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1.0 [bookmark: _Toc113224848]Introduction 
This report will look at how organisational change management is crucial when implementing a change within an organisation successfully. Focusing on the student’s workplace Admiral, which had to accept a transformational change due to the Covid-19 pandemic which then resulted into a development change. Bejinariu (2017) states that organisations accept changes if they are considered necessary, quickly adapting their behaviours to desire and achieve the new direction they wish to go in. 
In section two the student will look at organisational change, and the micro and macro environmental forces which impact the change. A PESTEL analysis will be completed looking at the external forces and a SWOT analysis focusing on the internal factors of the change. The student will also look at the Porter 5 force model as well as the change curve model, discussing them in depth regarding how they can play an important role in an organisational change. A stakeholder analysis will also be completed looking at who needs to be identified on level of importance before the change is implemented. 
Section three of this report will look at how the stakeholders predominantly the employees in this example, can be introduced to the change, ensuring support and communication is given all the way through to obtain success. The student will use the ADKAR change management model, looking at each stage and how Admiral, carried out each stage effectively. 
[bookmark: _Toc113224849]2.0 Critically analyse the current forces for change in the organisations micro and macro environment that can impact workplace culture and capability
2.1 [bookmark: _Toc113224850]Organisational Change
Organisational change is a fact of life, the change may impact the organisation’s missions, visions and processes which impact all employees belonging to that organisation. Changes in an organisation are constantly driven by several different forces such as customers, markets, and technology. George (2020) explains how research suggests that innovative change can initially fail the intended outcome, limiting the potential of an organisation. Andreea and Mocan (2017) state that organisations need to be aware of their strengths and vulnerability’s as well as easily identifying threats and recognising opportunities to plan the change. Suggesting that the effects of not managing change effectively can have such a negative impact, which is why it is so important that an organisation understands the issues which may arise, ensuring they are fully equipped with techniques to support change management effectively. There are several types of change which managers must be aware of, these are development change, transitional change, and transformational change. Mcpheat (2009) touches on the types of change, explaining how being able to recognise the three types of change can help develop your change management skills.  


	Development change
	Occurs when a need is recognised to improve a current situation.

	Transitional change
	Happens when you recognise the need to implement a completely new plan of action.

	Transformational change
	Isn’t something that can be controlled, it is more of a case of it happening without warning.



A performance and change model known as The Burke-Litwin Change Model introduced in 1992 by two change consultants, is a tool which can be used to understand the organisations components parts and how they relate to each other in times of change.
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Bridges (2022)

This model follows a hierarchical structure with a logical flow of influences stemming from one factor to another. Looking at the central spine Bridges (2022) explains how it is evident that a change in the external environment is what initiates leaders to make change in their organisations. This affects the work unit climate which has a direct impact on motivation which influences performance. Whereas the bottom section of the model includes elements which have the most direct effect on motivation, focusing on individual needs and values as well as task requirements regarding the individual’s skills/abilities.  
2.2 [bookmark: _Toc113224851]Macro-Environment Analysis
A macro environment is what is referred to as a set of conditions that exist in the economy as opposed to a particular sector or region. According to Investopedia (2021) the macro – environment includes trends in the gross domestic product, inflation, spending, and monetary policy. Suggesting that the macro environment is linked closely to generalised business cycles as opposed to the individual performance of an organisation. According to Luttig (2021), during the COVID-19 pandemic, the UK motor insurance market reported its best underwriting profit since records began in 2020, a net combined ratio of 90.3%. This was due to there being fewer vehicles on the road which in turn reduced claims. For consumers, the impact of lower claims meant premiums were around 6% lower. However, as Luttig (2021) goes on to explain, the insurance industry is expected to return to the red going forward, predicting a 103% net combined ratio linked to underlying inflation, the premium rate falls, and costings linked to the FCA’s pricing review. Like the micro-environment in an organisation, the macro-environment is also made up of several different factors. These include political, economic, social, technological, and legal factors, amongst others. 

