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Executive Summary

The purpose of this report is to analyse changes to the company Synchrony Financial. This report offers guidance to consumer financial services provider Synchrony Financial on how to make organisational changes in the post-pandemic and post-Brexit scenario. Realigning partner portfolios, creating a growth organisation, and fusing the technology and operations teams are just a few of the planned improvements. There are three main factors that can make a transformation successful: culture, leadership, and power relations. The PESTLE analysis underlines the importance of embracing technology, good economic conditions, and political stability. Emphasis is placed on developing a positive culture and strong leadership. The implementation timeframe for the change programme is currently two years, and it is still in progress. Numerous internal and external elements will influence how well the transformation programme has been executed and is working.
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Introduction 

This assignment is considered as the work of a nominated change agent which is aiming to advise a company that has undertaken or is currently undergoing an incremental amount of change. Organisations need to adapt and change if they want to remain competitive and resilient in the dynamic and unpredictably changing business climate of today. This document aims to serve as advice for those who have been designated as change agents inside an organisation that is undergoing or has already undergone a significant transformation programme. The main goal is to use a proper change management framework to handle the complex problems that the post-pandemic and post-Brexit world presents (Cameron and Green, 2015). The organisation selected for this purpose is Synchrony Financial, a consumer financial services company that delivers customised financial programs across major key industries (Synchrony, 2023).
The selected organization operates in a highly competitive industry and recognizes the need to initiate strategic change to sustain growth and success. The change program aims to address several factors, including shifting market dynamics, changes in customer expectations, technological advancements and other factors. Resistance to change is a common challenge during any change initiative. Therefore, strategies for identifying and dealing with resistance factors will be analysed. This will be done to ensure that employees and stakeholders embrace and support the change effort.
Company Background
Synchrony Financial provides a broad range of consumer financial services. These services are provided by the company through three platforms which are namely Payment Solutions, CareCredit and Retail Card. Private label credit cards are offered by, “The Retail Card Platform” which also provides other services like Dual Cards and business credit products for small and medium-sized companies (Forbes, 2023). The company was founded in the year 2003 and its headquarters is situated in Stamford, Connecticut. The origin of the company is the United States and it comes under the industry segment of “Banking and Financial Services”. The company has an employee base of 18,500 numbers and its President and Chief Executive Officer is Brian Doubles. The revenue generated for the company in the year 2023 was 14.1 billion US dollars. The net profit of the company stands at 2.7 billion US dollars. The Care Credit platform of the company offers elective healthcare services which are veterinary, vision, audiology, dental and cosmetic by nature (CNN Business, 2023). 

Statistical Facts of Synchrony Financial Company
(Source: Forbes, 2023)


Main Findings
3.0 Reason for Change

On June 2021, the company Synchrony announced that it would make some major organisational changes that were in aim to further align the company’s resources with its partners. The changes being stated were also being done in an effort to address evolving customer expectations (Synchrony, 2021). The brand had stated that over the years it had taken many steps to drive forward digital growth and thus the changes being made had a digital necessity factor behind them. The first change which was observed was the alignment of partner portfolios with that of the company to deepen industry focus and enhance the customer’s experience digitally. Due to the rapid emergence of digital measures, companies must undertake various efforts to improve customer experience (Becker and Jaakkola, 2020). This improvement was proposed on five platforms instead of three. The five platforms thus that the brand tended to focus on included Digital, Health and Wellness, Home and Auto, DiverseField and Value and Lifestyle. This measure would allow the business to improve its services and better address the needs of its partners in different industries. Such measures would also allow the effective scaling of products and capabilities for stronger growth via digital solutions. The brand’s focus is thus observed to be on customer and stakeholder loyalty.
The second change proposed was the establishment of a growth organisation to scale products, capabilities and services. By establishing a Growth Organisation, Synchrony is demonstrating its dedication to fostering innovation and providing value to its partners and clients. The marketing, data, analytics, customer experience, and product development teams have been brought together under one organisation, and their efforts are coordinated to bring data-driven, consumer-focused services to partner portfolios (Jansson, 2017). Synchrony's acknowledgement of changing client preferences and the significance of maintaining competitiveness in the digital era can be seen in the company's emphasis on seamless customer experiences and digital goods. These changes thus are being proposed due to the shifting market and consumer trends and the necessity to address these trends for the sustainability of the company.
The final change being proposed is that of combining the Technology and Operations teams for Digital Innovation and Operational Experience. Synchrony wants to promote collaboration and quicken digital projects by combining these services. Through this integration, the business will be able to more quickly develop creative products and better serve clients through their chosen channels. The importance of an Agile culture enables flexibility and promptness in the implementation of fresh concepts and projects (Ayed et al., 2017). Leveraging technology to improve operational excellence and efficiency, the Chief Technology and Operating Officer will be instrumental in leading these efforts. The key development in the brand’s digital efforts will also be observed.
4.0 Key Change Management Models- Planned and Emergent Change

