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Abstract: Crises are more often perceived as a common phenomenon which requires adequate
managers’ reaction and response. Nevertheless, changes have long become an element of standard
management activity to support the long-term development of modern organizations. Organizations in
the information and communications technology sector (ICT) face a number of challenges: intensive
innovations, high R&D expenditures, widespread ICT penetration in all areas of the economy and
society, shorter product life cycle, increase of crisis phenomena, etc. The purpose of this publication is
to present the results of an empirical survey on the practice of linking solutions in the field of change
management and crisis management among organizations in the ICT sector in Bulgaria. Achieving
this goal requires solving the following tasks: examining the essence of both change management and
crisis management and the need to combine their decisions, analyzing respondents' opinions on their
understanding of the different types of changes and crises experienced by organizations in the ICT
sector in their development process as well as on the management activity of managers.
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1. Introduction they face in their day-to-day operations.

Changes are essential to the development of In a highly dynamic business environment
modern organisations, including those who there are both opportunities and a host of
operate in  the information and risks for the operations of the organization,
communications technologies sector. Some which calls for new approaches to change
of the most important ones are those related management. Against this backdrop the rate
to the revolutionary changes in machinery at which changes occur becomes a strategic
and technologies, the intensive use of the success factor which requires timely
Internet and the rapid development of upgrade of the products and services
electronic business, the creation of virtual provided and shortening their production
organisations and teams, building net cycles. Globalisation has become an
organisations etc. Due to the new essential element of the development of the
technologies modern organisations business environment over the past years.
implement a variety of proactive changes What matters in this case is the effective
and meet consumers’  expectations management of the change process in order
increasingly faster and in this way aim to to take advantage of the opportunities and
avoid or at least minimize the unfavourable to avoid risks related to development by
consequences of the various crisis events stimulating the increase of the productive
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potential based on knowledge, good
experience, willingness to study and
innovations [3].

Considering that, the process of forecasting
crises usually involves difficulties and bears
certain risks. Crises are difficult to control
and as a rule they quickly spill beyond the
borders of the unit where they have
occurred. When resources and time are
limited managers experience considerable
difficulties in their attempts to rein the
crisis processes that have arisen. As time
passes the possibility for an adequate
managerial response drastically declines
and the efficient management of the
relations with the stockholders’
organization gains significant importance.

2. Interrelations between changes, crises
and their management

2.1. Specific characteristics of changes

In its essence change is an objective
occurrence connected with the
manifestation of time lag. "In general, the
notion of change can be identified with the
transformation from one state into another
(state, process, event). This means that
change always has a beginning and an end
which are characterized with a set of
conditions and parameters (dimensions)"
[14]. Therefore, change has two significant
characteristics: content (change as a result)
and transformational (change as process).
Changes in the organization as object of
management have a  number of
characteristic features. In the first place,
their complex and continuous nature should
be pointed out, 1e. the
alterations/adaptations which are carried out
constantly concern different aspects of the
activity of the organization (personality,
groups, the organization as a whole).
Secondly, they are determined by external
and internal factors and it is compulsory to
comply with the interests of specific people
and groups. Their efficient management
requires that adequate goals be formulated
and appropriate methods for an alternative
choice be implemented. In number of cases
this poses a serious problem since as a rule
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the changes are related to loosely structured
issues and risk and their ultimate success
depends to a great extent on the expertise of
the  team  responsible  for  their
implementation.

A variety of changes are conducted in the
organization. They can be organized in the
following way: on the basis of the way they
are carried out: planned change which
includes  activities based on a
comprehensive analysis of the actions
needed and the difficulties, threats and
opportunities related to them; reactive
change — a change which is carried out in
response to the requirements of the issues,
threats or opportunities that have occurred;
on the basis of the speed at which it is
conducted: slow change — a change which is
carefully carried out, without haste,
carefully considering every step that
follows and the consequences; quick change
— a change which happens quickly and is to
a great extent radical in nature etc.

2.2. Specific characteristics of crises in
organisations

Crises, for their part, are change processes
as well as results from changes. "A
common crisis can be defined as a change
of balanced state towards imbalanced state
or dominance of particular elements over
the others." [13]. They call for urgent
decisions for change as they pose a serious
challenge for the managerial teams of the
organisations. "Crises are no longer an
aberrant, rare, random, or peripheral feature
of today's society. They are built into the
very fabric and fiber of modern societies."
[9]. The reasons for the crisis have to be
related to either inappropriate behavior of
the organisations or to unforeseen change in
the business environment [7]. Pearson and
Clair point out the need for interdisciplinary
approach to the study of crises and describe
the organisational crisis as "a low-
probability,  high-impact event that
threatens the viability of the organization
and is characterized by ambiguity of cause,
effect and means of resolution, as well as
by a belief that decisions must be made
swiftly" [10].