2.3 [bookmark: _Toc113224852]Pestel Analysis
PESTEL analysis is a tool used to analyse and monitor macro-environmental factors that impact an organisation. Facilitating an understanding of the wider business environment, the PESTEL analysis tool (Appendix A) encourages the development of external and strategic thinking. Enabling organisations to anticipate future business threats enables action to avoid or minimise potential risks. As Oxford Learning Lab (2018) suggests this tool has been around for many decades, stating that if carried out correctly, it can be a powerful weapon to understand your current situation as well as using it to take advantage of the future. However, Frue (2018) argues that this tool cannot be used alone, as it only focuses on external factors, not taking into consideration the internal factors, which are also important. Therefore, a tool called SWOT analysis coincides with this as the threats identified and weaknesses can be implemented into a SWOT analysis. Suggesting that this process can be time-consuming, so it is important that both the PESTEL and SWOT analysis are thoroughly documented. The student has carried out a PESTEL analysis on their own organisation regarding a change. This analysis provides detail about operation challenges the organisation will face in the macro-environment. 

POLITICAL
The political factors play a significant role, which determines the impact on Admiral’s long-term profits. Operating in many different countries, Admiral is exposed to all different types of political environments and system risks. To achieve success within the insurance industry, it is important to diversify systematic risks of political environments. Admiral must closely analyse certain factors before investing, these are:

· Political stability looking at the importance of the insurance sector in the country’s economy
· Risk of War
· Trade regulations related to FCA
· Favoured trading partners
· Anti-trust laws relating to insurance
· Pricing regulations
· Taxation – tax rates and incentives
· Bureaucracy and interference in the insurance industry by the government
· Product labelling and other requirements in Insurance



ECONOMICAL
Inflation rates, savings rates, interest rates, foreign exchange rates as well as economic cycles determine the aggregate demand and investment in the economy. Admiral will need to look at the country’s economic factors, such as growth rate, inflation as well as the industry’s economic indicators. These are things such as the insurance industry growth rate and the consumer spending etc, to forecast the growth trajectory within the insurance industry. Some other economic factors Admiral need to include also are:

· Education level in economy
· Skill level of workforce in insurance industry
· Economic growth rate
· Types of economic systems in countries of operation – how stable?
· Business cycle stage
· Infrastructure quality in the insurance industry 


SOCIAL
Society impacts culture and the way things are carried out impact the organisation’s culture in an environment. Having shared beliefs and attitudes with the external population play an important role in how Admiral can engage and understand with its customers. This is what paints the marketing message for Admiral to its customers within the insurance industry. Social factors that also must be included are:

· Attitudes (health, consciousness, environmental etc)
· Class structure and hierarchy and power structure in society
· Culture (gender, religion etc)
· Demographics and skill level of the population

TECHNOLOGICAL
Technology is vastly disrupting various industries across the board. The last few years insurance industry has transformed quickly. For example, the taxi industry is now dominated by companies such as UBER and Lyft, suggesting less use of private vehicles. Technological analysis is required not just to analyse the technicalities of the industry but also the speed at which the technology disrupts the private motor industry. Slow speed can give more time to an organisation like Admiral. compared to fast technological speed which can cause disruption, which gives the organisation less time to cope and be profitable. The technological analysis involves the following impacts:

· Technology’s impact on product offering
· Recent technological developments by Admiral’s competitors
· Rate of technological diffusion
· Impact on cost structure in the insurance industry
· Impact on the value chain structure in finance.

ENVIRONMENTAL
It is important for Admiral, that before adding something new into the market or even updating an existing product in the current market, a careful evaluation is carried out for the environmental standards that are required to operate in those specific markets. Different markets have different environmental standards which will impact the profitability of an organisation in the insurance sector. These factors include:

· Weather
· Climate change
· Electric vehicles
· Recycling
· Laws regulating environment pollution
· Air and water pollution regulations in the insurance industry

LEGAL
The legal framework and institutions in many countries are not robust enough to protect a firm of its intellectual property rights. Therefore, it is important that a firm as big as Admiral must carefully evaluate before entering certain markets as it can lead to theft of the organisation’s future or current processes. With the insurance industry being highly competitive, the legal factors that need to be considered are:
· Discrimination law
· Data protection
· Health and safety law
· Anti – trust law in the insurance industry and overall, in the country
· Employment law
· Copyright/patents/Intellectual property law
· Consumer protection


