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Abstract

Purpose — Drawing on Bandura’s social learning theory (SLT), the purpose of this paper is to investigate,
analytically, the impact that after-training skills level (i.e. perceived skill match) has on change self-efficacy.
Moreover, this research also aims to identify which specific skills sets (if any) act as a protective factor during
organizational change, supporting the change confidence (CC) level of the people involved.
Design/methodology/approach — Quantitative research was carried out on a sample of 200 workers in
the bank sector.

Findings — Findings of this study suggest that skill match has a significant impact on the CC level.
Furthermore, this study demonstrates that, even in front-office jobs, a perceived skill match of soft skills does
not have a significant impact on staff CC, unlike that suggested by common sense and by literature.
Research limitations/implications — Future research should investigate if and how a training process
enables change self-efficacy over time or instead shows its utility only when it is relating to a specific and
limited period.

Practical implications — This study suggests that in designing training, top and middle management
should pay specific attention to change recipients’ needs by adopting a bottom-up approach. Moreover, to
improve training effectiveness, it would be advisable to also train change recipients’ supervisors.

Social implications — This study has social implications in suggesting how to foster the adaptive
capabilities of change recipients in current turbulent times. In doing so, it suggests how to prevent some
undesirable change consequences such as anxiety, intention to quit, work-related stress and change cynicism.
Originality/value — This paper shows that, from a methodological point of view, it is necessary to
evaluate training effectiveness at the level of a specific skill area and not simply by comparing the trained/not
trained people, as typically practiced until now.

Keywords Social learning theory, Self-efficacy, Organizational change, Training effectiveness,
Change confidence, Skill mismatch

Paper type Research paper

Introduction

Literature highlights a high failure rate in organizational change projects (Balogun and
Hailey, 2004). Miller et al. (1994) posit that, while the failure to successfully implement
planned change may be attributed to many factors, few issues are as critical for success as
the employees’ attitudes towards change. It is worth mentioning that, in dealing with
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resistance to change, more attention has been paid to changing negative attitudes (e.g.
disengagement or cynicism) and dysfunctional behaviours (e.g. deviance), neglecting the
role that positivity (what works well) has in organizational change (Avey et al, 2008).
Empirical research has instead highlighted the advantages for organizations of enhancing
(for instance, by training activities) factors such as self-efficacy and the perception of
control, rather than trying to remove obstacles to change (de Jong et al, 2016). However,
research that treats training for preparing an organizational change as a positive approach
and emphasizes the strengths of individuals is still insufficient, and needs more empirical
evidence, as advocated by recent literature (for a review, see Uyan and Aslan, 2019).

During a radical organizational change, the perception of control and sense of self-
efficacy are strategic assets for the involved people (Avey et al., 2008). Successfully coping
with change can be perceived by recipients as a challenging task, and can affect career
choices (e.g. withdrawal behaviours or even the intention to resign). Bandura (1995) has
found that an individual’s self-efficacy plays a major role in how goals, tasks and challenges
are approached. Literature highlights that people with a strong sense of self-efficacy develop
deeper interest in the activities in which they participate, form a stronger sense of
commitment to their interests and activities, recover quickly from setbacks and
disappointments and view challenging problems as tasks to be mastered (Bandura, 1977,
1992). Change self-efficacy (or, often referred to as, change confidence [CC]) is thus considered
a pivotal factor in facing an organizational change successfully (Armenakis et al., 2007a;
Emsza et al., 2016; Roczniewska et al., 2020; Weiner, 2009).

It is well known that self-efficacy develops thanks to a social learning process (Bandura,
1986). Indeed, the growth of self-efficacy continues to evolve throughout people’s working
lives as they acquire new skills, experience and understanding (Bandura, 1995) Training
processes should therefore play a strategic role in addressing and developing self-efficacy in
preparation for an organizational change. However, to date, empirical research has focused
on the impact of training on readiness to change in general, and not on change self-efficacy
specifically (see, for instance, Sherlock-Storey et al, 2013; Grant, 2014). Recently in their
review, Arghode et al. (2020) show that training and education foster general self-efficacy,
which in turn plays a vital role in career decision-making, but their review highlights a lack
of specific focus on change self-efficacy.

Literature suggests that distinguishing self-efficacy into general and specific increases
conceptual parsimony and the predictive power of each construct (for a critical review, see Oney
and Oksuzoglu-Guven, 2015). Differently from general self-efficacy, specific self-efficacy beliefs
vary depending on the domain of functionality and the circumstances surrounding the
occurrence of behaviour, for instance during an organizational change. Therefore, change self-
efficacy is related to a specific change context, and helps change recipients in facing that specific
context (Armenakis et al., 2007a; Roczniewska ef al, 2020). In this study, a change agent is defined
as a person from inside or outside the organization who helps an organization transform itself by
focusing on matters such as organizational effectiveness, improvement and development (Hamlin
et al, 2019). From the change agent’s point of view, it would be useful to identify which specific
set of skills fosters change self-efficacy, to design training activities appropriately. Nevertheless,
to date, research has mainly investigated the effectiveness of training activities in preparing for
an organizational change by comparing trained versus untrained people, not considering a
specific set of skills (for an exception, see Veloso-Besio ef al.,, 2019). Moreover, the effect of training
on individual change self-efficacy must be quantitatively and empirically tested, as suggested by
the available literature (Ferrari, 2019; Kristof-Brown et al, 2002, 2005).

In summary, although many organizational change processes fail because the people
involved are not adequately trained for the specific type of change (Bovey and Hede, 2001),



research has until now overlooked the relationship between training activities and change
self-efficacy (Uyan and Aslan, 2019). Given this theoretical scenario, and its limitations, the
first purpose of this paper is to investigate, analytically, the impact that the post-training
perceived level of skills (skill match) has on change self-efficacy. The second purpose is to
identify which specific skills sets (if any) act as a protective factor during organizational
change for the involved people.

Theoretical background

Positive actions such as coaching and training programs during an organizational change
were found to be significant in terms of constructing positive feelings, positive behaviours
and/or positive cognitive thought processes (Fackler et al,, 2021; Grant et al., 2009; Grant,
2014; Sherlock-Storey et al., 2013) and generalized positive experiences (West et al., 2009).
Research provides evidence of the role played by readiness to change in making the
organizational change process easier, suggesting how to assess it (Armenakis ef al, 2007a;
Holt et al., 2007), and shows the organizational factors that can support it (Andersen, 2008;
Taufikin ef al., 2021). Literature has also widely highlighted the impact of training processes
on people’s readiness to change in general (Sherlock-Storey ef al, 2013; Grant, 2014; Grant
et al., 2009; Mueller et al., 2012; Martin, Jones and Callan, 2005). A key positive factor in
readiness to change is change self-efficacy (Armenakis et al., 2007a, 2007b; Holt et al., 2007),
known for its protective effect on individual well-being and for its positive impact on
professional performance (Stajkovic and Luthans, 1998a, 1998b). Drawing from Bandura
(1997), self-efficacy is “one’s conviction (or confidence) about his or her abilities to mobilize
the motivation, cognitive resources and courses of action needed to successfully execute a
specific task within a given context” (Stajkovic and Luthans, 1998b, p. 66). Weiner (2009)
suggested change efficacy as one of the relevant dimensions for assessing readiness to
change. Several other authors such as Choi et al. (2016), Choi and Ruona (2011, 2013), Judge
et al. (1999), Meyer et al. (2002) and Neves (2009) concluded that individuals with more
confidence in their ability to cope with organizational change have a stronger commitment
to changes.

According to Bandura’s social learning theory (SLT) (1995), there are four major sources
of self-efficacy: mastery experiences, social modelling, social persuasion and psychological
responses. Hence, consistent with SLT, training should be designed as a social process
rather than delivered as an educational event (e.g. a course, a lecture). Social processes are
the ways in which individuals and groups interact, adjust and readjust, and establish
relationships and patterns of behaviour, which are again modified through social
interactions (Brown, 2006). Furthermore, by impacting on an organizational population,
change often generates a learning process that has a social nature; the change agents and
recipients can therefore be considered together as a comumunity of practice (Lave, 1993;
Wenger, 1998). According to this approach, self-efficacy is co-constructed, through informal
interaction and training on the job, in addition to a training event (e.g. a course, a lecture),
which is more structured and limited in time.

However, to date, literature investigating the “if” and “how” training affects change self-
efficacy is still inconclusive. For instance, Lewis (2012) did not find a direct relationship
between training activities and self-efficacy. Several other studies have dealt with the
relationships between self-efficacy, training and performance in various contexts (see for
instance Stajkovic and Luthans, 1998; Tims et al., 2014), but empirical literature has focused
mainly on self-efficacy as a moderator between training activities and work performance
(Kraut et al,, 2016; Zaki et al., 2019). Martocchio and Hertenstein (2003) have noted that
training that results in high self-efficacy is more likely to lead to positive training outcome,
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but they did not investigate the relationship between training and self-efficacy as the
outcome. Moreover, the available literature on change management shows that having a
perceived skill-match for dealing with a new situation is a fundamental factor at the base of
self-efficacy (Kristof-Brown et al., 2002, 2005). Nevertheless, research has seldom (and not
recently) investigated the direct relationship between the perceived skills level after the
training activities and the change self-efficacy level (for an exception, see Baron and Morin,
2010; Zhao et al., 2008).

Thus, given this theoretical scenario and its limitations, this study aims to fill the
research gap by testing the following hypothesis:

Hi. In a context of organizational change, the higher the post-training change
recipient’s skill-match level, the higher their change self-efficacy level.