This definition has to be considered
tentatively as far as the characteristic "not
very likely event" is concerned since the
number of crisis situations over the past
years has increased. Crisis is
understandably seen as an innate stage of
the life cycle of modern organisations [1]. It
leads to both unfavourable and favourable
consequences for the organisation [12].

Over the past years the role of crisis
management related to forecasting, slowing
down and mitigating crises has increased,
by providing opportunities to manage the
processes for overcoming crises and
reducing their adverse consequences etc. S.
Fink defines crisis management in the
following way: "Crisis management —
planning for a crisis, a turning point - is the
art of removing much of the risk and
uncertainty to allow you to achieve more
control over your own destiny." [4]. In this
way the good managerial practices require

the provision and successful
implementation ~ of  specific crisis
management mechanisms which help

managers in their efforts to develop the
organisations successfully. With respect to
that it should be pointed out that crisis
management involves four interrelated
factors: prevention, preparation, response
and revision [2].

2.3. Interrelations between change
management and crisis management

In the process of harmonizing the decisions
in the field of change management and
crisis management we should have in mind
the wvariety of difficulties related to
achieving their goals. It is only natural that
some authors formulated ‘“seven myths”
related to change management [8]. In this
context we should have in mind the fact
that conducting organizational changes is
an extremely difficult task and in 70% of
the cases change programmes are
unsuccessful. Changes evoke emotions,
diffidence and fear and consequently give
rise to opposition which can be very
difficult to  overcome.  Nowadays
organisations develop cyclically: periods of
relative stability are followed by periods of
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fast and radical changes. The results from
the changes cannot be accurately forecast
and the driving forces of change should be
supported in their efforts to achieve the
desired results. With respect to that it
should be remembered that responsibility,
flexibility and adaptability of organisations
play an essential role in the process of
overcoming the chaos and the crisis. A

successful strategy is to start with
something small and to focus efforts on that
thing.

The so called threat-rigidity paradox is
defined in the specialised literature. It can
be observed in two types of reaction on the
part of organisations: realizing the need for
change and undertaking relevant actions

and rigid preservation of established
business practices. Based on this the
organisations’  response includes the

following steps: organizational cognition
and sensemaking, decision-making, and
implementation [11].

L. Greiner’s life cycle model is of interest
in view of the subject matter under
consideration. According to the author the
organisation’s life cycle is a sequence of
evolutionary and revolutionary stages. The
maximum length of each stage is 15 years
and in the process of development of the
organisation the requirements to its
managerial sub-system change. L. Greiner’s
model includes the following stages:
growth through creativity — a creative
period (interrupted by a leadership crisis);
growth through directive management
(interrupted by a crisis in autonomy);
growth through delegation (interrupted by
crisis in  control); growth through
coordination (interrupted by a confidence
crisis due to increased bureaucracy); growth
through  cooperation  (interrupted by
“organizational fatigue” crisis). Greiner
does not provide an answer to the question
about the specifics of the next stage of the
life cycle. The model discussed shows that
there are causative links between the
individual stages. The individual structural
levels of the organization might have
reached different stages of the life cycle. On



the other hand, it is possible that at a given
moment elements typical of different stages
can be preserved [5, 6].

In conclusion we should sum up that the
activities in the field of change management
and the crisis management interact and in
this way possibilities for overcoming the
crisis events in the organizations and for
sustaining their development are sought.

3. Results from the conducted empirical
research
Within the empirical research survey the

Table 1 Distribution of respondents on the basis of their understandin

opinion of 108 respondents has been
studied. 54.6% of them work as experts;
17.6% are team managers or heads of
departments; 13% have top managerial
position and 14.8% have marked a different
position (coordinators, critical incidents
managers, lecturers etc). On the basis of the
survey conducted in 2017 among
representatives of organizations in the IT
and communications technologies sector,
the following conclusions can be drawn:

of change management (%)

