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Executive Summary 

This paper aims to learn about different change management theories and how they apply to Ola's company culture. Corporate culture and change management have a long history of working together because cultural change is the most challenging change management aspect. Ola had a problem with its corporate culture, which negatively influenced its staff, customers, and brand value. This is due to many incidents of lack of learning facilities, harassment, and discrimination in the workplace. As a result, Kurt Lewin devised a strategy to address this issue. A change model can be employed. This concept aids in persuading managers to recognize the need for change and to implement change management in a methodical way. 
Ola unveiled a corporate education program prototype to address the firm's far-reaching and fundamental cultural issues – an unusual move for a company in crisis. This is a reactive strategy used in tuning point scenarios to avoid business failure. There was no other option for saving Ola cabs except to pivot and focus public attention on good improvements, learning, and growth. Ola Cabs was ripe for immediate action, as opposed to planned change, which occurs when a corporation recognizes that its current tactics are still generating but, on the decline, and can gradually execute new game plans, Ola Cabs was ripe for instant action.
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[bookmark: _Toc81514329]Introduction 

Due to the evident broad range of services available in metropolitan regions, such as improved career prospects, better educational infrastructure, and quick access to everything, a large portion of the population now prefers to live in urban areas in India. Residents are moving from rural to semi-urban and urban areas at an increasing rate. According to the United Nations Population Fund (UNFPA), the world's urban population will reach roughly 5 billion people by 2030, with Asia and Africa bearing the brunt of this growth. Nonetheless, these modes' lengthier journey time and lack of flexibility have lowered demand, and consumers prefer cabs that provide the needed flexibility, comfort, and privacy (Amirul and Hands, 2016). 

Consumer behavior has historically been shaped by what businesses know about them in order to maximize profits. However, because they sit between customers and service providers, sharing economy companies have a unique ability to monitor and nudge all players, including those whose livelihoods may be dependent on the platform. The sharing economy, often known as the "collaborative," "platform," or "gig" economy, refers to a combination of strategies and practices that allow strangers to transact safely on a digital platform (Belk, 2014). 

The sharing economy has gotten much press, both in the media and in academia. As current arguments demonstrate, it has put in motion economic and socially relevant dynamics, affecting existing markets. For instance, the ride-sharing industry, driven by Uber, has transformed the taxi industry. The sharing economy may also lead to new markets, such as Airbnb's home-sharing sector (Belk, 2014). Many people believe that understanding the dynamics of the sharing economy, particularly the culturally rooted pluralism of their forms and practices that reflect their embeddedness in various cultural contexts, is critical for understanding market change, market emergence, and intended and unintended consequences.

Ola is a well-known taxi service in India that provides transportation for people all around the world. Initially, it was operated as a traditional taxi company, but Ola has changed its business model to an aggregator business model such as Uber with a sharing economic trend. Customers believe Ola is simply a cab service; however, there is much more to the company. The corporation functions similarly to any other business, with its fashion, values, operations, and other key divisions. Moreover, it takes a professional approach when it comes to the safety of its employees and consumers (Wouter Aghina, Karin Ahlback, 2019).  The paper explores the importance of culture in a company and how it affects Ola's culture after adopting sharing economy business model. It also looks at the role of change management in the organization and how it might help Ola tackle its culture problem.

1.1. [bookmark: _Toc81514330] Change management 

Change is a process by which an organization strives to enhance the efficiency of the business by recognizing and resolving challenges to move forward in the future. Employees of the company should genuinely embrace the change because they are an active part of the company(Julia Balogun and Mark Jenkins, 2003). Therefore, driving about change in the workplace, on the other hand, is a tough challenge that necessitates much effort and thought (Michael Blending, 2019). Change management is the process of anticipating, planning for, and executing change. Individual change management, organizational change management, and enterprise change management are just a few processes that every organization goes through (Moon et al., 2019).
Furthermore, numerous experts have proposed diverse views on the process of managing change in the company. Ola has had an emergent change that had a potential transformation to the whole organization by bringing about real change and powerful cultural shifts, such as new understanding and cooperation, and improving the company (Bamford and Forrester, 2003). Management must bring actual change to the organization, which can only be accomplished by altering the current organizational culture (Wikström, 2004)

1.2. Creating a Sense of Urgency
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(Figure 1) Restraining and Driving forces for Ola's in India.