2.4 [bookmark: _Toc113224853] Porter 5 Force Model
The Porter 5 force model (Appendix B), first proposed around 1979, has gained considerable attention and acknowledgment worldwide, due to its relevance and influence toward corporate business and organisational strategy formation. Porter (1985) states that if the model is deployed correctly in detail, the industry structure can be revealed at the segment level of all various types of competition and entities. Therefore, including all factors and demands as well as the threats from substitutes and new competitors. Macro – Environment changes can have a direct impact not only on Admiral, but it can also impact other insurance competitors. The macro environment factors can impact the Porter’s 5 Forces which shape strategy. Impacting individual firms’ competitive advantage regarding its overall profitability levels within the financial industry. Admiral can use all five of the competitive forces to analyse the strategists that can form a visual of what impacts the profitability of the company within the insurance industry. Identifying any change in trends early on, which in turn can help exploit any emerging opportunities. Understanding the Porter fives forces in great depth can ensure that Admiral can shape the forces in its favour. The student has used the Porter Five Force method to focus on how Admiral can build a sustainable competitive advantage in the insurance industry. The model not only develops a strategic position within the industry but also can help explore profitable opportunities within the financial sector.

	THREATS OF NEW ENTRANTS
Pressure is always put on Admiral, regarding new up and coming entrants in the insurance sector. Factors such as lower pricing strategies, reduction in costs as well as providing new products to the customers are challenges Admiral must face to build effective barriers to protect its competitive edge. Admiral can handle the threat of new entrants by:
· Introducing new products and services, would not only bring new customers on board but also give existing customers a reason to buy other products within the Admiral brand (Car & home insurance multi-product cover, etc).
· Building economies of scale so that it can reduce the fixed cost per unit.
· Investing in research and development as new entrants are less likely to enter such a dynamic industry where the established contenders such as Admiral keep defining their standards regularly. This would help reduce the window of profits for new competitors.


	BARGAINING POWER OF THE SUPPLIERS
Most insurance companies buy their raw material from numerous suppliers. Suppliers in a dominant position can decrease the margins Admiral earn in the industry. Suppliers will use their negotiation skills and power to gain higher prices from the firms in the insurance industry. Therefore, the overall impact of higher supplier bargaining is what lowers the overall profitability of insurance. Admiral can tackle the bargaining power of the suppliers by:

· Experimenting with product designs, using a variety of different materials, if the price goes up on one of the materials, then Admiral can shift to another supplier.
· Building efficient supply chains with multiple suppliers.
· Having dedicated suppliers whose businesses rely on Admiral

	BARGAINING POWER OF THE BUYERS
Buyers want to get the best offerings available by paying the bare minimum. This adds pressure to the profitability of Admiral in the long run. The smaller and more powerful the customer base of Admiral, the higher the bargaining power of the customer and their ability to seek increasing discounts and offers. Admiral can approach the bargaining powers of buyers via:

· Building a large customer base, not only will this help reduce the bargaining power of the buyer, but it will also provide opportunities for Admiral to streamline its sales and production process.
· Constant innovation of new products. Customers tend to seek discounts and offerings on established products. So, the more products Admiral introduces will limit the bargaining power of the buyers.
· New products can also reduce the defection of Admiral’s existing customers to its competitors. 


	BARGAINING POWER OF THE BUYERS
Buyers want to get the best offerings available by paying the bare minimum. This adds pressure to the profitability of Admiral in the long run. The smaller and more powerful the customer base of Admiral, the higher the bargaining power of the customer and their ability to seek increasing discounts and offers. Admiral can approach the bargaining powers of buyers via:

· Building a large customer base, not only will this help reduce the bargaining power of the buyer, but it will also provide opportunities for Admiral to streamline its sales and production process.
· Constant innovation of new products. Customers tend to seek discounts and offerings on established products. So, the more products Admiral introduces will limit the bargaining power of the buyers.
· New products can also reduce the defection of Admiral’s existing customers to its competitors. 