The literature suggests that not all skills are equally important for the development of
change self-efficacy. With a few exceptions (Holten ef al, 2019; Olsen and Stensaker, 2014),
the change management literature to date has investigated the effectiveness of training only
on a general level, comparing a trained versus untrained group (see, for instance, Kim ef al,
2019). By not investigating the specific contents of the training, this general approach
overlooks the role played by specific skills areas in fostering change self-efficacy. By their
very nature, front-office jobs and, more generally, service activities are characterized by
high relational content. Literature on front-line interactive service work has pointed to the
importance of so-called soft skills (managerial and relational). Soft skills are defined by Moss
and Tilly (1996, p. 253) as “skills, abilities and traits that pertain to personality, attitude and
behaviour rather than to formal or technical knowledge”. Soft skills are very important in
many disciplines, both technical and managerial, such as accounting (Stovall and Stovall,
2009), information systems (Richards et al, 1998), finance (Dixon et al, 2010), and also
project management (Alam et al., 2010) and leadership (Newell, 2002). In the retail banking
sector, the ever-increasing emphasis on providing 360° consultancy services (in
multifunctional teams) and less and less specific technical services suggests a growing
importance of managerial and relational skills such as customer care abilities, service
encounter management, negotiation, team work and problem solving (Nickson ef al., 2012;
Targetjob, 2019). Ample research has been carried out on the importance of soft skills in the
workplace (Klaus, 2010; Maes et al., 1997; Mitchell et al., 2010; Nealy, 2005; Smith, 2007).
One study found that 75% of long-term job success depends on people skills (soft skills),
while only 25% is dependent on technical knowledge (Klaus, 2010). Another study indicated
that hard skills contribute only 15% to one’s success, whereas 85% of success is due to soft
skills (Watts and Watts, 2008, as cited in John, 2009). Finally, Levasseur (2010, 2013)
theoretically suggests that soft skills can help recipients during an organizational change,
but empirical literature still lacks evidence.

It can therefore be assumed that in the service sector in particular, soft skills may have
the greatest impact on change self-efficacy; consequently, the skill-match level in this
specific area of competence would be seen to have a greater protective effect during an
organizational change. However, the currently available literature is still largely anecdotal,
or qualitative or self-reported (Robles, 2012); research is often the result of surveys
conducted by learning agencies (Targetjobs, 2019) and not by scholars. Furthermore, soft
skills have so far been investigated in the different periods of the person’s career (newcomer,
middle manager, top manager), not during organizational change (Robles, 2012; Wellington,
2005; Wilhelm, 2004). Additional empirical and quantitative efforts are therefore needed to
measure if and how much soft skills really influence CC, as requested in the most recent



literature (Hamlin, 2019; Ferrari, 2019). Thus, given this theoretical scenario, this research
aims to fill the literature gap by testing a second hypothesis:

H2. In the context of organizational change, the post-training managerial/soft skills
level has the greatest impact on change self-efficacy.

The research

Change context and training processes

This research focuses on a business model change in a large Italian bank. This bank aims to
achieve a business model based on a network of subsidiaries in a couple of years, when their
staff will be required to present an ample skills portfolio to face all customers’ needs/
demands. This requires an extensive re-organization of personal skills, and a more flexible,
and lifelong learning oriented workforce. In service sectors in particular, (bank, insurance,
trade, healthcare, etc.), every organizational change has an impact on customer-facing
employees at the bottom of the company in particular (CNBC, 2013; Ferrari, 2019a; Lovelock,
1990). In their longitudinal literature review, De Jong et al (2016) showed that low-level
hierarchical workers suffer more during organizational restructuring, also in the long term.
They showed that most studies highlight negative changes over time for workers, both in
the short and long term. However, some groups of workers reacted less negatively: for
example, workers with high organizational status before a merger and workers who
underwent a change of work group. In the organizational scenario here investigated, the
change recipients were workers at the bottom level and therefore more vulnerable. Hence,
readiness to change and the employees’ adaptability become strategic issues in human
resource management. As a result, researchers have called for a better understanding of
change managed by recipients at the bottom of the organization instead of the top (Piderit,
2000), but few studies have subsequently been conducted (Mars, 2009).

The individual or group that undertakes the task of initiating and managing change in
an organization is known as a change agent (Lunemburg, 2010). A change agent is anyone
who has the skill and power to guide and facilitate the change effort. The success of any
change effort depends heavily on the quality and workability of the relationship between the
change agent and the key decision makers within the organization (Anderson, 2011; Burke,
2011). In this change context, the quality of this relationship appeared to be poor. For
instance, the strategic plan presented to the chief executive officer (change management
plan) contained the training activities that had to be carried out to accompany the business
model change. The training needs analysis was consequently carried out by the human
resources (HR) department, involving branch managers as a source of information, but
without involving the change recipients actively. The strategic training plan was then
presented to change recipients in separate meetings at the geographical area level, thus
following a top-down approach. The subsequent managerial/soft skills training was
delivered in the traditional way (lectures); for other areas of expertise (legal, technical and
credit skills), training was provided through an online platform. At the time of this research,
the company had completed the training activities and was preparing to implement the new
business model.

Procedure and participants

This research involved a sample of approximately 500 tellers (the bank employees who deal
directly with customers, the so-called “gestori retail”), operating in the subsidiaries of the
bank. Data was collected using an online questionnaire working on a Google platform, and
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administered 2-3 weeks after the end of the training activities. The data collection began in
December 2019 and was completed at the end of January 2020. In total, 200 correctly
compiled questionnaires have been collected; hence, the return rate is approximately 40%, a
highly valuable outcome. The characteristics of the sample are as follows: age: 18-25,
5.50%; 2635, 28.50%; 35-50, 34.00%; >50, 17.50%; gender: M = 51%, F = 49%; tenure (in
years): up to 5 = 12.00%; from 6 to 10 = 33.00%; from 11 to 20 = 29.00%; >20 = 26.00%;
educational qualification: none = 550%; secondary school (accountant) = 33.50%;
secondary school (other) = 17.50%; university degree (economics) = 32.00%; university
degree (other) = 10.00%. The non-respondent bias was assessed by comparing the
responses from early and last waves with a #test, such as the first and last quarter of
responses. No significant difference emerged (p = 0.05).

Independent variables
To measure the perceived skill mismatch at the end of training activities, this research used
the job requivement approach, a well-suited tool especially when applied at a job-specific
skill level rather than in the usual more generic sense (Pellizzari and Fichen, 2013). The JRA
method originates from the psychology of work field and focuses on the importance of skills
as key components of professionalism and work. Job requirements are defined as “the job
requirements of any given job can be thought of as the personal characteristics which
the job requires on the part of incumbents for reasonably satisfactory performance”
(Mc-Cormick et al., 1957, p. 358).

Starting from the available job description, the job-related skills were divided into four
specific areas:

(1) technical skills (TS) (knowledge related to product, services and procedures);
(2) legal skills (laws currently regulating the bank sector);
(3) credit skills (financial analysis); and

(4) managerial (MS)/soft skills (teamwork, customer care, negotiation, problem
solving, etc.).

Thus, following the job requirement approach, each area was transformed into a list of skills
in the questionnaire. A self-reporting six-point scale was used for each skill to collect the
participants’ self-evaluation about the degree to which an individual’'s abilities match
the demands of their job, in the context of organizational change. The six-point scale
methodological option was selected/chosen because of the following assessment. Firstly, the
neutral or undecided option is not suitable in this study, as the research focuses on a
perceived skill match, not on an attitude. Moreover, respondents have a tendency to avoid
the cognitive effort required to pick an opinionated answer when reporting their opinion
(Krosnick, et al, 2002) — in other words, neutrality is the path of least resistance, and a
neutral option may inaccurately skew results towards neutrality. However, that is not all,
respondents may also choose a neutral option because of ambivalence (Bishop, 1987) — “to
avoid the negative feelings associated with their conflicted views on an issue”. Cognitive
effort may be required for individuals to choose between their positive and negative feelings,
and a neutral option would make this less likely to occur (Nowlis et al, 2008). For these
reasons, among others, some researchers have suggested doing away with the neutral
option on Likert scales altogether (Garland, 1991; Krosnick et al., 2002; Kalton et al., 1980) —
the central argument being that removing the neutral option forces respondents to exert
cognitive effort whether they are simply tending towards neutrality or strongly ambivalent



about a topic. This requires individuals to use what they perceive to be the most important
point of an argument to make a decision (Weijters et al., 2010; Nowlis et al., 2002).
Examples of questionnaire items:

e “In order to apply the new business model, how adequate do you consider your
current level of the following technical skills to be? (0 = not at all, 5 = maximum
level): knowledge related to the products/services offered: customer asset
management skills.”

¢ “In order to apply the new business model, how adequate do you consider your
current level of the following credit skills to be? (0 = not at all, 5 = maximum level):
non-performing loans management.”

¢ “In order to apply the new business model, how adequate do you consider your
current level of the following legal skills to be? (0 = not at all, 5 = maximum level):
regulations on privacy.”

¢ “In order to apply the new business model, how adequate do you consider your
current level of the following managerial skills to be? (0 = not at all, 5 = maximum
level): negotiation.”

Dependent variables

For the purpose of this research, the change self-efficacy subscale from the Italian version
(Cronbach’s alpha a = 0.9123) of the readiness to change questionnaire proposed by
Armenakis et al. (1999, 2007a), revised and improved by Holt and colleagues (2007), was
used to measure the employees’ change self-efficacy level.

Control variables

Literature suggests that some variables can have an impact on the change process outcomes
(Caldwell et al., 2004). Research (Kunze et al., 2013) suggests routine job seeking, cognitive
rigidity and emotional aversion to change should be more pronounced for long-tenure staff
members; thus, the results have been controlled for fenure. Furthermore, individual
differences theory argues that because of differing cognitive structures, individuals react
differently to the same change message (Armenakis ef al., 1993; Armenakis and Harris, 2002;
Holten et al., 2019). Therefore, the findings have also been controlled for age, gender and type
of qualification/s.

Results

The level of change self-efficacy is generally medium—low in the sample (M = 2.68/5, SD =
0.41), as well as the overall skill match level (M = 3.13/5, SD = 0.67; see Appendix 1 for details).
A one-way MANOVA was conducted to test whether males reported a higher mean overall
skill level (OSL) and/or change self-efficacy (CC) than females: the results indicated that gender
does not have a correlation either with OSL or with CC (see Table 1). To further explore the

Males Females Mean Difference df F P-value*
Overall skill match level (OSL) ~ 3.27 298 3.13 0.29 1196  2.007 0.174
Change self-efficacy (CC) 27 2.66 2.68 0.04 1.198  1.0906 0.298
Mean 2.99 2.82

Note: *p < 0.05
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Table 2.
Correlation matrix
between perceived
skill match level and
change confidence

differences among participants for each control variable, a series of univariate ANOVAs were
conducted, after checking homoscedasticity with an F-test: age (F(3, 20) = 0.0026, p < 0.05),
tenure (F(3, 20) = 0.00066, p < 0.05), and type of qualification (F(4, 25) = 0.0070, p < 0.05) were
found not to be related to CC. Thus, following the research hypotheses, differences in change
self-efficacy should be due to other factors.

