be identified. Moreover, experts have agreed on different 

possibilities to bridge this potential gap between as-is (current) 

KSAs and to-be (in the year 2025) KSAs.  

4.1 Skills for successful change initiatives  

The three most important skills for today that employees 

currently already possess are good team working and 

collaboration skills, professional business skills and good 

communication skills whereas the top three most important skills 

for the year 2025, that experts have agreed on, are high social 

skills, good team working and collaboration skills and cultural 

and global business skills.  

One can see that employees currently already possess good team 

working and collaboration skills (mean of 2,00), which are 

important for today as well as in the year 2025 (mean of 2,00). 

The degree of consensus between the experts is in both states 

high, which can be identified by the variation coefficient of 

35,36% in the current state and 35,36% in the future state. 

Moreover, 83,33 % of the experts have mentioned that 

employees currently possess this skill and that it will also be 

important for the future. This is an indicator that this skill can be 

seen as important for both states. When having a look at the 

professional business skills employees need in order to 

successfully contribute to organizational change experts ranked 

this skill as a skill, which some employees currently already 

possess in the organization (mean of 1,83). 100% of the experts 

have mentioned it as relevant today. It can also be said that the 

experts agreed (variation coefficient of 22,27%) that this skill 

enables employees today to contribute successfully to 

organizational change. However, the importance of professional 

business skills in the year 2025 will decrease (mean of 1,50). 

Only 33,33% of the experts even mentioned this skill as an 

important skill that employees need to possess in the future. To 

go on good communication skills are also seen from the experts 

as important skill, which employees currently possess in order to 

contribute successfully to organizational change (mean of 1,80). 

83,33% of the experts agreed (variation coefficient of 24,85) that 

this skill is important for today. For the year 2025 the experts 

agreed (variation coefficient of 38,73) that other skills are of 

higher importance but that good communication skills are still 

significant in respect to the future (mean of 1,33). High social 

skills are getting more and more importance in the future  (mean 

of 2,20) whereas they are not under the top three of the skills that 

are employees currently possess (mean of 1,50). Almost 85 % of 

the experts have agreed that this skill is the most important skill 

employees need to have in order to contribute successfully to 

organizational change in the year 2025 (variation coefficient of 

38,03). Additionally to that one can see from the statistical 

analysis that good data analysis skills are currently possessed by 

some of the employees which helps them to successfully 

contribute to organizational changes (mean of 1,50). This skill is 

not significantly getting more relevance in the future (mean of 

1,40). Moreover good language skills are getting more 

importance in the future, which can be seen from the percentage 

of experts that have mentioned this item as important. Today just 

50% of the experts have agreed that employees are possessing 

good language skills, which help them to successfully contribute 

to organizational changes. Regarding the future state 83,33% of 

the experts have mentioned language skills as one important skill 

for the year 2025. Additionally, experts agreed that it does not 

help employees currently to possess intellectual business skills. 

This skill does not help employees today to successfully 

contribute to organizational changes (mean of 1,33). This can 

also be seen by the percentage of experts that have mentioned 

this skill (50%). This is the same for the future – just 33,33% of 

the experts have given intellectual business skills points. The 

lowest influence on employees’ ability to contribute successfully 

to organizational change does the technical skills have (mean of 

1,20 in the current state and of 1,33 in the future state). One main 

difference between current state and future state can be seen in 

respect to cultural and global business skills. Currently not a lot 

of employees do possess these skills (mean of 1,33) but they are 

increasingly important for employees in the year 2025 (mean of 

1,66). This skill is under the top three most important skills for 

the future, which experts have agreed on (coefficient variation of 

34,23%). Hereby, nearly 85% of the experts have mentioned this 

skill as getting important in the year 2025.  

It can be said that the top three skills that employees currently 

possess in order to be able to successfully contribute to 

organizational changes are good team working and collaboration 

skills, professional business skills and good communication 

skills. The importance of professional business skills, which 

employees need to possess, decreases in the future. While the 

importance of high social skills and cultural and global business 

skills will increase in the year 2025.  