-5}
5]
T 82|55
T3 22| 8 BE F
Ne | Statement = = o 2 = =3 B
E & = = v [E &2 =
ST|8|5 |6
=4
A | The changes in the company are complex. 28.6 | 46.7 | 152 | 8.6 | 1.0 | 100.0
B | Changes are a source of uncertainty and fear for 15.1 1509 | 66 | 189 | 85 | 100.0
employees..
C | The success of changes depends to a great
extent on the skills of the team responsible for | 48.1 | 41.5 | 6.6 | 3.8 100.0
their implementation.
D | The oprSltlon against organizational changes 218153312101 1.9 100.0
can be reined.
E | Other (please, specity) 18.2 | 18.2 | 54.5 9.1 | 100.0
Table 1 presents the opinion of the concerning the viability of the organization

respondents related to change management.
The respondents confirm with great
certainty the statement that changes in the
organisation are complex and a source of
uncertainty and fear among employees.
This response was given by more than 50%
of all respondents. Opposition to change
remains a huge problem (Only 23.8% of the
respondents have replied that opposition
against change can be overcome).

The majority of respondents justify the
statement that the crisis relates to changes
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and calls for urgent decisions for both
tactical and strategic change (98.1%).
Along with that the crisis is perceived by
respondents as a phenomenon which ensues
from insufficient resources and time needed
for an adequate response (78.3%). The fact
that the respondents see the crisis as an
opportunity for the organisation should also
be taken into consideration. This opinion is
held by nearly half of them (48.5%) (See
Table 2).




Table 2 Distribution of respondents based on their understandin

of organisational crisis (%)

T |21 2|, g5
Tg ¥ B |2EBE =
Ne | Statement 2 5 o S |5 &= 3
= £ Z(08Eg -
o o | = Q
A | Changes concerning the organisation’s viability
and call for urgent decisions for tactical and | 47.2 | 50.9 | 0.9 0.9 | 100.0
strategic change.
B | Related to insufficient resources and time for 396 1387 | 142 | 75 100.0
an adequate response.
C | Related to a hlgh degree of uncertainty and risk 453 | 462 | 47 | 38 100.0
for the organization.
D | Opportunity for the organization 17.1 {3141 20.0 | 21.9 | 9.5 | 100.0
E | Other (please, specify) 50.0 | 8.3 | 41.7 100.0

Table 3 Distribution of respondents based on their understanding about the peculiarities of individual
crisis related to the development of the organization (%)

Ne | Statement Yes To some No | Total
extent

A | The 2008 financial and economic crisis had a | 33.8 43.8 22.51100.0
negative impact on the organization.

B | Crisis which affect primarily organisations are | 16.2 47.5 36.4 | 100.0
sudden.

C | Crisis which affect primarily organisations are | 28.9 40.2 30.9 | 100.0
gradual.

D | Crisis are related to inefficient change management. | 33.7 44.9 21.4 | 100.0

E | Other (please, specify) 83.3 8.3 8.3 |100.0

33.8% of the respondents point out that the
2008 financial and economic crisis had a
negative impact on their organisations.
According to respondents the number of
gradual crises exceed sudden ones: 28.9%
definitely state that crises in organisations
are gradual, while 16.2% — sudden. This
means that there is good potential for
managerial reaction in terms of timely
identification of the signs of a crisis in the
organization as a base for an adequate
reaction. On the other hand, the statement
that crisis management 1is in close
relationship with change management is

once again justified: 78.6% of the
respondents state that crises in their
organisations are related to inefficient

change management (see Table 3).

It can be concluded that organisations in the
information and communications
technologies sector exhibit various skills
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related to the implementation of flexible
methods for change management in the
process of effective crisis decision making.
Crisis should increasingly be seen as a
natural phenomenon which means that
managers should be familiar with them and
to be capable of offering appropriate
solutions so that they can quickly and
successfully be dealt with.

4. Conclusions

It can be concluded that -effective
management of modern organisations calls
for integrating various decisions within the
entire managerial system, including the
field of change management and crisis
management. Organisations are large,
complex and undetermined systems which
increases the time necessary for making
decisions whereas the time available for
response is shortened due to the unstable




and unpredictable environment. What
matters in this situation is to make decisions
aiming at reasonable management of the
system’s uncertainty. With respect to that
the volume and quality of the available
information are of key importance — both
for the system itself and for its
environment, including the adequacy of the
implemented information and managerial

toolkit: methods, models and system of
indicators. Having considered all that an
important filed for future research can be
outlined: development and successful
implementation of reliable quantitative and
qualitative  methods for  forecasting
organisations’ behaviour and their business
environment.
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