	
RIVALRY AMONGST OTHER COMPETITORS
Admiral operates in a highly competitive insurance industry. The rivalry amongst its existing players can be very intense, which can drive down prices, decreasing the overall profitability of the industry. This type of competition will take its toll on the overall long-term profitability of the organisation. Admiral can approach rivalry amongst via other competitors in the insurance industry by:

· Building a sustainable differentiation
· Collaborating with its competitors, will increase market size, as opposed to just competing for a small market.
· Building a scale so that it can be more competitive. For example, car insurance is now tiered into platinum, gold, silver, and bronze, as one set policy was not suited to every customer. Some customers wanted a basic policy and didn’t want certain products, compared to customers who wanted a fully loaded policy which had far more extensive cover.




[bookmark: _Toc113224854]2.5 Micro- Environment Analysis
The micro environment in an organisation is made up of a number of different factors There are a variety of factors and elements in an organisations immediate environment which can affect things such as performance and decision making. This includes competitors, marketing, shareholders, employees as well as the organisations suppliers. For example, the shareholder’s demand for rising profits influences the organisations success in the long run. Therefore, it is important for the hierarchy managers to maintain relationships with shareholders to run a successful business on a long-term basis. Farooq (2019) explains how micro factors do not affect all the businesses in the industry in the same manner. This is because every business is different in size, capacity, financial resources, and overall strategies.
[bookmark: _Toc113224855]2.6 Macro-Environment Analysis
Admiral is an insurance company offering a variety of different products from car, and van to home and pet insurance to name a few. Awards, return on equity and combined ratios are the main strengths of the company, even as it’s the combined ratio of the international insurance segment remains an area of concern. Strategic partnerships and the growth of non-life insurance segments within the UK can offer growth opportunities. However, there are many competitors within the insurance industry as well as the recent COVID-19 pandemic and never-ending changes to regulations are what can affect Admiral’s overall business performance. The student has completed a SWOT analysis below looking at the different factors in depth.

STRENGTHS
Admiral has received many awards, showing it has an edge over its competitors. These include Diversity leader by the financial times, best personal loan provider, and best car finance provider of the year by Money facts. As well as Welsh contact centre of the year and Europe’s most inclusive companies as ranked by its employees. These awards suggest that Admiral are well respected not just externally but internally also. Admiral’s return on equity ratio has improved year on year especially over the last 3 years, in the financial year of 2021 the return on equity ratio increased from 52% to 56% compared to the previous year, which enhanced the shareholder’s confidence and returns. This also increased profits after tax from continuing operations to 583.3 million compared to the previous year of 502 million. Admiral also managed to maintain its combined ratio below the level of 100% in the financial year 2021, standing at 85.5% again an improvement on the previous year which was 81.2%.  Admiral’s household and motor insurance reported a combined ratio of 72.7% and 93.6% again an improvement on the previous year which stood at 69% and 94.2%. The combined ratios are below 100%, indicating strong operational efficiency to make underwriting profits, in 2021 the underwriting profit stood at 347 million.

WEAKNESSES
Although the combined ratio based in Admiral’s UK base was below 100%, this is unfortunately not the case for the international side of the organisation. With a combined ratio over 100% this is a cause for concern. Reports show that in the financial year 2021 the overall combined ratio was 118.5% an increase from the previous year which was 108.2%. These results suggest that the underwriting segment is at a loss, with reports of a loss of 41 million in 2021 compared to 13.9 million in 2020.

OPPORTUNITIES
Partnerships can enable Admiral to expand its business, enhancing operational efficiency. In 2021 the company’s L’olivier, motor insurance entered a partnership with Swiss Re and BlaBlaCar Coach in the French market. This initiative has built strong propositions for customers increasing its engagement capabilities. The non-life insurance segment in the insurance industry is also growing.  This will help expand Admiral’s insurance business.  According to in-house research, the total written premium of generalised insurance is expected to reach 63.6 billion in 2023. This growth is expected due to the increase in both import and export demand, development of transport infrastructure, increases in vehicle registrations, as well as the growing demand for cyber insurance due to an increase in cyber-attacks during the COVID-19 pandemic.