The best change m management models that are considered by business managers and leaders are the “Lewin's change management model”, “McKinsey 7-S model”, “Kotter's change management theory” and “ADKAR change management model”. These change management models are majorly implemented in business organisations for managing changes that are implemented in the firm. In the case of planned change, a perspective is provided and the change is often deliberate (Akbar et al., 2019). In this type of change, conscious reasoning and actions are required to be taken, resulting in the firm's change application leading to company growth. In contrast, the emergent changes observe the firms incorporating changes that may have unfolded in an unplanned and spontaneous way. In the case of Synchrony company, the change is a planned one, where the firm has made a plan of making organisational changes for aligning the firm's resources with its partners. 
In this case, the "Lewin's change management model" can be applied in order to incorporate the changes that have been planned by the leaders in the firm. The change management model includes three major steps, including unfreeze, change and refreeze. In the unfreezing step, the managers and leaders make the relevant stakeholders including employees understand regarding the changes and their benefits to the firm as well as the employees. Training regarding the same is provided (Bagga et al., 2023). In the second step, the change is implemented and in the last stage, the changes are fully implemented with the execution of the new business practices and systems. As a result, the planned changes in Synchrony can be fully implemented through the adoption of the right and simple change management model. 
5.0 How the models can be used to facilitate small and large-scale change Programmes.
The change management model, that is “Lewin's change management model” can be adopted for the planned changes in Synchrony for the following three stages. These three stages play an essential role in the transformation of the workplace system and processes (Yue et al., 2019). The first step of unfreezing requires halting or slowing down the current processes of the firm so that the employees are trained and made to understand the new changes in the firm. The transition may be slow, but long-term benefits can be reaped through the use of this simple yet effective change management model. 
The change management model involves the completion of the change process and phase for a longer period of time for overcoming the resistances and barriers as well as for delivering the required training by the employees as well. The use of this model is effective as it makes the changes easy to understand and implement, resulting in better change management and application of the new system (Asbari et al., 2021). The business continuity is hence improved through the use of this change management model.
5.1 SWOT Analysis

Strengths		Has an extremely strong brand image.		Provides innovative solutions and constantly is driven towards innovation and improvement (Synchrony, 2023)		Employees are also given requisite training programmes so that they can effectually carry out the advanced financial services.		A huge repertoire of services that encompasses “Digital”, “Health and Wellness”,“Home & Auto Diversified & Value”and “Lifestyle” financial services.		The company is financially doing quite well and thus has enough capital assets to implement the latest digital technologies (Forbes, 2023)		Weaknesses		Its heavy reliance on various partners for offering diverse services can bring additional challenges. If the partners fail to adhere to compliance requirements or fail to maintain their quality standards, it can affect the performance of Synchrony Financial as well.		The high inflation rate of the US caused mainly due to the phenomenon of Covid-19 pandemic has severely affected the market potentials. This would have a great impact on the company’s financial performance (Pew Research Center, 2021)		
Opportunities		The e-commerce sector has witnessed rapid growth, especially in the post covid-19 pandemic era. This can be capitalised by Synchrony Financial since online purchases have significantly increased.		Escalation of digital technologies would help Synchrony Financial to improve their digital wallets, mobile payments and online account management functions appreciably.	Threats		The negative impacts of the Covid-19 pandemic is expected by economists to last for a long period of time. Investment in digital technologies thus might take longer time to get positive Return on Investments (ROIs) (Zamfir et al., 2016)	Huge competition faced from numerous other financial institutions like the banks, insurance companies, mortgage companies and credit issuers which can reduce the profit levels. 	