4.2 Abilities for successful change initiatives 

The three most important abilities for today, that employees 

currently already possess, are the ability to motivate themselves 

and others, the ability of being open-minded and the ability of 

being flexible. Experts have agreed that employees currently are 

able to motivate themselves and others and that this enables them 

to contribute to successful organizational change (mean of 2,33 

and coefficient variation of 44,26%). This ability will also be 

important in the future (mean 2,17) even when experts see other 

abilities as more important. The degree of consensus with respect 



to this ability is not given (53,96%), which means that the experts 

have different opinions about the importance of this ability onto 

successful organizational change. Moreover, the ability of being 

open-minded is important with respect to organizational changes 

(mean of 2,33). Currently some employees already possess this 

ability which helps them to change successfully within the 

organization. This ability will also be important for the future 

(mean of 2,66). 100% of the employees have mentioned this 

ability as important for the future and there is high consensus in 

respect to this item (variation coefficient of 19,36%). 

Additionally experts agreed that the ability of being flexible is 

currently possessed by employees and enables them to contribute 

to successful organizational change (mean of 2,33 and variation 

coefficient of 22,13%). Experts did not agree that this ability is 

an important ability for the future (coefficient variance of 

51,23%) but it can be seen as one because 100% of the experts 

have mentioned it. Employees also possessing the ability of 

being accountable to some extent, which is also important for 

successful organizational change (mean of 2,00), which experts 

agreed on (variation coefficient of 35,36). However, experts had 

different viewpoints of the importance of the ability of being 

accountable as support for organizational change (variation 

coefficient of 70,71%) even though just 33,33% of the experts 

have even mentioned this ability as important for the year 2025. 

To go on, the ability to accept insecurities is not seen as widely 

possessed by employees currently (mean of 1,60) but experts 

have agreed that this ability will be under the top three abilities 

employees need to possess in order to successfully contribute to 

organizational changes in the year 2025 (variation coefficient of 

33,33). 

It can be said that the top three abilities that employees currently 

possess in order to successfully contribute to organizational 

change are the ability to motivate themselves and others, the 

ability of being open-mined and the ability of being flexible. For 

the future employees need to be able to accept insecurities more 

than today, they need to be more flexible and open-minded to be 

able to successfully contribute to organizational changes.  

4.1 Knowledge for successful change 

initiatives  

Employees currently possess specific business knowledge, which 

enable them to contribute successfully to organizational changes 

(mean of 4,33). Experts have agreed, that this specific business 

knowledge is currently possessed by employees in organizations 

(variation coefficient of 18,84%). This knowledge will not be 

that important for the future (mean of 2,33), on which experts 

have agreed (variation coefficient of 22,13). Employees currently 

also possess the knowledge about customer needs which helps 

them to manage organizational change successfully (mean of 

3,50). The consensus in respect to this is high (coefficient 

variation of 15,64) and 100% of the experts have mentioned it. 

Experts agree that currently the employees do not have a lot of 

knowledge about the drivers for change (mean of 1,66), which is 

getting more important in the future (mean of 2,50). Experts have 

agreed that knowledge about drivers for change will enable 

employees to successfully contribute to organizational change in 

the year 2025. Moreover, employees do not currently possess the 

basic knowledge about change management (mean of 1,33) on 

which experts have agreed (variation coefficient of 38,73%). The 

importance of knowing the basic things about change 

management will also increase in the future (mean of 2,00).  

It can be said that the top three of the knowledge category that 

employees currently possess in order to successfully contribute to 

organizational change are specific business knowledge, 

knowledge about customer needs and knowledge about drivers 

for change. Employees in the year 2025 need to possess more 

knowledge about drivers for change. Moreover, the importance 

of knowledge about customer needs and basic knowledge about 

change management will increase. Employees that will possess 

the relevant knowledge for the year 2025 will be able to 

successfully contribute to organizational change.  

4.4 Possibilities to bridge the gap of as-is 

KSAs and to-be KSAs  

As aforementioned gaps between as-is KSAs (current) and to-be 

KSAs (2025) have been identified. So one needs to bridge these 

gaps. In the following the experts’ views on how to bridge these 

gaps will be analyzed.  