The positive correlation between the self-reported overall skill (match) level and the
change self-efficacy level is statistically significant (0.2713, p < 0.05). In particular, a
perceived adequate level of technical skills (0.2410, p < 0.05), credit skills (0.2597, p < 0.05)
and managerial skills (0.2311, p < 0.05) show a significant positive statistical correlation
with change self-efficacy level. Thus, H1 is supported (see Table 2 for a general correlation
matrix).

For each statistically significant correlation, a linear regression was calculated to predict
change self-efficacy. The findings suggest that a significant regression equation was
observed for overall skill (match) level in affecting change self-efficacy (F' 1, 198]) = 15.728,
p < 0.05), with a R multiple = 0.27 and R = 0.073592 (constant = 2.157 + 0.1660 [OSL]). For
each point of overall skill (match) level, change self-efficacy increased by 0.1660.

Considering each factor (technical Skills, credit skills and managerial/soft skills), the
findings suggest that a significant regression equation was found for affecting change self-
efficacy (F 3, 196] = 5.679, p > 0.05), with a R multiple = 0.2712 and R* = 0.08; constant =
2.192 +0.055 (TS) + 0.071 (CS) + 0.032 (MS). Managerial/soft skills match shows the lowest
impact on change self-efficacy, in comparison with TS and credit skills. Thus, H2 is not
supported (see Appendix 2 for details of linear regression).

Discussion
Findings of this study suggest several issues worthy of discussion.

Literature has, to date, shown that participation in training has a positive impact on
readiness to change (Grant, 2014; Grant ef al., 2009; Mueller et al., 2012; Martin et al., 2005;
Sherlock-Storey et al., 2013). By supporting H1, this study confirms this relationship, and
the positive correlation with CC in particular. However, to date, research has not measured
the intensity of this relationship. In this sample, approximately 10% of the change self-
efficacy is because of the perception that training had provided the appropriate skills to deal
with an ongoing change. This study therefore provides empirical support for that
hypothesized by recent theoretical literature (Ferrari, 2019a; Uyan and Aslan, 2019).

Moreover, literature has extensively shown the importance that the behaviour of the
involved employees has in promoting the success of a change; similarly, it has emphasized
the role of workers’ own reactions in the acceptance and development of change

M/5)  SD TS LS CS MS OoSm)L  CC
Technical skills 311 074 1
Legal skills 314 068 0.7930 1
Credit skills 288 097 05972 0.6479 1
Managerial skills 341 067 0.7778 0.7286  0.5971 1
Overall skill (match) level 313  0.67 0.8915 0.8929 0.8444 0.8694 1
Change confidence 268 041 024100 02044 0.2597%F*  (02311%*  (0.2713%* 1

Notes: ***p < 0.05. Technical skills: knowledge related to product, services and procedures. Legal skills:
laws and regulations of the bank sector. Credit skills: financial analysis. Managerial skills: soft skills such
as team working and customer care




(Caldwell et al., 2004; Katsaros ef al.,, 2014; Wang, and Kebede, 2020). At the same time, the
impact of organizational change at the bottom level of the organization has so far been
under-investigated (Piderit, 2000; Uyan and Aslan, 2019). The medium-low level of both
change self-efficacy and overall skill (match) level shown by the sample highlights that the
bottom-level staff are vulnerable during an organizational change, as suggested by previous
literature (de Jong et al., 2016; Mars, 2009). Therefore, this study confirms that bottom-level
staff need specific attention during an organizational change.

As expected, reactions of change recipients are one of the main indicators of the measure
of organizational success, (Bartunek et al, 2006; Oreg et al., 2011), at least from the point of
view of psychological well-being (de Jong et al., 2016). The low levels of change self-efficacy
shown by the recipients after training can be due, in this sample, to the lack of involvement
of the recipients in the training needs analysis. This study therefore suggests that the design
of training paths should also involve the recipients directly, and not only the change agents,
as often suggested (Coombs, 2014). In other words, change recipients should be an active
part in the training needs analysis process; identifying the skills shortage is not only a task
for their supervisor (if he/she acts as a change agent); it is a process involving both
supervisor/change agent and change recipients.

Furthermore, by showing that change self-efficacy is fostered by some specific areas of
skills, this study supports previous literature suggesting that training needs should be
identified during target-specific and empirically based training needs analysis (Reed and
Vakola, 2006). This result could also, at least partially, explain why HZ2 is not supported.
Because of the fact that soft skills are critical for productive performance in today’s
workplace, current business leaders are emphasizing the development of soft skills (Nealy,
2005). However, most research to date has been mainly anecdotal, based on common sense,
or not applied to a change management context. This study shows that soft skills do not
have a protective effect on change recipients: an adequate soft skill match does not have an
impact on CC. According to SLT, it is possible that soft skills are perceived as less concretely
applicable, more abstract and generic and therefore as having less impact on the self-
efficacy levels of trained change recipients. Conversely, technical skills are more easily
visible and transferable during training. As a consequence, a technical skill-mismatch can
be more easily perceived by change recipients and therefore negatively impact their self-
efficacy.

Finally, considering the significant but weak relationship between soft skills and CC,
these findings seem to highlight that the current literature (Robles, 2012), especially by
practitioners (Nickson et al., 2012; Targetjob, 2019), overestimates the impact of soft
skills for the front-office staff. One possible explanation is that the fype of delivered
training (lecture, e-learning) is not adequate for improving soft skills. Indeed, because of
their nature, soft skills have social and interactional bases, and they benefit from a more
socially based training process. Consistent with SLT (Bandura, 1995), training courses
based on coaching, on-the-job training and vicarious peer-to-peer experience could prove
more effective in preparing an organizational change in general and supporting CC
specifically, as shown elsewhere (Levasseur, 2013; Olsen and Stensaker, 2014). The
results of this study suggest that training methodologies in accordance with situated
learning (Lave and Wenger, 1991) could improve the chances of success of a change, both
directly, by favouring the circulation of good practices, and indirectly, by providing
vicarious learning (Bandura, 1995). This study therefore confirms the need for a wider
use of evidence-based quantitative research investigating the actual dynamics during an
organizational change (Hamlin, 2019).
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Key findings and contributions to the literature

As argued by some scholars (Hamlin, 2019), engaging in “critically reflective” as well as
“evidence-based” practice should become an essential feature of managing/facilitating
organizational training and change programs. However, literature has until now paid scarce
attention to the role a skill match can actually play in organizational change. With the aim of
shedding new light on this issue, this study contributes to the current theoretical literature
in multiple ways.

Firstly, this study shows a positive correlation between skill-match and CC. The findings
also show that in preparing for an organizational change, developing strengths is possible
as an alternative to removing obstacles to change. In doing so, it confirms that an approach
inspired by positive psychology is desirable and effective, as hypothesized elsewhere but
not yet adequately investigated (Uyan and Aslan, 2019). Positive psychology therefore
proves to be a promising approach, although often neglected by the literature in the field of
change management.

Secondly, this study represents, to the best of our knowledge, one of the first
attempts to study the strength of the relationship between training and CC. The
significant but weak (<10%) impact of training on CC suggests further theoretical
issues, linked in particular to training methods. Consistent with an approach based on
SLT (Bandura, 1995), this study suggests it is necessary to profoundly rethink the
theoretical foundations of training in preparing for an organizational change. Training
activities should be delivered by adopting cooperative and socially situated
methodologies rather than ‘traditional’ methods such as lectures or e-learning. This
consideration has become critically important, above all in a historical moment in
which the use of digital and distance learning tools has developed and been
consolidated by the COVID-19 pandemic.

Thirdly, another methodological contribution is presented. Conversely to that which has
often been suggested (Coombs, 2014), during an organizational change, the change
recipients are not only #e target of the change, but they should be actively involved in the
training needs analysis. This study therefore highlights that the field of change
management can be usefully integrated with methodological approaches derived from
disciplines such as adult training. This integration in the theoretical literature is currently
not systematic, with some exceptions.

Fourthly, showing that not all areas of expertise are related to change self-efficacy, this
study demonstrates the usefulness of an analytical approach, at the skills level, and not
simply based on the trained/untrained employee comparison as practiced so far (for an
exception, see Veloso-Besio et al., 2019).

Fifthly, by showing that the skills provided by training processes do not generate
significant effects on change recipients automatically, this paper highlights that it is
necessary to view the change from both the change agents’ and the change recipients’
perspectives (Balogun and Johnson, 2004; Bartunek et al., 2006; Bryant, 2006). In doing so,
this paper provides a supplement to the prevalent top management perspective on training
and development during change, therefore responding to previous theoretical research calls
(Olsen and Stensaker, 2014).

Finally, the hypothesis that soft skills are strategic during a change that involves front-
office jobs is not supported; this shows that, occasionally, the anecdotal evidence reported
by practitioner and learning agencies is not confirmed. In doing so, this study makes a
contribution to evidence-based change management, as requested by current literature
(Hamlin, 2019).



Implications for practice

Showing that training has a significant effect on change recipients’ CC, this study suggests
that professionals and HR managers should design change management actions by
enhancing the strengths of change recipients, rather than trying to remove obstacles to
change. This means activating coaching paths which, although more expensive and take
longer, seem to guarantee an increase in CC and, therefore, greater probability of success.
This also means designing and setting in motion a community of practice among the change
recipients, to activate situated learning dynamics.

This study has also highlighted that change recipients must be involved in all phases of
the change management process. From a practical point of view, this means, first of all, that
the training needs analysis process must be conducted with bottom-up logic. The perceived
skill match of change recipients should be a fundamental factor in triggering a training
process.

Finally, by not supporting A2, this study suggests that, contrary to common sense and
managerial literature, in this sample, soft skills match shows the lowest impact on change
self-efficacy, in comparison with other more technical skills. These results require
professionals and HR managers to analyse the importance of soft skills more critically, not
considering them a priori a universally and transversally strategic category of skills.