THREATS
Admiral operates in a highly competitive market, which can affect its market and share price profits. Competing with various insurance providers, based on several different factors such as premiums charged as well as products, services, financial ratings by independent companies, speed of payments made by claims, reputation as well as perceived financial strength along with the experience or inexperience of the insurer. The COVID-19 outbreak affected the financial positions of all insurance providers, although claim rates were reduced during the pandemic, a slowdown in the economy was also a factor. A decline in customer spending and general economic activities could lead to bankruptcies stemming from business failure. Therefore, if large numbers of companies go out of business due to the pandemic, insurance companies could potentially face an avalanche of claims which could affect the organisations profitability. Admiral is regulated by a variety of governmental and regulatory authorities in the countries that it operates. Therefore, changes in government policies, legislation as well as regulatory interpretation can affect Admiral’s product range. Admiral is governed by the PRA and FCA in the UK. Over the last few years, there have been many changes implemented, mainly to do with the COVID-19 outbreak. For example, in July 2020 the FCA published a new policy statement regarding the change in regulatory fees and levy rates for the year 20/21 to mitigate the impact of COVID-19. As well as this the Ministry of Justice increased the Ogden rate for personal injury calculations regarding road traffic accidents. These changes are out of Admiral’s hands but must be adhered to by law. 

[bookmark: _Toc113224856]2.7 Change Curve Model
Sharma (2020) advises that an empathetic approach is key even though change can be exciting, emotional reactions are common. The Kubler-Ross change curve model is an example of this, focusing specifically on managing emotional reaction to change. As you can see in the graph below, the yellow curve shows the overall change curve compared to the orange curve which represents how change agents can leverage the change curve, minimising the negative impact and instead accelerating the change implementation process.
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Sharma (2020) 

Belyh (2020) explains how the change curve is a trusted and reliable tool, which is implemented to understand what individuals are going through regarding major change whether that be in your work or personal life. This model helps managers understand the stages that their employees are at regarding adapting to the change.  However, Aktas (2021) argues that the model doesn’t consider that everyone will have a different response for the change. Suggesting that some employees will adapt quicker than others. This can cause issues regarding the planning of the change which could affect the time management. There are 5 stages of natural emotional response that as humans we can experience when change arises.  These are:

Denial – The initial stage when the individual puts up a defence to deflect the occurrence of change. 

Anger – This follows once the reality of the change has sunken in. The change initiative has the potential to spiral out of control at this stage.

Bargaining – Once the anger stage has passed, the individual will attempt to explore the situation, looking to negotiate and come to a compromise.

Depression – This is when the individual loses hope entirely signs of this may be extreme sadness, regret causing demotivation.

Acceptance – The final stage of the change curve, is when the individuals come to terms with the change. The change has been accepted; further opportunities have been explored, because of the change. It is important that the change is cemented into the organisation to prevent old habits from being reverted to old habits.

[bookmark: _Toc113224857]2.8 Stakeholder Analysis
A stakeholder analysis is a process used to identify people before a project begins, determining their levels of participation, interest, and influence regarding the project (Appendix C). It focuses on the best way to involve and communicate with each of the stakeholder groups throughout the process. Product Plan (2018) believes that conducting a stakeholder analysis is strategically valuable before engaging in any type of complex change. Suggesting that the more stakeholders that are identified and communicated with early on enables not only approval but also support from various stakeholders, which is more than likely going to achieve success.

“The Company attaches considerable importance to communications with shareholders and engages with them regularly. Open and frequent dialogue with investors enables them to fully understand the Group’s strategy, objectives, and governance”
Admiral (n.d)

	KEEP SATISFIED
· Employees
· CEOS
· Customers
	MANAGE CLOSELY
· Employees
· CEO’S
· Investors
· I.t department

	MONITOR
· Competitors 
· Employees
· Environmental factors
· Pandemic
	KEEP INFORMED
· Customers
· Employees
· Team and department managers
· CEO’S




[bookmark: _Toc113224858]3.0 Evaluate how organisational stakeholders can be efficiently led through complex workplace change   

This section of the report the student will focus upon a change within the workplace of Admiral, looking at the ‘ADKAR’ change model (Appendix D). Considering the macro and micro-environment discussed in section one of this report, ensuring stakeholders are also involved and led through the complex workplace change effectively, ensuring all parties are positively on board with the upcoming change. 