5.2 PESTLE
In terms of Political Factors, the political landscape in the United States can impact Synchrony's operations. Changes in government regulations, tax policies, and financial regulations can have significant effects on the company's business practices and financial performance. Yet the current environment is found to be quite stable
In terms of Economic Factors, the low Inflation rate of 3.20 as of June 2023 is quite favourable for the brand since it can improve the prices for its services (Trading Economics, 2023)
In terms of Social Factors, the high population of the US is favourable for the brand since it can attract a large customer base.
In terms of Technological Factors, the technological advancement in the US is quite more than other countries, highlighting the necessity for digital changes for the brand.
In terms of Legal Factors, compliance with financial regulations set by bodies like FRB and FDIC is quite crucial (Getter, 2015).
In terms of Environmental Factors, complying with environmental protection acts like the National Environmental Policy Act is necessary for maintaining a positive brand image while having a positive impact on the environment (EPA, 2023)
6.0 Driver Factors for Change
The main factors for driving the change in the organisation has been delineated below.
Deep industry focus
This is to focus the company’s resources and expertise entirely towards a specific industry sector. Thus the company puts its entire energy towards recognition of the latest trends and evolved demands of the customers so that necessary modifications and tailored approaches are integrated in the services.  As per the market dynamics, strategies are formulated catering to the competitive landscape, the regulations required and the numerous preferences of the customers. 
Meeting evolved expectations of customers
With the increase in digitisation of every industry, customers now demand personalised, frictionless and convenient digital services across all the touchpoints. Mobile apps and online account management would provide streamlined and self-service options to the customers rendering them immense satisfaction (Gummeruset al., 2019). Due to the rise in the usage of mobile, customers demand to get convenient financial services done over the mobile phone and thus digitisation is hugely required.
 Presence of Stiff competition 
With the rise of Fintech startup companies, the competition in the financial services sector has tremendously increased (Knewtson and Rosenbaum, 2020).  These startups are providing unconventional solutions which are drawing large number of customers. Hence out of this fierce competitive pressure Synchrony Financial too has to adopt the modern digital technologies and offer unique solutions too.
6.1 Culture
 As opined by Pollack and Pollack (2015), Organisational change is greatly influenced and driven by culture. Culture is a key factor in the organisational improvements at Synchrony that are being implemented successfully. The business must build a culture that supports and embraces these changes through the realignment of partner portfolios, the creation of a growth organisation, and the union of the technology and operations teams. An organization's identity is defined by its common values, beliefs and customs, which are referred to as its culture. It affects how employees view and react to change, as well as how committed and engaged they are. A culture that encourages creativity, adaptability, and collaboration will be crucial for Synchrony to successfully traverse the Post-pandemic and Post Brexit scenarios. It is important to state that for implementing major changes in an organisation a positive and supportive culture can be considered to be quite essential. Theories of change management models, such as Kotter's 8-Step Change Model or Lewin's Change Management Model show how culture leads to driving change (Hussain et al., 2018). These models highlight the importance of establishing a sense of urgency and fostering a supportive culture to enable successful transformation. Thus, creating a shared sense of purpose and fostering a positive corporate culture is essential for bringing about changes be they big or small.
6.2 Leadership
For organisational transformation to be successful leadership is an essential factor. During such times, helping employees through the challenges of change and motivating them to adopt new working practices becomes crucial that can be addressed by effective leadership (Gandolfi and Stone, 2018). Strong leadership is essential in the case of Synchrony's organisational adjustments to successfully navigate the Post-pandemic and Post Brexit world. Models of change and leadership, such as the Situational Leadership Model and the Transformational Leadership Theory show how the prospect of leadership is essential in bringing about changes within organisations (Anderson, 2017). These approaches stress the significance of adaptation, transparent communication, and visionary leadership.
In order for Synchrony to successfully implement its new improvements, leaders need to exhibit a number of essential qualities and behaviours. Leaders must first create a compelling vision for the future of the organisation and the advantages of the suggested changes. Employees should be inspired and motivated by this vision, which will also help them comprehend the significance of the changes and their purpose.
Throughout the transition process, leaders must also communicate clearly and consistently. Open and honest communication fosters confidence and reduces uncertainty and resistance. To keep everyone informed and involved, leaders should actively listen to employee issues, respond to inquiries, and offer frequent updates on the process.
6.3 Power
A key factor in the context of organisational change is power relations (Lockie et al., 2018). Power management and understanding are essential for successful implementation. How choices are made and how resources are allocated, along with the way change projects are viewed and accepted are all influenced by power. Leaders must be aware of and adept at navigating power dynamics in the context of Synchrony's organisational changes that have been proposed. To reduce opposition and encourage collaboration, they should work towards transparency, fairness, and diversity. Synchrony may establish a good and change-friendly environment by skill full managing authority and fostering a culture where people feel engaged and empowered to make positive changes and be more supportive.
6.4 Digitalisation