Limitations and suggestions for a future research agenda

Beyond its findings and suggestions for practice, this paper of course presents some
limitations. It should be noted that the data was collected in a single organization and in a
specific group of employees. While this generates added value for the practical applicability
of the case study, on the other hand, it does not allow the full generalization of the results to
the entire organizational population. Findings must therefore be treated with the usual
methodological precautions.

Although this (cross-sectional) research focused on a stable and enduring personal
characteristic (change self-efficacy), data was collected in a short period, thus overlooking
several other variables, both organizational and individual. Future research should
investigate if and how the training process enables CC over time or if it instead shows its
utility only when it is relating to a specific and limited period.

Furthermore, by focusing on change self-efficacy as a desired outcome, this research
overlooks other possible/potential organizational outcomes as consequences of change
readiness at different levels (group, organization). Although change management literature
shows the robustness of this construct at an individual level in ensuring positive outcomes
(for a review, Rafferty et al, 2013), it also shows some limitations. Hence, future research
is called for to show if change self-efficacy leads to actual organizational outcomes, such as
perceived organizational valence and managerial support (Holt ef al., 2007).

Finally, although the results were controlled for age, gender, type of qualification and
tenure, differences in readiness to change could be due to latent variables that were not
included in this model. Therefore, future research should investigate other elements to
overcome these limitations, for instance, the role played by personality traits and other
personal characteristics (e.g. educational background).

In addition to the methodological limitations, this study has some further specific
limitations, which suggest caution in the generalizability of the results. For example, the
proposed system of hypotheses is an inevitable simplification of reality: other latent factors
relating to the participants could affect the outcomes. Furthermore, this research was carried
out in a large company in the banking sector, and is therefore limited to a very specific
context in terms of gender composition and educational qualification. Further research will
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have to investigate whether the results are the same in different sectors or with different
characteristics of human capital.

In this study, the training for change recipients was provided in a “traditional” way.
At the moment, however, there is a lack of research investigating the effectiveness of
training approaches based on SLT or situated learning compared with traditional
approaches (lectures, e-learning). Future research is therefore necessary to quantitatively
investigate whether different methodological options lead to different levels of self-
efficacy change. Furthermore, in an era characterized by the extensive use of digital
technology for communication and training (webinars, synchronous e-learning), research
is needed to quantitatively investigate whether the processes of social learning and
vicarious peer-to-peer learning can also be activated and effective in digital/remote
contexts.

References

Alam, M., Gale, A., Brown, M. and Khan, A.L (2010), “The importance of human skills in project
management professional development”, International Journal of Managing Projects in Business,
Vol. 3 No. 3, pp. 495-516, doi: 10.1108/17538371011056101.

Andersen, L.S. (2008), “Readiness for change: can readiness be primed?”, Master’s Theses, Vol. 3517,
doi: 10.31979/etd.pnn8-n98c.

Anderson, L.A. (2011), The Change Leader’s Roadmap: How to Navigate Your Organization’s
Transformation, Routledge, New York, NY.

Arghode, V., Heminger, S. and McLean, G.N. (2020), “Career self-efficacy and education abroad:
implications for future global workforce”, European Journal of Training and Development,
Vol. 45 No. 1, pp. 1-13, doi: 10.1108/EJ TD-02-2020-0034.

Armenakis, A., Bernerth, J.B,, Pitts, J.P. and Walker, HJ. (2007b), “Organizational change recipients’
beliefs scale: development of an instrument”, The Journal of Applied Behavioral Science, Vol. 43
No. 4, pp. 481-505, doi: 10.1177/0021886307303654.

Armenakis, A.A. and Harris, S.G. (2002), “Crafting a change message to create transformational
readiness”, Journal of Orgamizational Change Management, Vol. 15 No. 2, pp. 169-183,
doi: 10.1080/14697010902879079.

Armenakis, A.A., Harris, S.G., Cole, M.S,, Fillmer, ] L. and Self, D.R. (2007a), “A top management team’s
reactions to organizational transformation: the diagnostic benefits of five key change
sentiments”, Jouwrnal of Change Management, Vol. 7 Nos 3/4, pp. 273-290, doi: 10.1080/
14697010701771014.

Armenakis, A., Harris, S. and Field, H. (1999), “Making change permanent: a model for
institutionalizing change”, in Pasmore, W. and Woodman, R. (Eds), Research, in Organization
Change and Development, Vol. 12, JAI Press, Inc, Greenwich, CT, pp. 97-128.

Armenakis, A.A., Harris, S.G. and Mossholder, K.W. (1993), “Creating readiness for organizational
change”, Human Relations, Vol. 46 No. 6, pp. 681-703, doi: 10.1177/001872679304600601.

Avey, ].B.,, Wernsing, T.S. and Luthans, F. (2008), “Can positive employees help positive
organizational change? Impact of psychological capital and emotions on relevant attitudes
and behaviors”, The Journal of Applied Behavioral Science, Vol. 44 No. 1, pp. 48-70,
doi: 10.1177/0021886307311470.

Balogun, J. and Hailey, V.H. (2004), Exploring Strategic Change, 2nd edn. Prentice Hall/Financial Times,
Harlow.

Balogun, J. and Johnson, G. (2004), “Organizational restructuring and middle manager
sensemaking”, Academy of Management Journal, Vol. 47 No. 4, pp. 523-549, doi: 10.5465/
20159600.


http://dx.doi.org/10.1108/17538371011056101
http://dx.doi.org/10.31979/etd.pnn8-n98c
http://dx.doi.org/10.1108/EJTD-02-2020-0034
http://dx.doi.org/10.1177/0021886307303654
http://dx.doi.org/10.1080/14697010902879079
http://dx.doi.org/10.1080/14697010701771014
http://dx.doi.org/10.1080/14697010701771014
http://dx.doi.org/10.1177/001872679304600601
http://dx.doi.org/10.1177/0021886307311470
http://dx.doi.org/10.5465/20159600
http://dx.doi.org/10.5465/20159600

Bandura, A. (1977), “Self-efficacy: toward a unifying theory of behavioral change”, Psychological
Review, Vol. 84 No. 2, pp. 191-215, available at: https:/psycnet.apa.org/doi/10.1037/0033-
295X.84.2.191

Bandura, A. (1986), Social Foundations of Thought and Action: A Social Cognitive Theory, Prentice-
Hall, Englewood Cliffs, NJ.

Bandura, A. (1992), “Exercise of personal agency through the self-efficacy mechanisms”, in Schwarzer,
R. (Ed), Self-Efficacy: Thought Control of Action, Taylor and Francis, Washington, DC,
Hemisphere.

Bandura, A. (1995), Self-Efficacy in Changing Societies, Cambridge University Press, Cambridge.
Bandura, A. (1997), Self-Efficacy: The Exercise of Control, W H Freeman/Times Books/Henry Holt and Co.

Baron, L. and Morin, L. (2010), “The impact of executive coaching on self-efficacy related to
management soft-skills”, Leadership and Organization Development Journal, Vol. 31 No. 1,
pp. 18-38, doi: 10.1108/01437731011010362.

Bartunek, J.M., Rousseau, D.M., Rudolph, J.W. and DePalma, J.A. (2006), “On the receiving end:
sensemaking, emotion, and assessments of an organizational change initiated by others”,
The Jowrnal of Applied Behavioral Science, Vol. 42 No. 2, pp. 182-206, doi: 10.1177/
0021886305285455.

Bishop, G.F. (1987), “Experiments with the middle response alternative in survey questions”, Public
Opinion Quarterly, Vol. 51 No. 2, pp. 220-232, available at: www jstor.org/stable/2748994

Bovey, W.H. and Hede, A. (2001), “Resistance to organisational change: the role of defence
mechanisms”, Journal of Managerial Psychology, Vol. 16 No. 7, pp. 534-548, doi: 10.1108/
EUM0000000006166.

Brown, C. (2006), Social Psychology, SAGE Publications Ltd.

Bryant, M. (2006), “Talking about change: understanding employee responses through qualitative
research”, Management Decision, Vol. 44 No. 2, pp. 246-258, doi: 10.1108/00251740610650229.

Burke, W.W. (2011), Organizational Change: Theory and Practice, Sage, Thousand Oaks, CA,
Thousand Oaks, CA.

Caldwell, S.D., Herold, D.M. and Fedor, D.B. (2004), “Toward an understanding of the relationships
among organizational change, individual differences, and changes in person — environment fit: a
Cross-Level study”, Journal of Applied Psychology, Vol. 89 No. 5, pp. 868-882, available at: https:/
psycnet.apa.org/doi/10.1037/0021-9010.89.5.868

Choi, Y., Kim, J.Y. and Yoo, T. (2016), “A study on the effect of learning organisation readiness on
employees’ quality commitment: the moderating effect of leader-member exchange”, Total
Quality Management and Business Excellence, Vol. 27 Nos 3/4, pp. 325-338, doi: 10.1080/
14783363.2014.981072.

Choi, M. and Ruona, W.E.A. (2011), “Individual readiness for organisational change and its implications
for human resource and organisation development”, Human Resource Development Review,
Vol. 10 No. 1, pp. 46-73, available at: https://psycnet.apa.org/doi/10.1002/9781118326404.ch16

Choi, M. and Ruona, W.E.A (2013), “Individual readiness for organizational change — chapter 16”, in
Leonard, H.S., Lewis, R., Freedman A.M. and Passmore (Eds), The Wiley-Blackwell Handbook of
the Psychology of Leadership, Change, and Organizational Development, ], John Wiley and Sons,
Ltd.

CNBC (2013), “How retail banks are shinking”, January 9th, available at: www.cnbc.com/id/100365719,
(accessed 3/11/2020).

Coombs, W.T. (2014), “Ongoing crisis communication: Planning”, Managing, and Responding, Sage
Publications, Minneapolis, MN.
de Jong, T., Wiezer, N., de Weerd, M., Nielsen, K., Mattila-Holappa, P. and Mockallo, Z. (2016), “The

impact of restructuring on employee well-being: a systematic review of longitudinal studies”,
Work and Stress, Vol. 30 No. 1, pp. 91-114, doi: 10.1080/02678373.2015.1136710.