Firstly, experts ranked several ways to develop and train or 

recruit the right people in skills for the year 2025. The need for 

high social skills and cultural and global business skills for 

example will increase in the year 2025 and is not yet adequately 

possessed by employees in organizations. These gaps between 

as-is skills and to-be skills can be best bridged through training 

(mean of 2,66). Even when the experts did not have the same 

opinion on this (coefficient variance 69,83%) it is mentioned by 

100% of the experts as possibility to bridge the gap. Moreover, 

when having a deeper look into the data one can see an outlier, 

which is the reason for this high coefficient variance. So it can be 

said that training is one of the most important ways to develop 

the current workforce in the organization. Moreover, experts 

agreed that this gap could be bridged through letting room for 

experimentation, which is seen as second most important method 

to close the gap (mean of 2,40). The experts agreed that the gap 

in skills could also be bridged through personal development 

(mean of 2,16 and variation coefficient of 34,74%) or through 

recruiting the right people (mean of 2,16 and variation coefficient 

of 34,74%). The experts did not think that the gap could be 

bridged trough creating urgency and awareness, which can be 

seen from the low rate of experts that have mentioned this as an 

important method (33,33%).  

Secondly, experts were asked to rank several possibilities to 

develop and train or recruit the right people in respect to abilities. 

The need for organizations to have employees who possess the 

ability to accept insecurities will be of high importance in the 

future and is not yet possessed by a lot of employees in the 

organization. This gap could be closed through letting room for 

experimentation (mean of 3,60). Even though the variation 

coefficient of 69,72 shows that experts did not agree upon this 

aspect when having a deeper look into the data one can see that 

this disagreement was just caused by one respondent who gave 

eight of ten points to this method. The other experts rather gave 

two or three points to this way to bridge the gap between as-is 

and to-be abilities. This means when one would exclude the 

outlier consensus would exist. Consequently one can conclude 

that the method to bridge the gap in abilities could be reached 

through letting room for experimentation. Moreover, experts 

agreed that personal development could also be seen as one 

method that is important in closing the gap between as-is and to-

be KSAs (mean of 2,83). Additionally training as well as 

recruiting the right people are two important ways in order to 

bridge the gap and to get the right people for the organization. As 

also seen from the skills part before experts here also agree that 

abilities cannot be developed through creating urgency and 

awareness. Only 33,33% of the experts mentioned it as 

possibility to bridge the gap in respect to as-is abilities and to-be 

abilities.  

Lastly, experts were asked to rank several possibilities to develop 

and train or recruit the right people in respect to knowledge. 

Experts agreed that the gap between as-is knowledge and to-be 

knowledge could be best developed through training (mean of 



3,4). Additionally they agreed that knowledge could be easier 

recruited than for example skills or abilities (mean of 2,50 and 

variation coefficient of 41,95%). Additional knowledge could be 

developed through creating urgency and awareness among 

employees that it is important to develop them in respect to 

knowledge (mean of 2,33). Moreover, experts agreed that other 

possibilities could be letting employees room for experimentation 

(mean of 2,20 and variation coefficient of 0,447214). 88,33% of 

the experts mentioned that the gap between as-is knowledge and 

to-be knowledge could also be bridged through personal 

development (mean of 2,00). However, they did not agree on this 

aspect.  

5. DISCUSSION  

5.1 Conclusion  

This research was conducted in order to answer the research 

question, namely “How can organizations reduce the failure of 

change initiatives caused by employees' knowledge, skills and 

abilities in the year 2025?”. 

With the help of the two questionnaire rounds of the Delphi study 

the KSAs that employees in general currently possess in order to 

contribute to successful organizational change were identified. 

The top three skills employees currently possess are good team 

working and collaboration skills, professional business skills and 

good communication skills. Moreover, employees currently have 

the abilities to motivate themselves and others, to be open-

minded as well as flexible. They have specific business 

knowledge and are aware of their customers needs.  

However, employees in the year 2025 need to have some 

different KSAs as they currently possess. Hereby this research 

has found out that the need for high social skills will increase as 

well as the need for cultural and global business skills. Moreover, 

employees possessing the ability to accept insecurities will be 

more and more valuable for organizations because changes will 

increase and the employees to accept those situations. 

Additionally, employees should have knowledge about drivers 

for change in order to understand changes better and therefore be 

better able to contribute successfully to organizational change.  

As it was shown in the results and can be seen from the statistical 

analysis gaps between as-is and to-be KSAs have been identified. 

These gaps need to be closed by organizations in order to make 

sure that organizational change can be performed successfully in 

the year 2025. Hereby different techniques and methods were 

mentioned that support managers to help employees to prepare 

themselves for the year 2025. In respect to this it can be said that 

the analysis was not detailed enough in order to give a lot of 

insights into the real process. However, it can be said that 

managers need to train and develop their current workforce with 

the help of trainings, letting their employees room for 

experimentation, or helping them to develop themselves. Besides 

training and developing their current workforce, it is essential 

that human resource managers are aware of the KSAs that 

employees need to possess in the year 2025 in order to recruit the 

right people. In order do so organizations can reduce the failure 

of change initiatives caused by employees’ knowledge, skills and 

abilities in the year 2025.  

