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[bookmark: _Toc68707463]Abstract
This study investigates the relationship between change management and managing change in an organisation during the Covid crisis. It aims to produce an academic report to examine the effects of the Corona virus on businesses and industries and how the leaders are proposing and implementing changes to cope with the problems. The research is inspired by an article written by Romy Hughes, entitled “There’s no time for change management during Covid-19, but there must be time to change management”. The report advocates a change management plan is essential, as all business transformations give rise to a myriad of ramifications.
The article proposes any change management plan, should include four components of the organisation before implementing any changes:
1.Processes
2.People and Culture
3.Technology and Tools
4.Information
Due to the rapid escalation of the Corona virus, there was not adequate time to accurately assess the four factors of change management, which would be appraised in normal circumstances. As the need for change has been thrust upon the organisations, Romy Hughes implies there is no time for change management, but there is surely time to apply changes, be it on fast-track mode to combat the effects of Covid-19.
The objective of this investigation is to recognise restaurant entrepreneur’s perceptions, government regulations, strategies they will implement to combat any pandemic related issues and the lessons learned for the future. For all organisations, the solution to administering change must be done with the approval of the board of directors. This report will articulate the importance of the managers and board members working in tandem to find solutions to empower the workforce and keep the business operating efficiently. 
Although the changes have not been made under normal circumstances, some conventional methods and models need to be applied to make the transition as smooth and effective as possible.


[bookmark: _Toc68707464]Introduction
The past year has been the most difficult and challenging time for humankind globally and an unprecedented experience in all sectors of business organisations and educational institutions. The Corona virus pandemic has had a devastating impact on all kinds of industries and businesses world- wide. The Covid-19 crisis has greatly affected people’s health, the way people work and rapidly turned into a financial downturn due to the foremost action of governments to control the escalation of the pandemic. Many new and some rarely used words or phrases have come into prominence. For example, pandemic, lockdown, quarantine, self-isolation, social distancing, key workers, personal protective equipment (PPE), contact tracing and furlough. The wearing of face masks and less physical interactions have become the new norm. The writer has been in the restaurant trade for more than thirty- eight years, observes the Covid-19 has had a destructive and distressing effect on the restaurant industry, as witnessed never before (Nicholas et al. 2020).
The UK’s “Indian” restaurant businesses are mostly small enterprises, owned and managed by people of Bangladeshi, Indian, Nepalese, or Pakistani descent. Most of these restaurants are operated on a tight budget, without any contingency plans. During the continuing Covid crisis and the restrictions imposed on them by the government, these restaurant owners have taken a huge pounding (Dempsey and Clarfelt 2020).
As businesses navigate these times of uncertainty during the ongoing pandemic, it is increasingly difficult to continue ‘business as usual’. Now more than ever before it is vital that safety measures remain a priority, not only to protect the safety and well- being of colleagues and customers, but to preserve the business continuity, build resilience and plan for recovery.
While management team focuses on the immediate survival, it needs the support of the board of directors to use their experience and professional networks to help to outline the organisations future visions of strategy to enable the organisation to safely overcome this period of unprecedented uncertainty (Hirt et al. 2020).
Being employed by the Millennium Balti restaurant as a manager for the last six years, the reporter has been actively involved in the development of the organisation. The sixty-seater restaurant situated in Leamington Spa in Warwickshire is led by Abdul Ahad, one of the co-owners. Alongside his three siblings, they are known as the Millennium Brothers in the catering circle. The manager being much older than his colleagues, is referred to as Uncle Akbar. Abdul Ahad is unlike the conventional Bangladeshi restaurateurs; he has a modern approach and a blend of democratic and Laissez-Faire leadership style. He is the anchor man, willing to take risks and doing things differently. He possesses excellent soft skills and has constantly inspired his colleagues to produce good work and provide exceptional service to the customers. He displays the attitudes, beliefs and behaviour that exemplifies the organisation (Kanter 2011).
[bookmark: _Toc68707465]
The Millennium Balti’s Mission Statement
The Millennium Balti has become a popular restaurant and a name which customers trust (Hollebeek 2011). It is important that everyone connected to the organisation remembers its mission statement and the values that it represents, which are fundamental to the success and reputation of the company (Bart and Baetz 1998). The mission of this company is to continually improve the quality of the food and services to fulfil the needs of the clients, in doing so, attaining a reasonable amount of profit for the owners of the business.