Skills
mismatch and
change
confidence

81



https://psycnet.apa.org/doi/10.1037/0033-295X.84.2.191
https://psycnet.apa.org/doi/10.1037/0033-295X.84.2.191
http://dx.doi.org/10.1108/01437731011010362
http://dx.doi.org/10.1177/0021886305285455
http://dx.doi.org/10.1177/0021886305285455
http://www.jstor.org/stable/2748994
http://dx.doi.org/10.1108/EUM0000000006166
http://dx.doi.org/10.1108/EUM0000000006166
http://dx.doi.org/10.1108/00251740610650229
https://psycnet.apa.org/doi/10.1037/0021-9010.89.5.868
https://psycnet.apa.org/doi/10.1037/0021-9010.89.5.868
http://dx.doi.org/10.1080/14783363.2014.981072
http://dx.doi.org/10.1080/14783363.2014.981072
https://psycnet.apa.org/doi/10.1002/9781118326404.ch16
http://www.cnbc.com/id/100365719
http://dx.doi.org/10.1080/02678373.2015.1136710

EJTD
47,10

82

Dixon, J., Belnap, C., Albrecht, C. and Lee, K. (2010), “The importance of softskills”, Corporate Finance
Review, Vol. 14 No. 6, pp. 35-38.

Emsza, B, Eliyana, A. and Istyarini, W. (2016), “The relationship between self-efficacy and readiness
for change: the mediator roles of employee empowerment”, Mediterranean Journal of Social
Sciences, Vol. 7 No. 3, pp. 201-206.

Fackler, S., Malmberg, L. and Sammons, P. (2021), “An international perspective on teacher self-
efficacy: personal, structural and environmental factors”, Teaching and Teacher Education,
Vol. 99, p. 103255.

Ferrari, F. (2019), “Facing organizational change. Seven challenges for practitioners”, in Hamlin R.G.,
Ellinger A.D. and Jones ]J. (Eds), Evidence-Based Initiatives for Organmizational Change and
Development, Igi-Global Publishing, Hershey, PA, doi: 10.4018/978-1-5225-6155-2.ch017.

Ferrari, F. (2019a), “Everything must change, because nothing changes. A history of organizational
change in Italian bank sector”, in Hamlin R.G., Ellinger A.D. and Jones J. (Eds), Evidence-Based
Imitiatives for Organizational Change and Development, 1gi-Global Publishing, Hershey, PA,
doi: 10.4018/978-1-5225-6155-2.ch040.

Garland, R. (1991), “The mid-point on a rating scale: is it desirable?”, Marketing Bulletin, Vol. 2,
pp. 66-70.

Grant, A.M. (2014), “The efficacy of executive coaching in times of organisational change”, Journal of
Change Management, Vol. 14 No. 2, pp. 258-280, doi: 10.1080/14697017.2013.805159.

Grant, A.M.,, Curtayne, L. and Burton, G. (2009), “Executive coaching enhances goal attainment,
resilience and workplace well-being: a randomised controlled study”, The Journal of Positive
Psychology, Vol. 4 No. 5, pp. 396-407, doi: 10.1080/17439760902992456.

Hamlin, R.G., Ellinger, A.D. and Jones, J. (Eds) (2019), Evidence-Based Iutiatives for Organizational
Change and Development, Igi-Global Publishing, Hershey, PA.

Hersch, J. (1991), “Education match and job match”, The Review of Economics and Statistics, Vol. 73
No. 1, pp. 140-144, available at: https://econpapers.repec.org/RePEc:tprirestat:v:73:y:1991:1:1:p:
140-44

Holt, D.T., Armenakis, A.A., Feild, H.S. and Harris, S.G. (2007), “Readiness for organizational change:
the systematic development of a scale”, The Journal of Applied Behavioral Science, Vol. 43 No. 2,
pp. 232-255.

Holten, A., Hancock, G. and Bollingtoft, A. (2019), “Studying the importance of change leadership and
change management in layoffs, mergers, and closures”, Management Decision, Vol. 58 No. 3,
pp. 393-409, doi: 10.1108/MD-03-2017-0278.

John, J. (2009), “Study on the nature of impact of soft skills training programme on the soft skills
development of management students”, Pacific Business Review, October/December, pp. 19-27.

Judge, T.A., Thoresen, CJ., Pucik, V. and Welbourne, T.M. (1999), “Managerial coping with
organizational change: a dispositional perspective”, Journal of Applied Psychology, Vol. 84 No. 1,
pp. 107-122, available at: https:/psycnet.apa.org/doi/10.1037/0021-9010.84.1.107

Kalton, G.G., Roberts, J. and Holt, D.D. (1980), “The effects of offering a Middle response option with
opinion questions”, The Statistician, Vol. 29 No. 1, pp. 65-78, doi: 10.2307/2987495.

Katsaros, K.K., Tsirikas, A. and Nicolaidis, C. (2014), “Managers’ workplace attitudes, tolerance of
ambiguity and firm performance: the case of Greek banking industry”, Management Research
Review, Vol. 37 No. 5, pp. 442-465.

Kim, B.J,, Rousseau, D.M. and Tomprou, M. (2019), “Training and diffusion of change: the impact of
training and proactivity on Change-Related advice giving”, The Journal of Applied Behavioral
Science, Vol. 55 No. 4, pp. 453-476, doi: 10.1177/0021836319865323.

Klaus, P. (2010), “Communication breakdown”, California Job Journal, Vol. 28, pp. 1-9.

Kraut, R., Chandler, T. and Hertenstein, K. (2016), “The interplay of teacher training, access to
resources, years of experience and professional development in tertiary ESL reading teachers’


http://dx.doi.org/10.4018/978-1-5225-6155-2.ch017
http://dx.doi.org/10.4018/978-1-5225-6155-2.ch040
http://dx.doi.org/10.1080/14697017.2013.805159
http://dx.doi.org/10.1080/17439760902992456
https://econpapers.repec.org/RePEc:tpr:restat:v:73:y:1991:i:1:p:140-44
https://econpapers.repec.org/RePEc:tpr:restat:v:73:y:1991:i:1:p:140-44
http://dx.doi.org/10.1108/MD-03-2017-0278
https://psycnet.apa.org/doi/10.1037/0021-9010.84.1.107
http://dx.doi.org/10.2307/2987495
http://dx.doi.org/10.1177/0021886319865323

perceived self-efficacy”, Gist Education and Learning Research Journal, Vol. 12, pp. 132-151,
doi: 10.26817/16925777.248.

Kristof-Brown, A.L. (2000), “Perceived applicant fit: distinguishing between recruiters’ perceptions of
person—job and person— organization fit”, Personnel Psychology, Vol. 53 No. 3, pp. 643-671,
doi: 10.1111/3.1744-6570.2000.tb00217 x.

Kristof-Brown, A.L., Jansen, KJ. and Colbert, AE. (2002), “A policy-capturing study of the
simultaneous effects of fit with jobs, groups, and organizations”, Journal of Applied Psychology,
Vol. 87 No. 5, pp. 985-993, doi: 10.1037/0021-9010.87.5.985.

Kristof-Brown, A.L., Zimmerman, R.D. and Johnson, E.C. (2005), “Consequences of individual’s fit
at work: a meta-analysis of person-job, person-organization, person-group, and person-
supervisor fit”, Personnel Psychology, Vol. 58 No. 2, pp. 281-342, doi: 10.1111/.1744-
6570.2005.00672.x.

Krosnick, J.A., Holbrook, A.L., Berent, M.K., Carson, R.T., Hanemann, W., Kopp, R.J. and Conaway, M.
(2002), “The impact of ‘no opinion’ response options on data quality: non-attitude reduction or an
invitation to satisfice?”, Public Opinion Quarterly, Vol. 66 No. 3, pp. 371-403, available at: www.
jstor.org/stable/3078768

Kunze, F., Boehm, S. and Bruch, H. (2013), “Age, resistance to change, and job performance”, Journal of
Managerial Psychology, Vol. 28 Nos 7/8, pp. 741-760, doi: 10.1108/JMP-06-2013-0194.

Lave, ]J. (1993), “The practice of learning”, in Chaiklin, S. and Lave, J. (Eds), Understanding Practice.
Perspective on Activity and Context, Cambridge University Press, Cambridge.

Lave, J. and Wenger, E. (1991), Situated Learning: Legitimate Peripheral Participation, Cambridge
University Press, Cambridge, doi: 10.1017/CB0O9780511815355.

Levasseur, R.E. (2010), “People skills: ensuring project success — a change management perspective”,
Interfaces, Vol. 40 No. 2, pp. 159-162, doi: 10.1287/inte.1090.0473.

Levasseur, R.E. (2013), “People skills: developing soft skills”, Interfaces, Vol. 43 No. 6, pp. 566-571,
doi: 10.1287/inte.2013.0703.

Lewis, T.E. and Jones, K.D. (2019), “Increasing principal candidates’ self-efficacy through virtual
coaching”, Journal of Organizational and Educational Leadership, Vol. 4 No. 3.

Lovelock, C.H. (1990), “Managing interactions between operations and marketing and their impact on
customers”, in Bowen, D.E., Chase, R.B. and Cummings, T.G. (Eds), Service Management
Effectiveness. Balancing Strategy, Orgamization and Huwman Resources, San Francisco,
pp. 343-369.

Lunenburg, F.C. (2010), “Managing change: the role of the change agent”, International Journal of
Management Business, and Administration, Vol. 13, pp. 1-6.

McCormick, J.E., Finn, R.H. and Scheips, C.D. (1957), “Patterns of job requirements”, Journal of Applied
Psychology, Vol. 41 No. 6, pp. 358-364.

Maes, J., Weldy, T. and Icenogel, M. (1997), “A managerial perspective: oral communication is most
important for business students in the workplace”, Journal of Business Communication, Vol. 34
No. 1, pp. 67-80, doi: 10.1177/002194369703400104.

Mars, M. (2009), “Student entrepreneurs as agents of organizational change and social transformation: a
grassroots leadership perspective”, Journal of Change Management, Vol. 9 No. 3, pp. 9-357,
doi: 10.1080/14697010903125597.

Martin, A.J., Jones, E.S. and Callan, V.J. (2005), “The role of psychological climate in
facilitating employee adjustment during organizational change”, European Journal
of Work and Organizational Psychology, Vol. 14 No. 3, pp. 263-289, doi: 10.1080/
13594320500141228.

Martocchio, J.J. and Hertenstein, E.J. (2003), “Learning orientation and goal orientation context:
relationships with cognitive and affective learning outcomes”, Human Resource Development
Quarterly, Vol. 14 No. 4, pp. 413-434, doi: 10.1002/hrdq.1077.