The Force Field theory of Lewin (1951) can assist in comprehending Ola's need for change management. According to the theory, organizational change unfolds when the driving factors outnumber the restraining forces, causing the quasi-stationary equilibrium to unfreeze (Burnes, 2004). Ola's sole option for dealing with the challenge of corporate culture is to plan for change management. Moreover, its sole option for dealing with its eroding brand trust due to poor work culture is implementing change management. Subsequently, they can take a variety of actions to effect change. As a result, the only way to deal with corporate culture is through change management (Fullan, n.d.). The status quo for Ola is rapid growth. Ola, a ride-hailing service, has ignored chiefly complaints about passenger safety and worker rights.
Moreover, the new regulation made many Ola rentals unlawful and acted as a catalyst for reform, but it was inadequate to tilt the balance (figure 1). As a result of its poor image, other taxi firms have found it easier to shut it down in numerous cities, such as the London United Kingdom. Multiple stakeholders who have been impacted by Ola Cabs have expressed concerns about punctuality and passage and the safety and security of tourists who use Ola Cabs.
 
[bookmark: _Toc81514331]Culture's Impact on Change Management

Culture is regarded as one of the essential aspects of change management because it plays such a crucial role. Creating change in an organization is among the most challenging aspects of the business; however, managing cultural change is even more difficult. This is because altering an organization's procedures and regulations is a simple undertaking compared to changing a person's behavior and beliefs (John Coleman, 2013). As a result, culture is the most challenging component to adopt and manage change because changing an organization's values is not straightforward. An organization's employees must be influenced first in order to manage cultural change appropriately. This is because it is impossible to regulate people's adoption of change unless they feel the change. According to the results of a poll done by Strategyand (2013), there is a solid and unbelievable association between change management and culture. It also demonstrated the importance of embracing a culture-oriented shift in order to be successful in the transformation. The circumstance in the real world, on the other hand, is quite different from the outcome (Bryan Walker and Sarah Soule, 2017). This is because, compared to other elements, management appears to pay less attention to organizational culture. Only 53% believe that culture plays an essential role in the corporate agenda (Julia Balogun and Mark Jenkins, 2003). As a result, numerous critical perspectives on the relationship between culture and change management have been developed. (Cameron & Green, 2015) also suggest that individuals who try to fit into their organization's culture and run their business processes accordingly are more successful than those who try to change it (Esther Cameron and Mike Green, 2015, p. 34). 

[bookmark: _Toc81514332]Ola's Corporate Culture Complications

Ola's performance, like that of any other organization, is shaped by its corporate culture. Ola has a reputation for having a high-octane, high-risk business culture. As a result of this culture, the company has become one of India’s most significant success stories. However, such a work culture has resulted in a slew of problems within the organization after adopting sharing economic business model (Rina Kashyap, Anjali Bhatia, 2014). This is because the unregulated work atmosphere always resulted in clashes and an uncompromising attitude among the employees. Customers were also subjected to several undesirable issues. Cultural flaws have severely harmed its reputation because the organization is completely reliant on its customers' confidence. An organization's most important component is its brand reputation. Developing a good brand reputation allows a company to acquire a competitive advantage over its competitors. Customers will always be dissatisfied and underperformed when a company's primary focus is on financial success and revenue. Ola was in a similar situation since its primary goal was to make money, and it failed to recognize the value of culture in the workplace (Rina Kashyap, Anjali Bhatia, 2014). 

[bookmark: _Toc81514333]Planning the Process of Change

According to Kotter (1995), A successful organizational transformation begins when a leader, preferably the Chief operating officer, recognizes the need for fundamental change and can express it. To begin with, Ola's senior executives did not function as a team and only had one-on-one interactions with the CEO. Furthermore, Ola, a ride-sharing operator, has ignored chiefly passenger safety and employee rights complaints. As a result of its poor image, other taxi firms in several cities have found it simpler to restrict it (Newlands et al., 2017).  If Ola Cabs had continued to ignore passenger complaints and safety and security concerns, the Indian government could conceivably compel the company's shutdown, similar to what happened in London. 
There are some changes in the workplace, which are referred to as organizational change. People, structure, and technology can all be focal points of organizational change.

People - Changes various characteristics of organization members' work attitudes and behavior to boost job performance. Managers may strive to implement this change when human resources are identified as the primary cause of organizational inefficiency (Lindsay Nelson, 2003). Employee training and stress management programs that improve employee welfare are two examples of people change (Allen et al., 2007). Moreover, communication is critical in persuading employees to make desired changes and to develop employee talent. As a result, a firm must continually improve its personnel abilities to satisfy changing market demands. This is accomplished through a learning, training, competence building, and work process improvement program(Julia Balogun and Mark Jenkins, 2003). 