[bookmark: _Toc68707466]Values
The values of the company are the guiding principles, which are instrumental to the success of the business and forming an affinity with the customers (Bart and Baetz 1998). The Millennium restaurant hugely appreciates the people involved in managing the business. Their collaboration and teamwork are the core strength of the organisation, as they provide the energy, dedication, and intelligence to uphold the reputation and the successful operation of the business. Secondly, the food is cooked with care and to per customers’ desire. It is the management’s firm belief that the products should be the best and served to the highest standard. As they say the proof of the pudding is in the eating, this means if the customers appreciate it, then they are also rating the workforce. The fusion of the two vital ingredients of people and products create the ultimate aim of the business, profits. This is crucial for the business to operate smoothly and expand.


[bookmark: _Toc68707467]The Millennium Balti’s Vision Statement
Never underestimate the unity of the Millennium Brothers, together they shall accomplish their goals. Their initial aim was to be the best restaurant in Warwickshire, which has been attained with distinction, now it is fair to say they are on par with the best Bangladeshi/Indian restaurants and with the support of the stakeholders it is the dream of Abdul Ahad to fulfil the dream of his beloved father and turn the business into an exemplary one, where it not just satisfies the customers and investors’ need but, helps the local community or people who are in need. The restaurant donated fifty meals to support a local charity.