Skills
mismatch and
change
confidence

83



http://dx.doi.org/10.26817/16925777.248
http://dx.doi.org/10.1111/j.1744-6570.2000.tb00217.x
http://dx.doi.org/10.1037/0021-9010.87.5.985
http://dx.doi.org/10.1111/j.1744-6570.2005.00672.x
http://dx.doi.org/10.1111/j.1744-6570.2005.00672.x
http://www.jstor.org/stable/3078768
http://www.jstor.org/stable/3078768
http://dx.doi.org/10.1108/JMP-06-2013-0194
http://dx.doi.org/10.1017/CBO9780511815355
http://dx.doi.org/10.1287/inte.1090.0473
http://dx.doi.org/10.1287/inte.2013.0703
http://dx.doi.org/10.1177/002194369703400104
http://dx.doi.org/10.1080/14697010903125597
http://dx.doi.org/10.1080/13594320500141228
http://dx.doi.org/10.1080/13594320500141228
http://dx.doi.org/10.1002/hrdq.1077

EJTD
47,10

84

Meyer, ].P., Stanley, D.J., Herscovitch, L. and Topolnytsky, L. (2002), “Affective, continuance, and
normative commitment to the organization”, Journal of Vocational Behavior, Vol. 61 No. 1,
pp. 20-52, doi: 10.1006/jvbe.2001.1842.

Miller, V.D., Johnson, J.R. and Grau, J.G. (1994), “Antecedents to willingness to participate in a planned
organizational change”, Journal of Applied Communication Research, Vol. 22 No. 1, pp. 59-80,
doi: 10.1080/00909889409365387.

Mitchell, G.W., Skinner, L.B. and White, BJ. (2010), “Essential soft skills for success in the twenty-first
century workforce as perceived by business educators”, Delta Pi Epsilon Journal, Vol. 52,
pp. 43-53.

Moss, P. and Tilly, C. (1996), “Soft skills and race: an investigation of black men’s employment
problems”, Work and Occupations, Vol. 23 No. 3, pp. 252-276, doi: 10.1177/0730888496023003002.

Mueller, F., Jenny, G.J. and Bauer, G.F. (2012), “Individual and organizational health oriented readiness
for change: conceptualization and validation of a measure within a large-scale comprehensive
stress management intervention”, International Jouwrnal of Workplace Health Management,
Vol. 5 No. 3, pp. 220-236, doi: 10.1108/17538351211268872.

Nealy, C. (2005), “Integrating soft skills through active learning in the management classroom”, Journal
of College Teaching and Learning, Vol. 2 No. 4, pp. 1-6.

Neves, P. (2009), “Readiness for change: contributions for employee’s level of individual change and
turnover intentions”, Journal of Change Management, Vol. 9 No. 2, pp. 215-231, doi: 10.1080/
14697010902879178.

Newell, D. (2002), “The smarter they are the harder they fall”, Career Development International, Vol. 7
No. 5, pp. 288-291, doi: 10.1108/13620430210440127.

Nickson, D., Warhurst, C, Commander, J, Hurrell, S.A. and Cullen, AM. (2012), “Soft skills and
employability: evidence from UK retail”, Economic and Industrial Democracy, Vol. 33 No. 1, pp. 65-84.

Nowlis, S.M., Kahn, B.E. and Dhar, R. (2002), “Coping with ambivalence: the effect of removing a
neutral option on consumer attitude and preference judgments”, Journal of Consumer Research,
Vol. 29 No. 3, pp. 319-334.

Olsen, T H. and Stensaker, 1. (2014), “A change-recipient perspective on training during organizational
change”, International Jouwrnal of Training and Development, Vol. 18 No. 1, pp. 22-36,
doi: 10.1111/ijtd.12018.

Oney, E. and Oksuzoglu-Guven, G. (2015), “Confidence: a critical review of the literature and an
alternative perspective for general and specific self-confidence”, Psychological Reports, Vol. 116
No.1,p. 149-163.

Oreg, S., Vakola, M. and Armenakis, A. (2011), “Change recipients’ reactions to organizational change a
60-year review of quantitative studies”, The Journal of Applied Behavioral Science, Vol. 47 No. 4,
pp. 461-524, doi: 10.1177/0021886310396550.

Pellizzari, M. and Fichen, A. (2013), “A new measure of skills mismatch: theory and evidence from the
survey of adult skills (PIAAC)”, OECD Social, Employment and Migration Working Papers,
OECD Publishing, p. 153.

Piderit, S.K. (2000), “Rethinking resistance and recognizing ambivalence: a multidimensional view of
attitude toward an organizational change”, Academy of Management Review, Vol. 25 No. 4,
Pp. 783-794, doi: 10.5465/AMR.2000.3707722.

Rafferty, A.E., Jimmieson, N.L. and Armenakis, A.A. (2013), “Change readiness: a multilevel review”,
Journal of Management, Vol. 39 No. 1, pp. 110-135, doi: 10.1177/0149206312457417.

Reed, J. and Vakola, M. (2006), “What role can a training needs analysis play in organisational
change?”, Journal of Orgamizational Change Management, Vol. 19 No. 3, pp. 393-407,
doi: 10.1108/09534810610668382.

Richards, T., Yellen, R., Kappelman, L. and Guynes, S. (1998), “Information systems manager’s perceptions
of is job skills”, Journal of Computational Information Systems, Vol. 38No No. 3, pp. 53-57.


http://dx.doi.org/10.1006/jvbe.2001.1842
http://dx.doi.org/10.1080/00909889409365387
http://dx.doi.org/10.1177/0730888496023003002
http://dx.doi.org/10.1108/17538351211268872
http://dx.doi.org/10.1080/14697010902879178
http://dx.doi.org/10.1080/14697010902879178
http://dx.doi.org/10.1108/13620430210440127
http://dx.doi.org/10.1111/ijtd.12018
http://dx.doi.org/10.1177/0021886310396550
http://dx.doi.org/10.5465/AMR.2000.3707722
http://dx.doi.org/10.1177/0149206312457417
http://dx.doi.org/10.1108/09534810610668382

Robles, MM. (2012), “Executive perceptions of the top 10 soft skills needed in today’s workplace”,
Business Communication Quarterly, Vol. 75 No. 4, pp. 453-465, doi: 10.1177/1080569912460400.

Roczniewska, M., Puchalska-Kaminska, M. and Y.adka-Baranska, A. (2020), “Facing education reform:
change-related self-efficacy is linked to job insecurity via appraisal”, Economic and Industrial
Democracy, doi: 10.1177/0143831X20975479.

Sherlock-Storey, M., Moss, M. and Timson, S. (2013), “Brief coaching for resilience during organisational
change —an exploratory study”, The Coaching Psychologist, Vol. 9 No. 1, pp. 19-26.

Smith, L. (2007), “Teaching the intangibles”, 7+-D, Vol. 61 No. 10, pp. 23-25.

Stajkovic, A. and Luthans, F. (1998a), “Self-efficacy and work-related performance: a meta analysis”,
Psychological Bulletin, Vol. 124 No. 2, pp. 240-261, doi: 10.1037/0033-2909.124.2.240.

Stajkovic, A. and Luthans, F. (1998b), “Social cognitive theory and self-efficacy”, Organizational
Dynamics, Vol. 26 No. 4, pp. 62-74, doi: 10.1016/S0090-2616(98)90006-7.

Stovall, D.C. and Stovall, P.S. (2009), “Professional accountants: void of ‘softskills’?”, Business Review,
Vol. 4 No. 1, pp. 99-104.

Targetjob (2019), “The top skills retail banking, insurance and actuarial employers want”, available at:
https://targetjobs.co.uk/career-sectors/financial-services-and-insurance/284627-the-top-skillsretail-
banking-insurance-and-actuarial-employers-want (accessed 26 March 2020).

Taufikin, I., Zamroni, S. and Muthohar, A. (2021), “Readiness to change during the covid-19 pandemic:
study of self-efficacy and perceived organizational support on lectures performance”, Academy
of Strategic Management Journal, Vol. 20 No. 45.

Tims, M.B,, Bakker, A. and Derks, D. (2014), “Daily job crafting and the self-efficacy — performance
relationship”, Journal of Managerial Psychology, Vol. 29 No. 5, pp. 490-507. doi: 10.1108/JMP-05-
2012-0148.

Uyan, U. and Aslan, A.T. (2019), “Promoting readiness for change: a systematic review of positive
psychology in organizational change context”, Journal of Administrative Sciences, Vol. 17 No. 34,
pp. 349-371. https://dergipark.org.tr/tr/pub/comuybd/article/495109

Vakola, ] R.M. (2006), “What role can a training needs analysis play in organisational change?”, Journal
of Organizational Change Management, Vol. 19 No. 3, pp. 393-407, doi: 10.1108/
09534810610668382.

Veloso-Besio, C., Cuadra-Peralta, A., Gil-Rodriguez, F., Ponce-Correa, F. and Sjoberg-Tapia, O. (2019),
“Effectiveness of training, based on positive psychology and social skills, applied to supervisors,
to face resistance to organizational change”, Journal of Organizational Change Management,
Vol. 32 No. 2, pp. 251-265.

Wang, A. and Kebede, S. (2020), “Assessing employees’ reactions to organizational change”, Journal
of Human Resource and Sustainability Studies, Vol. 8 No. 3, pp. 274-293, doi: 10.4236/
jhrss.2020.83016.

Weijters, B., Cabooter, E. and Schillewaert, N. (2010), “The effect of rating scale format on response
styles: the number of response categories and response category labels”, International Journal of
Research in Marketing, Vol. 27 No. 3, pp. 236-247, doi: 10.1016/j.ijresmar.2010.02.004.

Weiner, BJ. (2009), “A theory of organizational readiness for change”, Implementation Science, Vol. 4
No. 1, p. 67, doi: 10.1186/1748-5908-4-67.

Wellington, J.K. (2005), “The “soft skills” of success: be it high tech, low tech, or no tech”, Vital Speeches
of the Day, Vol. 71, p. 628.

Wenger, E. (1998), Communities of Practice: learning, Meaning and Identity, Cambridge University
Press, New York, NY.

