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[bookmark: _Hlk500368880]Executive Summary:
Tesco has a global reputation of quality service and products. In this report the author will investigate the changes has been implemented during the pandemic were positive or negative. This report will measure the impact of decisions were made for significant changes. The staffs and customers behaviours will analyse to identify the affects of change. The managements performance was judged in workplace culture. The customers safety and employee’s well-being were studied during the report were made. The uncertain time and government rules were justified in Tesco’s workplace to measure the safety.
The theories and models were applied in Tesco workplace culture to analyse the effects of changes. The achievement was identified in the reports as Tesco is paying record dividend to the investors. A conclusion was made in the basis of Tesco’s store culture and customers demand.  The business segments were compared and identified the weakness in recommendation. 
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1.0 Terms of Reference:
The lecturer of Leading and Implementing Workplace Change for The Workplace, Maria Heffernan requested a report from the student number-1705165 to be submitted in Turnitin on 19/06/2020. The report will cover a critical review of a programme of ‘change’ implemented within an organisation.









2.0 Procedure:
A good number of lectures, textbooks, journals, theories, and website were read and followed to compile this report.















Report Findings:
Task-1
Tesco is one of the largest retailers in the UK. The company currently operating business in 12 countries around the World. The shop was funded in 1919 by Jack Cohen in a market stall. The business motto of Jack Cohen was “pile it high and sell it cheap”. It is a British multinational retailer, headquartered in Cheshunt, United Kingdom. (Success Story, 2019) In 1934, Mr. Cohen bought a plot of land in North London to build a warehouse. The greater savings began with stock control and became first modern food warehouse in the country. Since then, within few years Jack Cohen start buying stores and expending the business. Jack Cohen had extended his business across London and neighbouring counties in 1937. The success stories started there, and Jack Cohen never looked back again.
A hundred-year-old business started from a market stall to world biggest retailer are now proudly employed 500,000 peoples. Serving millions of happy customers with its most popular campaign “every little help”. The company has many changes in business strategies to secure its market position. Tesco has significant number of changes in strategies were followed by its rivals. Tesco has introduced the biggest change in UK shopping habit in 1946. Jack Cohen travelled in North America for research visit and implement “self-service” in his newly opened stores in St. Alban and Hertfordshire. This was the big change for UK shoppers which helped Tesco enter the Stock Market with opening share price p25 (TESCO PLC, 2020) in 1947 just after the II World War.
Change is a common process in business which only can help the businesses to achieve the goal. Tesco has gained its success by changing the business policy to the customers demand. In 90’s, Tesco start facing strong market share with other superstores like, Asda, Sainsbury, Safeway (currently Morrisons) and Waitrose. The management now looking for make their own customer who will only shop at Tesco. The plan of change was not for just gaining the customers loyalty but also to collect their information. Tesco introduced customer loyalty scheme “Clubcard” in 1996 was the game changer in retail market. Personal “Clubcard” and free shopping voucher inspired the customers to consider personal information and become loyal to Tesco. Today, this successful retail chain has around 6784 stores spread across the world. (Success Story, 2019).
Tesco has an extraordinary success story of changes of management, working culture, performance, and customer behaviour. The UK based company with almost 100 years of experience in the retailer business, discovered a deficit in its profits of £250 million for that year 2014. (Farrell, 2014). Same year the company appointed new CEO Mr. Dave Lewis, who had not experience in retail business but worked with Unilever for 27 years. It was a big challenging change in Tesco to recover its market share and revenue. However, the company has managed to recovery of its market and revenue. Recently, the World if facing an uncertain time during the Covid-19 pandemic and it has affects and changed almost everything. Tesco has changed its process for safety reason of customers heaths and employee’s well-being. To prevent the spreading of Virus, social distancing and 2 meters apart has impact on Tesco’s normal business. The management is working harder than before to maintain quality of service and customer satisfactions. The company is ensuring the well-being of staffs along with customer-health.