[bookmark: _Toc68707468]Millennium’s Stakeholders
 Stakeholders are a group of people or individuals who can impact or be impacted by the accomplishments of the organization's targets (Freeman 1984). Stakeholders have a vested interest in a company and are able to impact or be influenced by a business’ operations and accomplishments. Stakeholders in a business include investors, employees, customers, suppliers, government, communities, and others who may have an interest in the firm.
 Stakeholder theory examines the relationships between an organisation and the people it conducts business with. Edward Freeman stresses the importance of building good relationships between an organisation all the stakeholders. The theory advocates that an organisation should create value for all the shareholders, not just the investors.
The central stakeholders are the owners, who begun the business and are undoubtedly responsible for its success.  The shareholders and are also crucial partners, as the profits and risks are shared with them (Friedman 1970).
All organizations have stakeholders with distinctive needs, interests, and obligations. They tend to have conflicting concerns, which need to be handled thoughtfully and sometimes diplomatically. It is crucial to distinguish the key stakeholders from a strategic administration approach to discriminate between the power of their impact on the organization and the attention they should be given, which is a prerequisite of the stakeholder analysis (Phillips 2003).
Freeman consolidates the idea that the organisation that oversees their stakeholder’s relationship successfully will perform much better and remain in business longer, than those who do not subscribe to it.
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Stakeholder analysis is carried out to identify and appraise the influence and eminence of key people.
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[bookmark: _Toc57124215][bookmark: _Toc68707480]Figure 2: Stakeholder Analysis (Meeting Sphere 2020)
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Macro Environment Analysis
An external examination of an organization is crucial, to distinguish the business environment. Within the setting of vital administration, an external investigation makes a difference to analyse the business’ exterior strengths to decide the organization’s objectives, assets, and the modus operandi. A viable apparatus to assess the exterior angles of an organization is to execute the PESTLE strategy (Aguilar 1967).
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1. Political: Political issues can prevent or help a company greatly. Brexit and the Corona crisis has had a massive effect in the country and on businesses. The government is trying its best to reduce the impact on all sectors of businesses and people. It has introduced business grants, temporarily suspended business rates, reduced VAT from 20% to 5% and a furlough scheme to protect jobs, paying 80% of employees’ salary to people who have been laid off work.
 2. Economical: Economical circumstance of a country influences businesses significantly. Inflation, taxes, recession and increasing interest rates influence the consumers spending power. These components have an unfavourable impact on the business’ profitability. The Bank of England reduced the base rate to 0.1% to help control the economic downturn due to Covid-19. 
3. Social: Social changes impact a company. People’s circumstances and requirements changes quickly. Due to many people being out of work, their disposable income has decreased, their priorities have changed. They are more concerned about their health, safety and having their staple provisions.  The companies need to be focused and remain up to date with the changes. 
 4. Technological: Now than ever before, the importance of technology has been conspicuously appreciated. The technological innovations have had a profound impact on the way people study and on business operations.   It also makes it simper for clients to make their orders. Studying and conducting trade online has been a lifeline for many people and companies.
5. Legal: Legal components constitute laws of the country and particularly how it affects the way businesses operate and consumers behave. Some of the legal factors are employment, consumer, discrimination and health and safety laws. Although the Millennium restaurant fulfils the health and safety standards, an improved employment law execution would benefit the employees of the Millennium to safeguard their occupations and rights.
6. Environmental: Environmental awareness has significantly increased and is playing a prominent role in the 21st century.  Some factors that make an impact on businesses include climate change, weather, pollution, and availability of renewable energy. The acknowledgement and application of ethics and sustainability are more prevalent now than before. The companies must follow laws and acts to preserve the environmental balance. There are numerous national and worldwide organizations working collaboratively to save the environment. The Millennium organisation subscribes to these laws to protect the environment. Abdul Ahad advocates on the importance of reducing plastic pollution, he has given notable speeches on the subject at a few catering conferences.
Some of the PESTLE components have been applied to mitigate the effects of the pandemic. The governments all over the world have implemented stringent measures such as mandatory lockdowns, border controls, and working from home. These prudent measures have had a devastating effect on the world economies, affecting production, disrupting supplies, restricting communication, and derailing the financial markets (Bachman 2020).
As the PESTLE is a simple method, one must not overlook the data that has been collected. A lack of data may affect the effectiveness, whereas too much information may cause paralysis by analysis. It is best to work in collaboration with other team members as this provides a better insight on different perspectives, which can then be applied to gain the best result. This system does not provide a holistic view, it is absolutely essential to examine other methods.
However, from all this environment of doom and gloom some positive thoughts have come to the fore. The dependence on globalisation, economic growth, free movement, and technology enhancements, has given prominence to rethinking of investing in sustainable developments, such as sustainable energy, low carbon emissions, climate change and adopting to working remotely.  
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[bookmark: _Toc68707482]Figure 4: Strategic Change (Lynch 2012).