5.2 Limitations 

Limitations of this Delphi study should be taken into account 

when having a look onto the results. The first limitation is that 

the response rate for the first (34,5%) as well as for the second 

questionnaire (54,55%) has been relatively low. As Delphi 

studies are dependent on the experts that have agreed to 

participate in the surveys that is one major limitation of the 

study. Additionally, Dajani, Sincoff and Talley (1997) have 

found out that group stability is very important for Delphi studies 

and that this needs to be reached beforehand. In respect to this it 

would be wise to analyze why so many experts have not 

participated even if they said in the beginning they would like to 

be part of this Delphi study. Reasons for this are that they do not 

had enough time to answer because they were too busy and that 

the questionnaire was too long in their opinion. Moreover, other 

reasons could be that they were not really interested in the topic 

anymore or that they were not able to answer the questions in the 

questionnaire. There are more reasons why experts might have 

stopped that should be taken into account for further studies.  

Another limitation of this research is that the time frame was 

very limited and therefore just two rounds of questionnaires were 

possible to conduct. Even though it could also have been that 

consensus would have not been reached after the second round. 

Moreover, experts had few time to respond, namely two weeks 

for each questionnaire, because the analysis was structured very 

strictly. With respect to this Delphi study it would have been 

better to include another questionnaire in order to see if there is 

consensus between the answers given in the second and in the 

third quantitative questionnaire. Several studies are doing this in 

order to see if there is consensus between the rounds (Geist, 

2010). Moreover, when having two or three quantitative 

questionnaire rounds one would also be able to calculate higher 

statistical measurement levels like for example Kendall’s W 

which was mentioned in several studies as good measurement 

level for analyzing consensus between the rounds (Giannarou et 

al., 2014).  

Besides this the ranking technique for the second questionnaire 

should have been done differently. Mostly the experts gave each 

knowledge, skill and ability two or three points of ten. This could 

have been improved by giving experts the instruction to 

distribute the ten points to the three most important KSAs as well 

as to the three most important ways of how to bridge the gaps. 

Then it would have been easier to analyze which are the most 

important KSAs for the year 2025 will be.   

5.3 Implications 

5.3.1 Practical Implications  

As current research had already found out, human resources are 

one of the key elements in the organization that affect if 

organizational change will be successful (Bartunek et al., 2006, 

Fugate et al., 2012). This research has studied which KSAs 

employees need in order to be able to change successfully as well 

as which KSAs they currently possess and how managers in large 

organizations could bridge the gap between as-is and to-be 

KSAs. Therefore, this paper refers as starting point to help 

managers of large organizations because it gives them input of 

which KSAs will be needed in the year 2025. When having this 

essential information in mind human resource departments could 

start analyzing which KSAs their current workforce already 

possess in order to see where their potential gaps between as-is 

and to-be KSAs are. Due to the fact that the current KSAs 

employees possess in order to contribute successfully to 

organizational changes will differ from organization to 

organization and this research has just found out the general 

assumption of which KSAs employees currently possess. Once 

having analyzed this, organizations would be able to start 

developing training and development programs for their current 

workforce.  

 

 



5.3.2 Theoretical implications 

As this research focuses on the future state instead of the current 

state of KSAs employees need to possess in order to change 

successfully it is, as aforementioned, a starting point to close this 

gap in the literature. Therefore, it provides researchers with a 

general idea of which KSAs will be important in the future, 

which KSAs are possessed by employees currently as well as 

how to bridge this gap in order to make employees able to 

change successfully.  