[bookmark: _Toc113224859]3.1 The ADKAR change management model
Created by Jeffrey Hiatt, the ADKAR model for change is a bottom-up method, which puts focus and emphasis on the people behind the change. Each letter of this acronym represents a goal that needs to be achieved by the company:

· Awareness – (Of the need to change)
· Desire – (To participate and support the change)
· Knowledge – (On how to change)
· Ability – (To implement required skills and behaviours)
· Reinforcement – (To sustain the change)

Sharma (2019) explains how putting the focus on employees, the ADKAR method can help limit resistance, which can result in the change happening faster, as everyone is on board from the get-go. By approaching your employees in such a way that makes them aware of the reasoning behind the change as opposed to just telling them, this is happening, ensures employees feel like they are all involved and participating in the change together. Safestart (2020) explain that large organisations that understand the importance of change management, are best of with using models such as ADKAR, Mckinsey or Kotter, referring to Kotter as more of a step-by-step implementation model compared to Lewin and ADKAR which has a more general approach which encourages organisations to develop their own way of reaching goals. Organisational change can often fail due to employees not completely understanding the importance of the change. However, as Buehring (2021) explains outlining goals and outcomes of a change, the ADKAR model can enable leaders and help change management teams to focus their activities on driving change as well as achieving positive results. Suggesting that the ADKAR model helps address challenges that may arise equipping organisations with the right strategies and tools. Pearson (2018) argues that change isn’t easy but due to the human element that the ADKAR model implements, can help avoid pitfalls which may arise, or even if you do come across a problem this model can help figure out the best course of action to resolve the issue. 

[bookmark: _Toc113224860]3.2 Awareness
Smith (2019) explains the first step, is to make an awareness regarding the change, making individuals understand. Also implementing the importance of the change and elaborating on the risks of not changing. A clear picture is made, and all employees can have access to this, helping them gain a better understanding of the change.
The change the student will discuss was initiated from a transformational change due to the covid-19 pandemic. Completely unannounced and out of the organisations control, Admiral had to adapt to a new way of working. Two years on since, this has then linked in a development change which has then implemented the complex change for Admiral. Admiral could see the benefits of hybrid working. With the success of home working, Admrial have decided to close its offices in Newport, Swansea and Capital quarter based in Cardiff. These building were rented to Admiral, they are looking to merge the offices into Ty Admiral, the headquarters of the company also based in Cardiff as well as one of their Swansea bases. BBC (2021) explain how the number of staff going into the office on any given day is around 1000 of 7500. The benefits of this change will cut costs on rent as the headquarters is owned by Admiral, as well as the costs on, electric, gas, security. Working out of two offices as opposed to five does mean that homeworking will predominantly be the future for Admiral. 
“More than three-quarters (78%) of those who worked from home in some capacity said that being able to work from home gave them an improved work life balance in February 2022. Half reported it was quicker to complete work (52%) and that they had fewer distractions (53%). Almost half also reported improved well-being (47%).”
Office for National Statistics (2022)
"The Covid-19 pandemic has changed how we work, and we have learned that we can continue to operate effectively while working differently, and remotely.
Huw Llewellyn (2021)
[bookmark: _Toc113224861]3.3 Desire
Prosci (2019) states how this stage of the model can be the most difficult to achieve. Explaining how desire can be difficult to achieve as it depends on the individual that is on the receiving end of change regarding how they perceive the change. 
"Our business continues to grow but our people are embracing a more flexible, hybrid approach and are telling us it's how they want to work moving forward, as they've seen a positive impact on their wellbeing and work-life balance."
Huw Llewellyn (2021)
Admiral ensured this was positively communicated with all employees. As the announcement of building closing, initially can suggest that the company is struggling financially. This wasn’t the case; it was just not financially viable to keep offices open when they weren’t really needed. A survey compiled in section 2.4 of this report also helped the decision to move forward with permanent hybrid working. With any change their will always be uncertainty and some concern, however with this change because the business had to adapt to home working so quickly there wasn’t any time to worry or panic, the company had to just get employees set up for homeworking as quick as possible. So, when permanent hybrid working was announced, this wasn’t much of a surprise to its employees. Some staff members weren’t happy about working back in the office environment, this was gauged by internal feedback. So, the organisation implements a one day a week team day however if there is availability and staff prefer to, they can work in the office on numerous days. This lets the employees be in control of their working environment, making it as flexible as possible.
[bookmark: _Toc113224862]3.4 Knowledge
This stage looks at how knowledge is shared within the organisation to provide evidence as to why this change is viable. Establishing the pros and cons as well as looking at the potential barriers that need to be addressed. Von Matern (2020) explains how no matter what knowledge employees need it is important to share reflections and feelings of others, as this is how individuals can digest the reasoning for the change looking at it from different perspectives of others within the organisation. 