The company has decided to upscale its capabilities product portfolio and range of services by deploying data analytics aggressively. In this regard, the company has also decided to take on board its several partners for making deep penetration into the market and enriching customer experiences. The alignment of the portfolios of the partners would be done across five important platforms which are namely “Digital”, “Health and Wellness”, “Home & Auto Diversified & Value” and “Lifestyle” (Synchrony, 2021). This would enhance the overall performance of Synchrony company as well as the partners towards creating value for the customer. Focussing entirely on the Digital aspect, the company is trying to stimulate digital innovation and enlarge the operational efficiency and excellence levels. The company has decided to bring together the data analytics team with the marketing and product development teams so that those products or services get developed which fulfil the current market trends. Real-time data would offer deeper insights into the latest market demands and thus data-driven decisions would have high probabilities of success. The marketing can also design their marketing campaigns as per the real-time data obtained which would be effective to get connected with the prospective customers. These decisions taken can later be evaluated also for their effectiveness through “Key performance indicators (KPIs)” of digital marketing (Hristov and Chirico, 2019). Such metrics can be effortlessly obtained by digital marketing experts and if necessary suitable modifications can also be done.
6.5 Competition
The core motive of digital enhancement is to enlarge the scale of different products and services of the company and to also provide a seamless customer experience. Deployment of services like Chatbot can help connect with customers directly and resolve their numerous queries instantly. Furthermore, by deploying digital technologies in the supply chain as well as in the service development stage, the visibility aspect increases and the identification of potential defects get effectively done. When defects get addressed timely, ineffective services also reduces significantly and hence customer receives optimum quality service. Thus, with reduced customer complaints and effective resolution of their problems with enhanced digital operations, the company gains a competitive advantage. The enhanced digital collaboration with partners also makes sure that huge demand from customers get timely fulfilled. Integration of Synchrony’s services with the financial services of other partners get enhanced to paramount levels through digitisation. This would offer a comprehensive financial service to the customers that would include different portfolios of financial services. Improved levels of digitisation would enhance the accessibility quotient of the customers. All these benefits would render a huge competitive advantage to the company.  
7.0 Identification of the change factors and strategies to deal with the changes
The main strategies to deal with these changes are mentioned below.
Effectuating digital transformation
The organisation has to inform the employees that modern digital technologies have to be adopted. In this regard, artificial intelligence and data analytics have to be leveraged for the implementation of cloud-based solutions (Achaar, 2022). For this purpose necessary training also has to be imparted to the employees so that they can efficiently carry out the requisite tasks.
Fostering a culture of collaboration
Synchrony Financial can establish partnerships with other Fintech firms that are digitally well-advanced (Hayes, 2018). Their proficiency and expertise can be leveraged for accelerating the digital transformation efforts. This would also enhance the chances for coming up with innovative ideas. 
Fostering an agile organisational culture
A mindset of continuously upgrading oneself, performing experiments to come up with inventive ideas should be promoted (Kuusinen et al., 2016). Additionally, there can be a reward programme too which would offer recognition to those employees who productively contribute to the digital transformation with their innovative solutions. 
8.0 Identification of when the Change Program has been completed and its effectiveness assessment.
The Change Program that has been described within the context of this assignment for Synchrony is observed to be still ongoing as it is quite a large change whose implementation will take quite a long time due to the scope of the changes and the factors that it is influencing. For this reason, it is observed that the change program has not yet been completed. An approximate timeline is being proposed in which it is stated that the changes will be implemented within two more years if the other factors go on smoothly. The time period being stated is an approximation and may increase or decrease based on external and internal forces.
The effectiveness of the Change Programme would be assessed mainly through the growth in revenue values and profit values (Buchanan & Badham, 2008). It can be further gauged by analysing the digital metrics which are increase in the website traffic, more positive comments, likes and shares across the social media channels, much lower bounce rate, more numbers of paid visits and receiving more paid advertisements on the company's website. The other major determinant for gauging success would be rise in the share values of the company which would stimulate more number of angel investors wanting to make appreciable investments in the company (Cernisevset al., 2023). The relationships with the stakeholders will also improve to significantly large extent if the performance of the company improves.
Recommendations
To lower risks, you should diversify your partner network and rely less on a select group of crucial retail partners.
To enhance consumer experience and get a competitive edge, think about investing in digital technology.
Increase your global presence to reduce regional concentration and increase revenue streams, and look at opportunities in new markets. keeping an eye on the legal landscape Be aware of regulatory changes and modify your processes as necessary to remain compliant.
To be competitive in the constantly changing financial market, I advise Synchrony Financial to keep making investments in digitization, extending its global connections, and upholding customer-centricity.

Conclusion
The above study delves into the numerous financial services provided by Synchrony Financial company which has been found to be a diverse one. The company is financially performing well but due to rapid digital transformation of the financial industry sector, the company wants to make a phenomenal digital transformation. In this regard, the company wishes to align the portfolios of its partners as well to enhance customer experience in all its service platforms. The company has to foster an environment where change would be wholeheartedly accepted and implemented. In this connection, several strategies have been mentioned in the above study which would be effective in bringing out the necessary modifications in the organisation's culture and working process. The company would however face a few challenges due to the Covid-19 pandemic since it has affected the economy rate of the US. The study delineated the Kotter's 8-step change model and Lewin's change management model so that the ways in which Synchrony Financial will bring about the change can be well-understood. The company's top management need to embrace principles of transformational leadership and situational leadership so that they can motivate their team members to learn the new technologies productively.
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