In respect to future research it would be interesting to focus on 

the techniques and methods of how to develop and train the 

current workforce to get the specific KSAs that are needed by 

employees to change successfully as well as how to recruit 

people possessing these KSAs. This could be done through 

another Delphi study including experts from the field of training 

and development and from the recruitment department. With the 

help of this one could get for example more insight of what kind 

of different training methods there are, how to let people room 

for experimentation and how personal development could happen 

in relation to organizational changes.  
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8. Appendix 

8.1 Answers and statistical analysis of the second questionnaire 

Current state: Skills 

Respondent 

1 

Respondent 

2  

Respondent 

3 

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7 

Respondent 

8 

Respondent 

9  

Respondent 

10 

Respondent 

11 

Mean Median Mode 

 Good team working and collaboration 

skills  
  2   1     2   2 3   

2,00 2 2 

Professional business skills   1 2 2     2   2 2   1,83 2 2 

Good communication skills   2   2     2   2 1   1,80 2 2 

High social skills   1   1     2     2   1,50 1,5 1,2 

Good data analysis skills   1 2       2     1   1,50 1,5 1,2 

Good language skills     2 1         1     1,33 1 1 

Cultural and global business skills   1   1         2     1,33 1 1 

Intellectual business skills    1 2 1               1,33 1 1 

Good technical skills   1 2 1 1 1 1,20 1 1 

Current state: Abilities 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

The ability to motivate themselves and 

others 
  2 2 3     1   2 4   

2,33 2 2 

The ability of being open-minded   2 2 2     3   3 2   2,33 2 2 

The ability of being flexible   2 3 3     2   2 2   2,33 2 2 

The ability of being accountable   2 1 2     3   2     2,00 2 2 

The ability to accept insecurities   2 2 
 

    1   1  2   1,60 2 2 

Current state: Knowledge 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

Specific business knowledge   3 5 4     5   4 5   4,33 4,5 5 

Knowledge about customer needs   3 4 3     4   3 4   3,50 3,5 3,4 



Knowledge about drivers for change   2   1         2     1,33 1 1 

Basic knowledge about change management   2 1 2     1   1 1   1,33 1 1 

Future state: Skills 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

High social skills     3 1     2   2 3   2,20 2 3,2 

Good team working and collaboration 

skills  
    3 1     2   2 2   

2,00 2 2 

Cultural and global business skills   2 2 1         1 2   1,60 2 2 

Good language skills   2   1     2   1     1,50 1,5 1 

Intellectual business skills        1     2         1,50 1,5 2,1 

Professional business skills       2         1     1,50 1,5 2,1 

Good data analysis skills   2   1     1   1 2   1,40 1 1 

Good communication skills   2 2 1     1   1 1   1,33 1 1 

Good technical skills   2   1         1     1,33 1 1 

Future state: Abilities 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

The ability of being open-minded   3 3 2     2   3 3   2,66 3 3 

The ability of being flexible   3 1 1     4   4 3   2,66 3 1,3,4 

The ability to accept insecurities   3 3 2     1   2     2,20 2 3,2 

The ability to motivate themselves and 

others 
  1 3 2     2   1 4   

2,17 2 1,2 

The ability of being accountable       3     1         2,00 2 1,3 

Future state: Knowledge 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

Knowledge about customer needs   2 2 3     4   4 4   3,16 3,5 4 

Knowledge about drivers for change   3 4 2     2   2 2   2,50 2 2 

Specific business knowledge   2 2 3     2   3 2   2,33 2 2 



Basic knowledge about change 

management 
  3 2 2     2   1 2   

2,00 2 2 

Bridge the gap: Skills 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

Through training   1 3 2     6   3 1   2,66 2,5 1,3  

Through letting room for 

experimentation. 
  2 3 2         2 3   

2,4 2 2 

Through personal development   2 3 2     2   3 1   2,16 2 2 

Through recruiting the right people   3 1 2     2   2 3   2,16 2 2 

Through creating urgency and 

awareness. 
  2   2           2   

2 2 2 

Bridge the gap: Abilities 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

Through letting room for 

experimentation. 
  2 3       8   3 2   

3,6 3 2, 3 

Through personal development   2 3 4     2   3 3   2,83 3 3 

Through training   2 3           2     2,33 2 2 

Through recruiting the right people   2 1 4         1 3   2,2 2 1 

Through creating urgency and 

awareness. 
  2   2         1 2   

1,75 2 2 

Bridge the gap: Knowledge 
Respondent 

1 

Respondent 

2  

Respondent 

3  

Respondent 

4 

Respondent 

5 

Respondent 

6 

Respondent 

7  

Respondent 

8 

Respondent 

9  

Respondent 

10  

Respondent 

11 

Mean Median Mode 

Through training   3 3 2     4   5     3,4 3 3 

Through recruiting the right people   3 1 2     4   2 3   2,5 2,5 2, 3 

Through creating urgency and 

awareness. 
  2   2           3   

2,33 2 2 

Through letting room for 

experimentation. 
    3 2     2   2 2   

2,2 2 2 

Through personal development   2 3 2         1 2   2 2 2 



Results of the second questionnaire 

Current state: Skills 

Mean Standard deviation Variation coefficient (Mean/standard 

deviation*100) in % 

Percentage of people having 

mentioned this item 

 Good team working and collaboration skills  
2,00 0,707107 

 