With the growing disruptions caused by the Covid-19, organisations need to quickly respond to the constantly developing changes and realign their objectives to the new existence (Senge 1990).
The approach of owner/director management had been extraordinarily successful, and the business was in an upward curve at the Millennium restaurant, until the implications of the Covid-19 struck. The lockdown came into force and the restaurant had to remain close indefinitely to diners coming in (GOV UK 2020). According to Mr. Ahad, quintessentially eighty percent of the turnover are from customers dining in. It was allowed to remain open for takeaways, but there was not sufficient custom. Many organisational changes had to be made swiftly just to keep the business afloat (Handy 1993). Like many other renowned restaurants, it had to introduce a delivery service.
For the restaurant to remain attractive and afloat it is in everyone's best interest to keep it open, offering a takeaway delivery service. To manage the delivery service effectively, an EPOS system needs to be installed at the premises. This will immensely help to create a company’s own website and manage the online orders coming through. It will greatly benefit the investors to refrain from using the services of Just Eat. Their extortionate charges of up to twenty-five percent is not good business sense. One proposes that no third-party delivery service like Uber Eats or Deliveroo will be used, in order to protect the current front staff’s jobs. One has convinced them to work as delivery drivers for the time being. They are willing to use their own cars out of loyalty and goodwill, but the onus is on the management to reward them. One suggests on top of their wages they should be paid extra for the fuel costs and the vehicles’ wear and tear. The benefits of this is mutual, as it safeguards the jobs, and the business has dedicated people who will represent the organisation positively. Also, the tips from customers will motivate the inhouse drivers. Many restaurant owners across the country have complained of a lack of quality control once the food has left the premises. By using unfamiliar delivery drivers who do not care about good customer services, it can damage the company’s reputation (BBB News, 2020). 
Suddenly chefs, managers or good servers were not as important, delivery drivers became indispensable (Tseung 2020). 
In July 2020, the government announced restaurants could re-open, but according to its guidelines.  The owners spent about £5,000 for PPE equipment, including face visors, masks and gloves, hand sanitisers and screens between tables. It had to operate with many limitations. It restarted with just twenty seats, a huge reduction of forty seats to enable social distancing. This made it exceedingly difficult to accommodate the customers with reduced seating.
In August 2020, the Eat out to help out scheme was launched, where the customers paid fifty percent of the bill and the government paid the other half. It caused a mad rush for people to eat out and the restaurants were overwhelmed as they found it extremely difficult to cope. This caused an artificial boom in business, but probably contributed to the spike in corona cases (Hern 2020).
The board of directors will greatly appreciate and grasp the gist of the current situation of the organisation, whereby in an interview to a national newspaper, Mr. Ahad clearly defines his concerns. He said, “It was a huge blow to us all, mentally as well as financially complying with the government guidelines we reopened our restaurant only to find out customers were not coming out as we thought,”. “We will be paying heavily for that loss of customers. We very reluctantly had to get rid of some full-time staff, as the revenues were not enough to cover the wages,” (Thomas 2020).
The response to managing in turbulent times is a great test of an organisation’s mission, resources, leadership, and unity (Tichy 1983). One of the main responsibilities of the board of directors is the fiduciary duty to ensure the protection of the organisation’s assets and investments. They must assure the company’s infrastructure, equipment and workforce are all in good order and safe. Although the board has almost all the power, they must know when to intervene and when to abstain, as conflicts arise when the directors interfere in the daily operation of the business. 






[bookmark: _Toc68707470]Leadership
In times of a major crisis or recession, virtually all businesses cannot survive without adapting to change. A good leader’s duty is to prepare the employees for these unavoidable changes, made to benefit everyone in the organisation. Depending on the circumstances, this can vary from minor alterations, introducing new plans to meet compulsory government guidelines to major restructuring of the organisation. In this unprecedented Covid crisis the changes are vital to the future survival of the company. Although no leader anticipated these excruciatingly difficult times, all are likely to face certain barriers and great challenges. As a leader one must anticipate these obstructions from the onset, as this can help to avoid them before they become major issues in the implementation of change at the workplace.
It is difficult to analyse the leadership style of Abdul Ahad at the Millennium restaurant, as he implements varying approaches to tackle different issues. The front staff of the restaurant have been trained to work according to the organisation’s criteria, possess the requisite certificates and two of them are business graduates. He feels as they are a skilled workforce, the laissez-faire leadership style is apt. He has provided all the necessary resources and he expects them to work independently to achieve the desired outcome.
The downside to this leadership practice is it sometimes it cause conflicts about team roles and who is actually in charge. Without a skilled and motivated workforce, it can lead to low productivity and low customer satisfaction. Mr. Ahad subconsciously practices this approach as he trusts the team, he believes they will carry out the duties efficiently and will only intervene if it is necessary. This empowers the subordinates, after all their endeavours and experience have been instrumental in the success of the business.
Meanwhile, the kitchen staff have a different mindset, and an alternative approach is required to manage them. An authoritarian approach helps to keep them more productive and accept new changes.