West, BJ., Patera, J.L. and Carsten, MK. (2009), “Team level positivity: investigating positive

psychological capacities and team level outcomes”, Journal of Organizational Behavior, Vol. 30
No. 2, pp. 249-267.

Skills
mismatch and
change
confidence

85



http://dx.doi.org/10.1177/1080569912460400
http://dx.doi.org/10.1177/0143831X20975479
http://dx.doi.org/10.1037/0033-2909.124.2.240
http://dx.doi.org/10.1016/S0090-2616(98)90006-7
https://targetjobs.co.uk/career-sectors/financial-services-and-insurance/284627-the-top-skills-retail-banking-insurance-and-actuarial-employers-want
https://targetjobs.co.uk/career-sectors/financial-services-and-insurance/284627-the-top-skills-retail-banking-insurance-and-actuarial-employers-want
http://dx.doi.org/10.1108/JMP-05-2012-0148
http://dx.doi.org/10.1108/JMP-05-2012-0148
https://dergipark.org.tr/tr/pub/comuybd/article/495109
http://dx.doi.org/10.1108/09534810610668382
http://dx.doi.org/10.1108/09534810610668382
http://dx.doi.org/10.4236/jhrss.2020.83016
http://dx.doi.org/10.4236/jhrss.2020.83016
http://dx.doi.org/10.1016/j.ijresmar.2010.02.004
http://dx.doi.org/10.1186/1748-5908-4-67

EJTD
47,10

86

Wilhelm, W.]J. (2004), “Determinants of moral reasoning: academic factors, gender, richness of life
experiences, and religious preferences”, Delta Pi Epsilon Journal, Vol. 46, pp. 105-121.

Zaki, W., Ali, A, Bakar, A. and Sarwar, B. (2019), “Role of self-efficacy in the relationship of training
and employee performance”, Paradigms, Vol. 13 No. 1, pp. 67-74, doi: 10.24312/1800077130111.

Zhao, X., Mattila, A.S. and Eva Tao, L. (2008), “The role of post-training self-efficacy in customers’ use
of self service technologies”, International Journal of Service Industry Management, Vol. 19
No. 4, pp. 492-505, doi: 10.1108/09564230810891923.

Further reading

Antonacopoulou, E.P. (2001), “The paradoxical nature of the relationship between training and
learning”, Journal of Management Studies, Vol. 38 No. 3, pp. 327-350, doi: 10.1111/1467-
6486.00239.

Ashford, SJ. (1988), “Individual strategies for coping with stress during organizational transitions”,
The Journal of Applied Behavioral Science, Vol. 24 No. 1, pp. 19-36, doi: 10.1177/
0021886388241005.

Avey, ] B, Reichard, R ]., Luthans, F. and Mhatre, K.H. (2011), “Meta-analysis of the impact of positive
psychological capital on employee attitudes, behaviors, and performance”, Human Resource
Development Quarterly, Vol. 22 No. 2, pp. 127-152, doi: 10.1002/hrdq.20070.

Axley, S.R. (2000), “Communicating change: questions to consider”, Industrial Management, Vol. 42
No. 4, pp. 20-21.

Bakari, H., Hunjra, A.I. and Niazi, G.SK. (2017), “How does authentic leadership influence planned
organizational change? The role of employees’ perceptions: integration of theory of planned
behavior and lewin’s three step model”, Journal of Change Management, Vol. 17 No. 2,
pp. 155-187.

Bordia, P., Hobman, E., Jones, E., Gallois, C. and Callan, V J. (2004), “Uncertainty during organizational
change: types, consequences, and management strategies”, Journal of Business and Psychology,
Vol. 18 No. 4, pp. 507-532, doi: 10.1023/B;JOBU.0000028449.99127.£7.

Bouckenooghe, D. (2010), “Positioning change recipients’ attitudes toward change in the organizational
change literature”, The Journal of Applied Behavioral Science, Vol. 46 No. 4, pp. 500-531,
doi: 10.1177/0021886310367944.

Brockner, J., Konovsky, M., Cooper-Schneider, R., Folger, R., Martin, C. and Bies, R.]J. (1994), “Interactive
effects of procedural justice and outcome negativity on victims and survivors of job loss”,
Academy of Management Journal, Vol. 37 No. 2, pp. 397-409, doi: 10.2307/256835.

Burnes, B. (1996), “No such thing as... a ‘one best way’ to manage organizational change”,
Management Decision, Vol. 34 No. 10, pp. 11-18, doi: 10.1108/00251749610150649.

Burnes, B. (2004), Managing Change: A Strategic Approach to Orgamisational Dynamics, 4th edn.,
Prentice Hall, Harlow.

By, R.T. (2005), “Organizational change management: a critical approach”, Journal of Change
Management, Vol. 5 No. 4, pp. 369-380, doi: 10.1080/14697010500359250.

Cable, D.M. and Parsons, CK. (2001), “Socialization tactics and person— organization fit”, Personnel
Psychology, Vol. 54 No. 1, pp. 1-23, doi: 10.1111/7.1744-6570.2001.tb00083 x.

Cameron, K., Mora, C., Leutscher, T. and Calarco, M. (2011), “Effects of positive practices on
organizational effectiveness”, The Journal of Applied Behavioral Science, Vol. 47 No. 3,
Pp. 266-308, doi: 10.1177/0021886310395514.

Cooper, SE. and Robinson, D.A. (1991), “The relation of mathematics self-efficacy beliefs to
mathematics anxiety and performance”, Measurement and Evaluation in Counselling and
Development, Vol. 24, pp. 4-11.

Cunningham, C.E., Woodward, C.A., Shannon, H.S., MacIntosh, J., Lendrum, B., Rosenbloom, D. and
Brown, J. (2002), “Readiness for organizational change: a longitudinal study of workplace,


http://dx.doi.org/10.24312/1800077130111
http://dx.doi.org/10.1108/09564230810891923
http://dx.doi.org/10.1111/1467-6486.00239
http://dx.doi.org/10.1111/1467-6486.00239
http://dx.doi.org/10.1177/0021886388241005
http://dx.doi.org/10.1177/0021886388241005
http://dx.doi.org/10.1002/hrdq.20070
http://dx.doi.org/10.1023/B:JOBU.0000028449.99127.f7
http://dx.doi.org/10.1177/0021886310367944
http://dx.doi.org/10.2307/256835
http://dx.doi.org/10.1108/00251749610150649
http://dx.doi.org/10.1080/14697010500359250
http://dx.doi.org/10.1111/j.1744-6570.2001.tb00083.x
http://dx.doi.org/10.1177/0021886310395514

psychological and behavioral correlates”, Journal of Occupational and Organizational
Psychology, Vol. 75 No. 4, pp. 377-392, doi: 10.1348/096317902321119637.

Davidson, M.C.G. and De Marco, L. (1999), “Corporate change: education as a catalyst”, International Journal
of Contemporary Hospitality Management, Vol. 11 No. 1, pp. 16-23, doi: 10.1108/09596119910250355.

Devos, G., Buelens, M. and Bouckenooghe, D. (2007), “Contribution of content, context, and process to
understanding openness to organizational change: two experimental simulation studies”, 7he
Journal of Social Psychology, Vol. 147 No. 6, pp. 607-630, doi: 10.3200/s0cp.147.6.607-630.

Dunphy, D. and Stace, D. (1993), “The strategic management of corporate change”, Human Relations,
Vol. 46 No. 8, pp. 905-918, doi: 10.1177/001872679304600801.

Eby, L.T., Adams, D., M., Russell, ].E.A. and Gaby, S.H. (2000), “Perceptions of organizational readiness
for change: factors related to employees’ reactions to the implementation of team-based selling”,
Human Relations, Vol. 53 No. 3, pp. 419-442, doi: 10.1177/0018726700533006.

Fedor, D.B,, Caldwell, S. and Herold, D.M. (2006), “The effects of organizational changes on employee
commitment: a multilevel investigation”, Personnel Psychology, Vol. 59 No. 1, pp. 1-29,
doi: 10.1111/3.1744-6570.2006.00852.x.

Freeman, R.B. (1978), “Job satisfaction as an economic variable”, American Economic Review, Vol. 68,
pp. 135-141.

Hart, C., Stachow, G., Farrell, A. and Reed, G. (2007), “Employer perceptions of skills gaps in retail:
Issues and implications for UK retailers”, International Journal of Retail and Distribution
Management, Vol. 35 No. 4, pp. 271-288, doi: 10.1108/09590550710736201.

Herold, D.M., Caldwell, S. and Liu, Y. (2008), “The effects of transformational and change leadership on
employees’ commitment to a change: a multilevel study”, Journal of Applied Psychology, Vol. 93
No. 2, pp. 346-357, available at: https://psycnet.apa.org/doi/10.1037/0021-9010.93.2.346

Herold, D.M., Fedor, D.B. and Caldwell, S.D. (2007), “Beyond change management: a multilevel
investigation of contextual and personal influences on employees’ commitment to change”,
Journal of Applied Psychology, Vol. 92 No. 4, pp. 942-951, available at: https://psycnet.apa.org/
doi/10.1037/0021-9010.92.4.942

Jones, R.A., Jimmieson, N.L. and Griffiths, A. (2005), “The impact of organizational culture and
reshaping capabilities on change implementation success: the mediating role of readiness for
change”, Journal of Management Studies, Vol. 42 No. 2, pp. 361-386, doi: 10.1111/1.1467-
6486.2005.00500.x.

Kaur, D. and Batra, R. (2018), “Effectiveness of training and soft skills for enhancing the performance of
banking employees”, Prabandhan. Indian Journal of Management, Vol. 11 No. 9, pp. 38-49, doi:
10.17010/pijom/2018/v11i9/131614.

Kirkman, B.L., Jones, R.J. and Shapiro, D.L. (2000), “Why do employees resist teams? Examining the
“resistance barrier” to work team effectiveness”, International Journal of Conflict Management,
Vol. 11 No. 1, pp. 74-92.

Kristof-Brown, A. and Guay, R.P. (2011), “Person—environment fit”, in Zedeck S. (Ed.), APA Handbooks in
Psychology®. APA Handbook of Industrial and Organizational Psychology, Vol. 3. Maintaining,
Expanding, and Contracting the Organization, American Psychological Association, pp. 3-50,
doi: 10.1037/12171-001.