35,36 83,33 

Professional business skills 1,83 0,408248 22,27 100,00 

Good communication skills 1,80 0,447214 24,85 83,33 

High social skills 1,50 0,577350 38,49 66,67 

Good data analysis skills 1,50 0,577350 38,49 66,67 

Good language skills 1,33 0,577350 43,30 50,00 

Cultural and global business skills 1,33 0,577350 43,3013 50,00 

Intellectual business skills  1,33 0,577350 43,30 50,00 

Good technical skills 1,20 0,447214 37,27 83,33 

Current state: Abilities 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

The ability to motivate themselves and others 2,33 1,032796 44,26 100,00 

The ability of being open-minded 2,33 0,516398 22,13 100,00 

The ability of being flexible 2,33 0,516398 22,13 100,00 

The ability of being accountable 2,00 0,707107 35,36 83,33 

The ability to accept insecurities 1,60 0,547723 34,23 83,33 

Current state: Knowledge 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

Specific business knowledge 4,33 0,816497 18,84 100,00 

Knowledge about customer needs 3,50 0,547723 15,65 100,00 

Knowledge about drivers for change 1,66 0,577350 34,64 66,67 

Basic knowledge about change management 1,33 0,516398 38,73 100,00 



Future state: Skills 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

High social skills 2,20 0,836660 38,03 83,33 

Good team working and collaboration skills  2,00 0,707107 35,36 83,33 

Cultural and global business skills 1,60 0,547723 34,23 83,33 

Good language skills 1,50 0,577350 38,49 83,33 

Intellectual business skills  1,50 0,707107 47,14 33,33 

Professional business skills 1,50 0,707107 47,14 33,33 

Good data analysis skills 1,40 0,547723 39,12 83,33 

Good communication skills 1,33 0,516398 38,73 100,00 

Good technical skills 1,33 0,577350 43,30 50,00 

    

Future state: Abilities 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

The ability of being open-minded 2,66 0,516398 19,36 100,00 

The ability of being flexible 2,66 1,366260 51,23 100,00 

The ability to accept insecurities 2,20 0,836660 38,03 83,33 

The ability to motivate themselves and others 2,17 1,169045 53,96 100,00 

The ability of being accountable 2,00 1,414214 70,71 33,33 

      

Future state: Knowledge 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

Knowledge about customer needs 3,16 0,983192 31,05 100,00 

Knowledge about drivers for change 2,50 0,836660 33,47 100,00 

Specific business knowledge 2,33 0,516398 22,13 100,00 

Basic knowledge about change management 2,00 0,632456 31,62 100,00 



Bridge the gap: Skills 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

Through training 2,66 1,861899 69,83 100,00 

Through letting room for experimentation. 2,40 0,547723 22,82 83,33 

Through personal development 2,16 0,752773 34,74 100,00 

Through recruiting the right people 2,16 0,752773 34,74 100,00 

Through creating urgency and awareness. 2,00 0,00000 0,00 33,33 

    

Bridge the gap: Abilities 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

Through letting room for experimentation. 3,60 2,509980 69,72 100,00 

Through personal development 2,83 0,752773 26,57 83,33 

Through training 2,33 0,577350 34,74 100,00 

Through recruiting the right people 2,20 1,303840 34,74 100,00 

Through creating urgency and awareness. 1,75 0,500000 0,00 33,33 

    

Bridge the gap: Knowledge 
Mean Standard deviation Variation coefficient Percentage of people having 

mentioned this item 

Through training 3,4 1,140175 33,53 83,33 

Through recruiting the right people 2,50 1,048809 41,95 100,00 

Through creating urgency and awareness. 2,33 0,577350 24,74 50,00 

Through letting room for experimentation. 2,2 0,447214 20,33 83,33 

Through personal development 2,00 0,707107 35,36 83,33 

 

 