[bookmark: _Toc68707471]Leadership Styles
Leadership determines success in organizations. Each leader has a unique leadership style he or she uses to lead or influence others within an organization. Leaders inspire employees to work towards certain organizational objectives (Daft 2005). They influence change in employees and help organizations to achieve their desired goals. Leadership is the act of providing guidance or inspiration to others.

Each leadership style is effective for a particular situation and an influential leader should approach each situation with a different style. In the quest to achieve certain organisational goals a leader may adopt two or more of these styles to inspiring others. Specific personal traits, values and experiences shape an individual’s leadership style.

Democratic leaders provide guidance, consider their subordinates’ views, but have the ultimate say in making the final decisions. By involving the employees, it inspires and motivates them to become more creative and innovative (McNichol and Hamer 2007).

The democratic leadership style is effective in certain scenarios. It is applicable when organizations want to implement new systems or seek solutions to workplace problems.
The democratic leadership is favoured by majority of the people, but some factors need to be overcome. If the roles are not clarified it can lead to communication failures, not all members would be qualified to make any significant contributions, which may make them feel dejected.

 Leaders should adopt an autocratic approach when seeking for ways to introduce sweeping changes. This approach helps a leader to take control, make quick decisions and accelerate the change process. Mr. Ahad understands he needs to come out of his comfort zone and practice the autocratic style, which will help him to attain certain aims. With this in mind, he was successfully able to implement reduced working hours, sack some of the lesser required employees. For example, the commis waiters as there were no tables to be cleaned or the kitchen porter as there was less cleaning to be done in the kitchen.

The writer has certain reservation in applying the autocratic leadership, as one believes this has many negative elements. It discourages collaboration, stifles innovation or input from the followers. 
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Seven Challenges Encountered During Change Implementation
Organisations implement changes for many reasons, essentially when they change their processes, structure, personnel, culture or introduce new technology. The biggest challenge to implementing change is overcoming people’s resistance. The resistance contributes to delaying the change process, hindering implementation, causing friction, and increasing costs. Seven resistance challenges are analysed subsequently.
1.Loss of status or job security in the organization:
In an organization employees and managers will resist strategic and technological changes, if they feel threatened that their role may be reduced or eradicated. They perceive the change as detrimental to their place in the organization. In numerous occasions, employees detest change unless it is one that they have asked or lobbied for, which suggests that obtaining endorsements is a foremost barrier to any transformations. An astute approach is required to persuade these people to at least evaluate the change proposals.
2. Lack of Reward:
Low morale turns to an obstruction to the organizational change since the employees are likely to challenge the alterations. That defiance will make it troublesome for the leaders to create a smooth move, which will impact efficiency and productivity.   If there is no rewards, be it financial or intrinsic there is no inspiration for them to endorse the alteration over the long term.
3. Surprise and fear of the unknown:
A lack of information causes team members to be fearful about the change and its impact on them. Leading change should not be sudden, as surprise breeds contempt. The organisation needs prior notice to be prepared for the change. Change that is communicated poorly, gives room for gossip to be rife and cause rifts even before the change proposals are put in motion.
4. Peer pressure:
Organizational members will resist change to protect the interests of a group. Senior executives or managers may challenge change propositions to protect their work groups. The reassurance of being a group member is a fundamental desire in the working environment (Maslow 1954). If the change propositions undermines these work environment social bonds, some of the group members may confront the change exertion. 


5. Climate of mistrust:
If attempting to execute a change in an environment where there is a climate of mistrust amongst most of the people, this will certainly lead to rebellious behaviour. Leaders need to be more transparent and sincere in their efforts to win the hearts of the insurgents.
The workforce are inquisitive about the situation, be it good or pessimistic news. The feeling of instability when the administrators do not communicate affects work and makes employees feel as if they are irrelevant and not considered sincerely. (Ansoff and McDonnell 1987). Keeping employees informed frequently about the plans, aids progress toward the change implementation.