Task 4
Lewin’s change model:
Lewin’s change model is ideal to identify and analysis the changes in Tesco. One of the cornerstone models for understanding organisational change was developed by Kurt Lewin back in the 1940s, and still holds true today. (Mind Tools, 2020). Lewin’s change model has three steps to implement any changes are unfreeze-change-refreeze.
Unfreeze:
Since the beginning of 2020, the World is facing a horrible time of the century. Every lives and businesses are suffering because of the pandemic and Tesco is one of them. Tesco has realised the consequence of pandemic and decided some significant changes in operations. In the retail shops, management has noticed popular items were disappeared from the shelves and customers demand was higher them anytime. The panic buy was out of control as customers were taking large number of same items which caused a huge presser on supply chain. The customer service has been affected while the revenue is rising constantly. The management realised; customers and staff’s anxiety were safety and well-being. The confirmed cases of Covid-19 and death numbers are rising rapidly which affecting the confident levels of staffs. The company has focused on shopping and working culture in the shops. According to Government guidance, distancing measure of customers is in risk while the staffs are also working same time. Tesco has called the emergency team to reduce the customer presence for safety and well-being of employees. The managers were informed about the panic buys and safety measure, what’s needs to be considered for national crisis. The company is planning to cut the numbers of customers in shops and focus on online orders and delivery service. The company understand the cost of the change will affects on profits, but for responsible delivery services extra recruitments are essential. Those changes were important where Tesco must unfreeze its shopping and working culture.
Change:
The major changes were in customer service, online orders, and delivery. Tesco has employed extra staffs to maintain limited entry, social distancing and fulfil the delivery service. The anxiety of safe shopping was main priority and customer response was impressive. A better customer service and public safety Tesco has changed the business hours. According to Tesco PLC, to ensure our stores are clean, that we can replenish stock, and allow our colleagues to rest, we have changed our trading hours with all stores closing at 10pm. (Tesco PLC, 2020).  To maintain the distancing, Tesco introduced a directional floor markings and new signage, to create a safe flow around the store. Tesco had implemented new rules in buying limit on each item when others cannot get minimum quantity. The change of the “limit buy” was necessary to gain the satisfactions of customers and suppliers. 
The management has changed the business strategy for online orders and delivery services. A huge increase in Tesco delivery service, more than 200 new vans and hired another 2,500 drivers and 5,000 store pickers to help handle increased demand following lockdown. (Andrews, 2020). Since April 2020, Tesco has planned to increase weekly delivery slots up to 100,000. Tesco chief executive Dave Lewis said: “We’re doing everything we can to increase the number of slots available and to support vulnerable people in lockdown. (Andrews, 2020). 
The staffs were concerned about virus infection but still must continue the job because of contract. Findings indicate a negative relationship between high-involvement work practices and productivity in workplaces with higher layoff rates. (Iverson, 2006) Tesco has employed extra staffs for the pandemic to reduce the workload of its employees. Lave Lewis knew the change will cost a lot but also it will increase the profits, as Tesco is giving £950 Million dividend to the investors in first quarter.
Refreeze:
The recent changes of Tesco were because of Covid-19 pandemic, it is a World crisis. During the lockdown people were concerned about getting infected, so the delivery service is popular. Tesco is refreezing the service by offer extra clubcard points, competitive price, and quick service within certain distance.
The reason of refreezing the shopper’s safety and staff’s well-being because of no medication is not approved yet to get normal behaviour. By refreezing social distancing and floor directions Tesco can minimise the risk of losing reputation and customer loyalty. Regular cleaning, wearing gloves and safety glass panel in tills must be remain for safety of staffs.
Kubler-Ross Change Curve in Business:
In 1969, Kubler-Ross described five stages of grief in her book “On Death and Dying”. These stages represent the normal range of feelings people experience when dealing with change in the workplace. (Connelly, 2018) These five stages are clearly appearing in Tesco’s working culture. The management of Tesco has managed to analyse all stages and make significant change in workplace.
The 5 stages of change curve are found in Tesco as follows:
Denial
Beginning of the pandemic, this stage was a biggest challenge for Tesco to faced. The Government guidance and concern of infection by Virus, most of the employees were not confident to work. Employees over 70’s were told by the Government to be in isolation as they are vulnerable as well as who are pregnant. Many denial to take time off because of concern about pay cuts. Employees over 70’s were concerned for well-being in lockdown. Rest of the staffs were afraid of workload if the company reduce or sent peoples in home for lower the risk of illness. Online order processing staffs were struggling to meet the target. “Click n collect” and delivery service was a chaotic as its pilling in every hour. The overtime shifts were refused by the delivery drivers as it was too hard to complete.