Lau Lau, CM. and Woodman, RW. (1995), “Understanding organizational change: a schematic
perspective”, Academy of Management Journal, Vol. 38 No. 2, pp. 537-554, doi: 10.2307/256692.

Linjuan, R.M. (2014), “Strategic internal communication, transformational leadership, communication
channels, and employee satisfaction”, Management Communication Quarterly, Vol. 28 No. 2,
Pp. 264-284, doi: 10.1177/0893318914524536.

Luecke, R. (2003), Managing Change and Transition, Harvard Business School Press, Boston, MA.

Lunenburg, F.C. (2010), “Managing change: the role of the change agent”, International Journal of
Management Business, and Administration, Vol. 13, pp. 1-6.

Skills
mismatch and
change
confidence

87



http://dx.doi.org/10.1348/096317902321119637
http://dx.doi.org/10.1108/09596119910250355
http://dx.doi.org/10.3200/socp.147.6.607-630
http://dx.doi.org/10.1177/001872679304600801
http://dx.doi.org/10.1177/0018726700533006
http://dx.doi.org/10.1111/j.1744-6570.2006.00852.x
http://dx.doi.org/10.1108/09590550710736201
https://psycnet.apa.org/doi/10.1037/0021-9010.93.2.346
https://psycnet.apa.org/doi/10.1037/0021-9010.92.4.942
https://psycnet.apa.org/doi/10.1037/0021-9010.92.4.942
http://dx.doi.org/10.1111/j.1467-6486.2005.00500.x
http://dx.doi.org/10.1111/j.1467-6486.2005.00500.x
http://dx.doi.org/10.17010/pijom/2018/v11i9/131614
http://dx.doi.org/10.1037/12171-001
http://dx.doi.org/10.2307/256692
http://dx.doi.org/10.1177/0893318914524536

EJTD
47,10

88

Martin, AJ. (2004), “The role of positive psychology in enhancing satisfaction, motivation,
and productivity in the workplace”, Journal of Organizational Behavior Management, Vol. 24
Nos 1/2, pp. 113-133, doi: 10.1300/J075v24n01_07.

Nelson, A., Cooper, C.L. and Jackson, P.R. (1995), “Uncertainty amidst change: the impact of
privatization on employee job satisfaction and well-being”, Journal of Occupational and
Organizational Psychology, Vol. 68 No. 1, pp. 57-71, doi: 10.1111/5.2044-8325.1995.th00688.x.

Nielsen, K., Dawson, J., Hasson, H. and von Thiele Schwarz, U. (2020), “What about me? The impact of
employee change agents’ person-role fit on their job satisfaction during organisational change”,
Work and Stress, doi: 10.1080/02678373.2020.1730481 (accessed 26 July 2020).

O'Reilly, C.A., I, Chatman and J. and Caldwell, D.F. (1991), “People and organizational culture: a profile
comparison approach to assessing person—organization fit”, Academy of Management Journal,
Vol. 34 No. 3, pp. 4816, doi: 10.2307/256404.

Okumus, F. and Hemmington, N. (1998), “Barriers and resistance to change in hotel firms: an
investigation at unit level”, International Journal of Contemporary Hospitality Management,
Vol. 10 No. 7, pp. 283-288.

Piva, M, Santarelli, E. and Vivarelli, M. (2005), “The skill bias effect of technological and organisational
change: evidence and policy implications”, Research Policy, Vol. 34 No. 2, pp. 141-157,
doi: 10.1016/j.respol.2004.11.005.

Ployhart, R.E., Schneider, B. and Schmitt, N. (2006), Staffing Organizations: Contemporary Practice and
Theory (3rd ed.), Lawrence Erlbaum Associates Publishers.

Rafferty, A.E. and Restubog, S.L.D. (2010), “The impact of change process and context on change
reactions and turnover during a merger”, Journal of Management, Vol. 36 No. 5, pp. 1309-1338,
doi: 10.1177/0149206309341480.

Rusaw, A.C. (2000), “Uncovering training resistance?”, Journal of Organizational Change Management,
Vol. 13 No. 3, pp. 249-263.

Sandberg, J. (2000), “Understanding human competence at work: an interpretative approach’, The ”,
Academy of Management Journal, Vol. 43 No. 1, pp. 9-25, doi: 10.5465/1556383.

Schein, E.H. (1999), “Kurt lewin’s change theory in the field and in the classroom: notes towards a
model of managed learning”, Reflections: The SoL Journal, Vol. 1 No. 1, pp. 59-74, doi: 10.1162/
152417399570287. No.,

Schweiger, D. and DeNisi, A. (1991), “Communication with employees following a merger: a
longitudinal field experiment”, Academy of Management Journal, Vol. 34 No. 1, pp. 110-135,
doi: 10.2307/256304.

Self, D.R,, Armenakis, A.A. and Schraeder, M. (2007), “Organizational change content, process, and
context: a simultaneous analysis of employee reactions”, Journal of Change Management, Vol. 7
No. 2, pp. 211-229, doi: 10.1080/14697010701461129.

Corresponding author
Filippo Ferrari can be contacted at: filippo.ferrari5@unibo.it


http://dx.doi.org/10.1300/J075v24n01_07
http://dx.doi.org/10.1111/j.2044-8325.1995.tb00688.x
http://dx.doi.org/10.1080/02678373.2020.1730481
http://dx.doi.org/10.2307/256404
http://dx.doi.org/10.1016/j.respol.2004.11.005
http://dx.doi.org/10.1177/0149206309341480
http://dx.doi.org/10.5465/1556383
http://dx.doi.org/10.1162/152417399570287
http://dx.doi.org/10.1162/152417399570287
http://dx.doi.org/10.2307/256304
http://dx.doi.org/10.1080/14697010701461129
mailto:filippo.ferrari5@unibo.it

Appendix 1

Items M SD
Independent variable — skills

Knowledge of the products/services offered: financing products 300 120
Knowledge of the products/services offered: investment products 292 114
Knowledge of the products/services offered: liquidity management products 296 115
Knowledge of the products/services offered: customer portfolio management 3.05 1.04
Knowledge of the products/services offered: sales techniques 336 101
Knowledge of the products/services offered: counter procedure 337 120
Regulations: on credit activity 287 108
Legislation: on wear 291 1.03
Regulations: on the CAI 315 111
Legislation: on anti-money laundering 336 099
Legislation: on privacy 339 097
Regulations: on the MIFID 312 1.00
Regulations: on investments 310 104
Legislation: on transparency 319 099
Loans: information elements for credit lines to private individuals 304 128
Loans: external sources of credit applicant documentation 297 1.22
Loans: creditworthiness assessment techniques 293 112
Loans: preliminary procedure for credit applications 298 120
Loans: evaluation of guarantees to protect credit lines 285 116
Loans: definition of quantitative profile/balance sheet analysis 273 1.12
Loans: methods of periodic credit control 291 140
Loans: management of problem loans 260 112
Use of group tools and procedures 338 098
Persuasive communication and sales techniques 341 0.81
Negotiation 348  0.75
Customer care and customer service 354 097
Commercial development of the customer portfolio 335 087
Commercial planning 327 094
Dependent variable — change self-efficacy

Once the change has taken place, I feel the need for training support to carry out the new tasks *  2.14  0.90
[ usually deal with problems as they arise 287 093
If I commit myself, I can learn all that will be required after the change has taken place 313 085
T already have the skills to make the required change work 267 083
T am scared of all the tasks I have to learn due to the change * 272 1.03
[ feel that I can easily manage this change 295 072
When I heard about that change, I thought it suited my skills perfectly 273 082

Note: *Reversed key items

Skills
mismatch and
change
confidence

89

Table Al.
Items and descriptive
statistics




Appendix 2

EJTD
47,10

08910 VL2010~ 0891°0 VL2010~ LvE90 LSLV0 98900 9¢€0°0 SIN
SryT0 L8000~ Srv10 28000~ LLS0°0 78061 ¢Leno 01200 SO
8LLT0 66890°0— 8LLT0 668900— 998€°0 76980 62900 500 SL
16.7C €906'T 16.7'C €906'T YeHEOT'T TT0T'ST asvro 1261 1dooxe3u]
%0766 Todd) %0°G6 ToMmoT 2,66 Toddn %G6 1Mo an[eA-J 18IS JOLID pIepue)S SJUSIOLJI0))
9961°¢E 661 e,
¢85ST0 SIPS0E 961 [BNPISY
Lv6000°0 8629'S 905880 G99 € UOISSAIZoY
o UBIYIUFIG s SIN SS P
VAONV
002 SUOLBAIISC()
$176£0 JO1IS PIBpUR)S
065900 - paisnlpy
866L0°0 AT dnmpy
182820 o ddnmpy
SOUSYD]S UOISSILTIY
ngino Kavuwauns :£wanffo-fjas asuvyd pun (S S[KyS [prasouvue ‘(S0) Sjys 11pa4d ‘(S ) Sjys [pameysa ],
G987¢0 6VE80°0 G987¢'0 6VE80°0 10000 6996°€ 81700 09910 15O
06127C G681 0612¥'c 368’1 61108 796091 0vET0 GL81°C Jdeozeyuy
%066 Toddn 9%0°G6 TOMOT 9,66 Toddn) 0,G6 TOMOT an[eA-J 18157 JOLId PIBpUR)S SJUSIOYII0))
9961°€C 661 [e10L,
¢SS0 LESL0E 861 [ENPISY
112010000 98¢L ST e e ! UOISSIIZY
J OUBRdYIUSIS o SN SS P

VAONY
002 SUOIIBAIASq()
0T¥6E°0 JO1I9 PIepuR)IS
168900 2 paisnlpy
656200 7 A1dnmy
L21Lz0 o P1dnmN
SOUSID]S UOISSILTI]
Indino Arewruns :A3BILJR-J[9S 93URYD PUR ("JS()) [9AI] [[1¥[S [[BIA()

.2

n

=

<

. &

N

<g

27

() ® o

& & &




	Skills mismatch and change confidence: the impact of training on change recipients’ self-efficacy
	Introduction
	Theoretical background
	The research
	Change context and training processes
	Procedure and participants
	Independent variables
	Dependent variables
	Control variables

	Results
	Discussion
	Key findings and contributions to the literature
	Implications for practice
	Limitations and suggestions for a future research agenda
	References