 6. Organisational Politics:
As in all walks of life, politics is rife within the working environment. Political dynamics can contribute to the derailing of transformation strategies. The opposition may also challenge to demonstrate that the individual driving the change is not capable of the task. Others may stand up to since they will lose some control within the organization. In these occurrences, these people are determined to be seeing the change exertion fail. This is the moment for leaders to display their tact to control the situation and both to challenge and to persuade the rest of the institution. They must speak with one voice and demonstrate the required practices.  Executive groups that work well together are best situated for victory.
7. Faulty Implementation Approach:
Sometimes the way a pioneer approaches their work, contributes to the resistance to change. Due to their defective strategies, this gives rise to resistance since the changes are presented in an insensitive way or at an inconvenient time. Thus, individuals may concur with the change that is to be executed but they disapprove the leader’s modus operandi. The pioneer needs to assign appropriate roles to people who are mindful for the alter, guaranteeing all the errands are secured (Belbin 2010). The timeline for the alteration is imperative, as this permits one to arrange for any changes or challenges in completing normal work assignment (Roberts 2011).


[bookmark: _Toc68707473]Kotter’s Change Model
Change Management Models have been developed after extensive research and involvement on the leading strategies to oversee alteration within an organization or in an individual’s personal life. Most of the models provide a supporting process that will enhance organizational or individual development. The processes provide a series of procedures or activities that allow a change from inception to completion. One effective model was created by John Kotter.
Organizations continuously encounter change, whether caused by new technology implementations, process updates, compliance initiatives, reorganization, customer service improvements or in times of a crisis (Smartsheet 2020).  An effective change management process needs to be implemented to help minimise the impact it may have on the organization and the employees. One of the most effective change models is Kotter’s eight-step approach.
[bookmark: _Hlk68050483][image: ]John Kotter proposed an eight-stage plan, as mentioned subsequently (Kotter 1995).











[bookmark: _Toc68707483]Figure 5: Eight-Stage Plan (Kotter 2012)
  

1.  Create Sense of Urgency
This includes recognising the resources and people who will lead the venture. 
This is where the leader is advocating for the need for change, which is vital to the success of the organisation. If they can create an environment, where members can be aware of the current problems and visualise how the proposed solutions will create a better working atmosphere, it will prompt them to support the cause. This phase creates a compelling case that the change is needed now. According to Kotter, seventy-five percent of the organisation’s influential leaders should give their consent for the change to be successfully carried out.   
2. Forming a Powerful Guiding Coalition  
There are various stakeholders, who are involved in directing and financing the changes. The importance of building a powerful coalition is to have everyone supporting the cause.  
 The leaders should build an alliance comprising of various skills, experiences, and different sections of the organisation. They must be aligned to the company’s vision, collaborating to execute their particular tasks, and propelled to create the change happen.
 3. Create a Clear Vision for Change

This is creating the "roadmap" from the beginning to reach the destination. This includes sketching out the venture with clear steps with quantifiable targets, incentive, and analysis. By creating a clear vision, it makes it easier for people to figure out the directives allocated to them. For example, a well-planned and controlled change administration process for IT services will significantly improve the order takings and manage the delivery services. The emphasis on maintaining good communication and practicing patience throughout this process.
4. Communicate the Vision
This is the "golden thread" that is inherent in the whole change management undertakings.  Planning, orientating, and executing an effective change operation plan is dependent on good interactions.  The leader must promote dialogue that is easy to absorb and encourage regular discussions about the change process.  As a transparent and two-way communication system evokes a buy-in from the audience.
5. Remove Obstacles
Most resistance happens due to a fear of the unknown and the amount of risk likely to be involved with the change.  Expecting and planning for resistance by placing leaders with the requisite devices will aid to rapidly remove barriers for a smooth change lifecycle. By this stage, the staff would be raring to start and focus on achieving the aims.   
6. Planning for and Creating Short-term Wins
As the change process may take a long time to achieve any results, everyone is eager to see what difference it has made. Kotter suggests the leaders should create a short-term win that will motivate the subordinates or people involved. This is attainable with the creation of short-term goals which can be accomplished within a reasonable time frame. This prompts all the stakeholders that the change project is on the right track and it can sense all the objectives will be achieved successfully. The short-term victory justifies the team’s endeavour in the project and helps to repress the critics for challenging them.  
7. Celebrate Success
Reaching a significant stage of a project is an inspiring achievement. It essential to acknowledge the success of teams and individuals involved. This will leverage the acceptance of the change and the management processes involved. The endeavours of the entire team involved in the change process should be appreciated and a small celebratory party will inspire people to stay focused on their goals. The initial victories should not make the people complacent but provide a platform for them to achieve their ultimate aims. 