Anger
The changes were creating anger of reducing staffs while others must work extra hours. During the Covid-19, safety and risk measure was ignored by the customers, and resulting a risk of illness. Tesco had faced heavy load on online orders and delivery were staffs were unable to fulfil the demand. Many staffs were taking time off during the lockdown due to well-being. The suppliers were in presser due to the demand of panic buys which also affects or delay delivery services.
Bargaining
When the employees were in anger stage Tesco start bargaining the changes with employee. Flexible hour was most compromising in this stage and most vulnerable staffs were demanding full pay during time off. The management had a plan to change the delivery service with a specific slot to reduce the workload on drivers. The company introduce new role on multibuys to help suppliers continue supports. A customer behave instruction and floor direction has been implemented to reduce the risk of safety.
Depression:
Depression is common in most of the workplace, during the pandemic and Covid-19, depression in higher than ever. Risk of getting infected, change of workplace culture and sad news of family members are affecting the confident level of staffs. This is an uncertain time of life when people need to lockdown for safety reason but staffs in Tesco are working even harder than before to compete the demand. People around the World are in risk of illness, death roll is raising every minute, illness of team member or family and friends can cause depression what will affects performance. The well-being and mental health must be tolerant as it is matter of life and staff need to concentrate in the work. Tesco should not introduce any changes that can cause any tress for the staffs and customers. 
Acceptance:
Tesco is the largest retailer in the World, and it would not take any risk of public trust. Its customer knows the staffs are in Tesco is always safe and happy to serve. During the pandemic, Tesco has an excellent performance to holds its goodwill. The management and expert team understand the changes and development were needed in workplace. To reduce the presser on existing staffs Tesco has hired 4500 new staffs which includes 2000 drivers for delivery. Tesco has accepted employees demand and allow flexible hours also working from home. The staffs, who were not happy to stay at home has been motivated by full pay during lockdown. The change of shopping habit “limited item” was an incredible support for suppliers. All those changes and acceptance were made for Tesco’s own benefits and the team knows it will bring them more revenue which will reflect in the profits.
Analysis of change:
At the beginning of outbreak, management has decided to change the way of process and introduce a new customers behaviour rule. By doing this, Tesco has managed to protect its reputation, customer service along with health and safety. Change management lower chances for the project failure and increase the communication between teams. The Online portal business info coted, change management creates a fantastic opportunity for the development of best practice in business. (N I Business info, 2020). Tesco has proven its capability during the pandemic of Covid-19 by taking the opportunities of changing process and customer service.
In “The Nest” website, Nicole Vulcan described his thinking as, business owners often make changes in processes, equipment or even staff for one reason - the change will make the business more productive. (Vulcan, 1997-2018). The government guidance and safety reason, Tesco said operating costs are expected to be between £650 million and £925 million higher because of the pandemic. (Roberts, 2020) However, continued investments in these work practices throughout layoff periods maintain workforce productivity. (Iverson, 2006). Tesco’s group operating profits gone up by 13.5% but to maintain the quality of service the company has recruited 45,000 more staff members in the past two weeks in a bid to cope with soaring demand. (Roberts, 2020).










Task 5
Tesco is the biggest retailer of the World with 4331 stores in 12 countries. The company has a good business strategy of change in process and workplace. The recent Covid-19 pandemic and its consequence is significant to introduce any changes are essential.  The change agents of Tesco were the current crisis and operating roles of Government. Tesco had understood the importance of changes were needed to ensure the customer safety and staffs well-being. Tesco’s workplace culture was impacted by the new guidance as well as staff’s confident level. Tesco has released new rules of stores to minimize the spreading of illness. The stores operating hours are reduced and allow one customer at a time. Stores are not allowing more than two peoples in a group and must wait in que until its safe to enter in the store. A two-meter apart distance measure and floor direction are implemented throughout the stores. By the change, Tesco is suffering to fulfil customers demand but it is helping the suppliers to continue their supply.
The change of workplace culture is stressful, but the management do not want to get complains of safety measure. The management has installed glass separation panel between customer and staff. Two different peoples are not allowed in check-out point and a safety mark applied to keep safe distance. 

Conclusion:
The coronavirus pandemic and its impact in businesses are raising a national economic crisis. A warning of economic damage was reported by the Government authority. This report was investigated in the period of current pandemic on Tesco Superstore. The company has managed to implement the changes along with safety guidance. The management team of Tesco is smart enough to divert the presser of stores to delivery service. Online order and delivery service help the team to control the stock and supply chain. Delivery services are now increased to 100,000 slots a week which is positive result of change. The company has changed its workplace culture in right way to take the advantage of lockdown. They followed the rules of authority to ensure the control of products crisis in the shelfs and smooth supply chain. The decisions were effective for customer and staff’s well-being. Tesco has managed to achieve its targets and holds the position in market share. 


Recommendations:
After the investigation and research about Tesco’s current culture, the author would like to express own recommendation for some changes. Tesco is hitting the highest level of online orders and deliveries which is an incredible achievement. Tesco cannot take the delivery service as their main business segment. The current situation will change, and customers behave too. If Tesco continue offers an impressive saving on delivery to transform the customers into it the future store culture will be in danger. Doing shopping in the store is a fun for customers also, lower the chance of comparing the price. Doing online shop is allowing customers to compare the price and low price in different place can risk the customer losing. Research proved that Tesco team is working hard to complete the online orders, if this change refreeze in customers habit it could be danger for its stores. If the company lose the customers in stores, the income of stores will be lower than expenses.  The maintaining cost, utilities, salary, rent and rates will become a deficit of revenue.
The change of staffs and customers behaviors will be ideal to remain after the crisis period will over. The workplace culture will safe and clean to ensure the standard of service. The social distancing measure may not need in shortly but keeping the minimum distance could be ideal for the company’s future reputation.
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