A survey (Appendix E) was compiled for team managers to send to their teams, the results of the survey were pretty much all in agreement with the change. Based upon 7 questions all with multiple choice answers, there was a 100% completion rate based on 18 responses from the student’s team.

61.11% of the team were very satisfied with their working from home arrangement and were happy to maintain this for the foreseeable future. However, 61.11% also confirmed they felt very comfortable returning to the office environment. Suggesting moving forward to a permanent hybrid working environment is a positive step for the business to make. When asked the reasoning for the employee’s answer to the factors as to why they felt the way they did returning to the office 66.67% selected the social aspect, as 27.78% selected suffering from social isolation working from home. When asked about the work/life balance of the individual’s 55.5% were somewhat satisfied, there were no negative responses to this question. Suggesting that the employees can gain a better balance of their work/life balance. Work-life balance is an important aspect which contributes to ensuring your organisation has a healthy – working environment. Kohll (2018) believes that maintaining a work-life balance can help reduce stress preventing burnout in the workplace. 
[bookmark: _Toc113224863]3.5 Ability
The ability stage in the ADKAR model is how the individual’s change process occurs. Defined by demonstrating the changes in such a way that the overall expected performance results are achieved. Periyasamy (2022) explains how the ability stage, is when the employees demonstrate the new process, showing practical implementation, the organisation can focus on what is working well and not so well. As you can see below, Admiral have put together some visual data focusing on its employees, customers, the society, and overall business during the hybrid change being implemented. Suggesting that the change moving to permanent hybrid working has so far been a success. The customer experience has not been impacted and the staff are very much satisfied. The funds that have been saved from not renting the other offices have also helped the society as well as improve on the success of the business aspect also.
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Admiral Group (2021)

[bookmark: _Toc113224864]3.6 Reinforcement
The fifth and final stage of the ADKAR model focuses on the ongoing process of the change. It is important for reinforcement to be on going after the change is made to ensure sustainability, delivering the expected outcomes for the long-term. As Sridharan (2021) explains the importance of sustaining the change as organisation’s do not want their employees to lack motivation. There are several ways to ensure that momentum is kept:

Feedback: Admiral sends out surveys regularly regarding its employee’s current health and wellbeing state. They also look to always see what they could do better what they do not so well and what they do well (Start, stop, continue). This keeps their employees engaged and always involved.

Rewards & Recognition: Admiral gives each department a set budget which is split between teams. When the staff are in the office this can be contributed towards team lunch, breakfast. Or if at home the staff can have a set amount which they can use to purchase food for their online team meeting which can be claimed back via expenses. This helps maintain the admiral culture regardless of working from home or in the office.

Ongoing Support: Admiral provides each employee with a £30 extra payment to help towards the cost of gas and electricity whilst working from home. All staff members also get a budget to access working from home equipment which the company pay for, to ensure they are not struggling with their home setup. Regarding the office working days, Admiral provides free on-site parking however this is only limited to several spaces, so they have also rented 100 spaces from a nearby car park which again is free of charge. This helps with the transporting of equipment such as laptops being brought back and forth the home to office environment. An app has already been made for employees, to book the parking as well as your office space on the day you are in the office making it easy enough to come in on your designated day with ease, knowing you will not have to worry about finding a workstation.

[bookmark: _Toc113224865]4.0 Conclusion
This report concludes that even in larger organisations like Admiral, the success of change is determined by your individual employees as Prosci Change Management (2019) states complex changes in the workplace are only successful if everyone involved is in favour of the change. Suggesting that organisational change is a culmination of the employees moving with the company from their current state into its future state. Change is both inevitable and necessary for relevance and organisational growth. Change can however be challenging because of the uncomfortably and uncertainty aspects. For change to be successful it is important to use a structured, intentional, evidence-based process which meets objectives which can help minimise any barriers to success. 
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