8. Anchoring the New Approaches 
The final step is to ingrain the change into the organisation culture. Change administration methodologies are generally amended throughout a venture, this ought to be woven through all steps to accommodate and expel any hinderances.  The need for communication, information and resources are vital, as this increases the commitment and the focus on continuous enhancements. Publicly applaud the efforts of the people involved in the original coalition and ensure their legacy is not forgotten. Leaders orientating new recruits must include the change ideals and values to them, as this will make it easier for them to accept change proposals should the need arise in the future.
 


[bookmark: _Toc68707474]Criticisms of Kotter’s Model
In spite of the fact that it is less demanding to apprehend and apply, however Kotter’s model is a rigid one. The eight steps are associated with each other in an arrangement, that if a person misses or overlooks one step, at that point the entire process will be ineffective. It is time consuming to execute each of the eight steps of Kotter’s method, as each step is distinctive and partitioned, it can be a difficult and monotonous task.
 Kotter’s change method performs efficiently whereby organizations have top-down administration approach. This model has restricted scope and suits those organizations where choices are made by pioneers at the most noteworthy pecking order and followed by the employees at the final rung of such progression. It does not permit working of distinctive groups together and has limited scope for two-way communication. Can lead to disappointments among workers in the event that the stages of despondency and personal needs are not taken into consideration. (Kotter 2010).

[bookmark: _Toc68707475]Organisation Culture
Workplace culture is the character and identity of one’s organisation. It characterises the right way to act inside the working environment. It is the work culture which influences the way employees interact with each other and how organisation operates (Peters and Waterman 1982). The culture of the organisation has set policies, which guide the action of the workers   at the working environment. Culture is the bond that provides the skeleton, flesh, and blood to cement the organisational foundation and one which keeps it alive (Mintzberg 1989). Culture provides the basis of shared values, beliefs and provides the impetus to oversee relationships, perform and deal with the outside environment (Wooten and Crane 2003). Employees or members who understand and assume the values of the organisation are more likely to successfully achieve the company’s goals. 
 Good business management is not only dependent on the effective operational methods, but also on market and competition analysis techniques. One effective method is benchmarking, the process of comparing methods and performances with other processers to learn or assess performance (Neely 2011). The application of competitive benchmarking is a comparison of competitors in the same sector. Benchmarking provides an impetus to make improvements, where one may ascertain how another organisation has developed a better system, which they can integrate into their operation.
A successful comparison with competitors, enables the company to gain insights into diverse cultures, attitudes, values, and strategy of working. Therefore, the significance of culture is pivotal in distinguishing it from another organisation (Schrodt 2002).
A model created by Geert Hofstede, on the premise of how values within the working environment are impacted by culture is an excellent cultural measurement hypothesis. Known as the Hofstede cultural method, it makes it simpler to study and apply to get a better understanding on intercultural and organisational culture.


[bookmark: _Toc68707476]Recommendations
A policy should be integrated into the organisation to actualise all the values. Fundamentally, it is beneficial the organisation leaders train new recruits to adapt to the company’s working strategies and to be on the same benchmarks as their colleagues.
The solution to the problem of reduced standards and productivity is an implementation of constructive feedback systems. A feedback policy allows the manager to focus on the roles and performance of a department or a person (Ruggieri 2009). Employees at each level can utilize feedback systems to obtain information about their performance and make appropriate decisions at the personal level. Thus, adequate feedback systems in an organization can enhance accountability, which will improve productivity.
Maintain good relationships with suppliers, this will inspire them to provide good merchandises and excellent services.
By showing empathy and respect to the individuals it conducts business with will promote the company’s reputation.
Environmental issues are a top priority in modern commerce, by focusing more on the goodness and preservation of nature, will instil confidence in the public and exceed the green issues criteria.
There is scope for the organisation to invest into new sectors like desserts, organic products, and vegan food. 
Upgrade the technology to enhance online services and to be equipped for the latest advancements.
Good leaders value staff input and consult employees when implementing new changes.  This enhances work processes, reduces resistance to a new change and boosts staff morale.
  

[bookmark: _Toc68707477]Conclusion
As human beings, everyone is comfortable with routines, if something new or unfamiliar is proposed, it can feel demanding and disrupting the regular flow of living or working.  However, when people are accustomed to the change, it allows new approaches to the workplace and workflow, which brings a new impetus and instils confidence.  For example, learning to work in restricted spaces, maintaining two metre social distancing or using the EPOS system can be challenging initially, but if it enables one to enhance processes, accelerate the workflow and to optimise their time, at the end of the shift, one may feel less stressed.
The writer advocates the democratic leadership style and a touch of charisma to influence the subordinates to support his ideas. From experience, it is an effective method for managers motivate their staff to work towards achieving certain goals and objectives.
Although people may be hesitant about changes in the working environment, it can help to eradicate stagnation and fatigue. Change can really be a positive thing, which may be a catalyst to bring new challenges and opportunities to the cutting edge. Essentially it is overseeing the change, as well as expectations, and obliging to new approaches. Displaying assertive leadership amid times of change enables smooth transitions and inspires people to embrace new challenges, instead of fighting them.
The way businesses conduct sales and provide their services has to a certain extent changed. In essence establishments that nurture new client engagement skills and educate their employees in processes that leverage them to boost sales are able to change with them.
 Every client interaction is special, and the salesperson should be to be able to utilize their client engagement abilities to adjust to each conceivable circumstance. They cannot let their own individual dispositions or every day challenges get within the way of providing the client an exceptional service and experience.
 The restaurant industry is in a rapid downhill slope, where all restaurants in the country are currently closed and those that are providing a takeaway and delivery service are merely biding their time to stay afloat before they can rebuild and open again. 
 The pandemic offers people an opportunity to focus on the less visible aspects of the restaurant ecosystem.  Covid-19 has reaffirmed that the industry is on even a weaker position than initially suspected: the tight cashflow, high overheads, not being able to recruit skilled chefs, greedy landlords charging extortionate rent and the reliance on tourism were all pointing in a gloomy direction before the lockdown. 
 Exactly one year after the coronavirus was declared a pandemic, the vaccination operation is in full flow and brings a lot of hope to people all over the globe that some kind of normalcy will be evident soon. 
 In response to Romy Hughes’ statement “There’s no time for change management during Covid-19, but there must be time to change management”, one can only quote, ‘Without knowledge, action is useless and knowledge without action is futile’. Over the next few months, the organisations which are the most adaptable will find their own solutions to the crisis. The possibilities are both frightening and thrilling.
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Table 6.2

Stakeholders and their expectations

e

Stakeholder Expectations

Primary Secondary
Owners Financial return Added value
Employees Pay Work satisfaction, training
Customers Supply of goods and services Quality
Creditors Creditworthiness Payment on time
Suppliers Payment Long-term relationships
Community Safety and security Contribution to community
Government Compliance Improved competitiveness

Source: Adapted from Cannon, T (1994) Corporate Responsibility, Pitman Publishing. With permission.
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