Ola is well-known for its success in connecting taxi services with its customers. The corporation is now attempting to update and change the skills of its employees by gathering up talent to provide the best service to their customers. With negative client experiences and a tarnished reputation, Ola also opted to trial a corporate education program, a remarkable move for a company in crisis due to the company's large-scale and core culture challenges. (Sinha, 2020). Consequently, many employees have registered for leadership and strategy programs.
Consequently, managers failed to give continuous feedback, coaching, training, and on-the-job growth to their staff throughout the year. Moreover, employee development plans have not been jointly developed by employees and managers at Ola (Sinha, 2020). This strategy adapts to internal and external changes throughout time.

[bookmark: _Toc81514334]  Structural factors

Policies and procedures are examples of structural factors. Any changes to authority connections, a chain of command, coordination mechanisms, degree of centralization or decentralization, job design, spans of control, task specialization, departmentalization, formalization, standardization, or team formation are all part of this process (Yıldızel, 2017). Moreover, it may necessitate significant adjustments to the actual structural design. Changes in the organizational structure are frequently caused by changing conditions or changing organizational strategies. Ola forced many top executives to quit a brave step toward change, but it will not be enough. To restore Ola's reputation and status in the Indian community, the firm will need to invest in and training for projects that will promote the company's new principles approved behaviors, and expectations.

2. [bookmark: _Toc81514335]Mendelow’s power/interest matrix of Ola Cab Operations 
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(Figure 2) - Stakeholder grid	 Source-  (Raj Patel, 2016).

Members of an organization should join a group to drive change, according to Kotter (1995). The main concern is who should be included in the partnership. A stakeholder grid is a tool for examining the people who are affected by and influence change on the power axil and the declaration of their support on the other axel (figure 2). Members of the high-power and high-support category can be identified as possible coalition members. According to Kotter (1995), coalition members must be influential in terms of contacts, reputations, and competence, among other things.

Quadrant C
This level may be the most divisive of the four. Managers are hesitant to categorize any stakeholder as having minimal power and interest (Yaman Bdaiwi, 2017). This effectively eliminates the requirement for an organization to implement an engagement or participation strategy for these stakeholders. In Ola Cabs, stakeholders such as drivers, passages might all be considered minimum effort throughout the company's operations. Because interest and power are distributed across a network of organizations, high scores in each category are minimized and limited to a business obligation for both stakeholders.

Quadrant D
Stakeholders with high levels of interest but low levels of influence fall under this category. Stakeholders who meet that criterion will require interaction strategy to keep them up to date with Ola operations and challenges. Insurance businesses, revenue and customer management corporations, travel trade unions, and other stakeholder organizations fall under this category. While local transportation committees may have minimal influence and so lack power over Ola's management, more excellent community group action may result in a more significant level of local inhabitant power, mainly if it results in the poor press for the brand's reputation and stability (Roman Pichler et al., 2015).

Quadrant A
On quadrant A, stakeholders with much power but little interest in the Ola organization can be found. Stakeholders who fall under this group will require an engagement strategy to keep them up to date on the organization's progress, concerns, and activities. Due to the high level of power, there is a distinction between these stakeholders and those categorized as keep informed; as a result, Ola cabs must consider the interests of these stakeholders in appeasing them. Potential stakeholders in this category supply essential services to the Ola organization, such as taxi agencies, private hire organizations, and traffic regulators.

Quadrant B
Key stakeholders have a high level of interest and power in the Ola organizations and, as a result, demand that they follow a growth strategy. The courts, police, and municipal governments could be considered significant players because they represent a powerful and interested stakeholder group that influences the organization's long-term viability. This has allowed the police, courts, and government to restructure the organization's legal framework to maintain a high level of control while reducing the risk to passengers' safety and security.




2.1. [bookmark: _Toc81514336]Ola's difficulties were encountered during the change process.

There are various obstacles that the organization has when it comes to change management. One of the issues is a limitation of training resources (Watts, 2018). Organizational training budgets are dwindling, and employees had little chance to attend formal training sessions. A learning organization can use alternative ways to integrate learning into the workplace (Trpkova - Nestorovska et al., 2012). 

Employees that are hesitant to work in a company come next. Even if some Ola employees believe that the learning process would negatively impact their lives, most of them are hesitant and unwilling to participate in the learning and implementation of the reforms. Unless the learning process is integrated throughout all departments and levels within Ola, most employees are likely to believe that it is solely for the senior staff (kotakp, 2018).

One of the issues that Ola Company faces is the resistance to change. This is most common in workplaces where people have been at their employment for a long time and are set in their ways (Sampson Quain, 2019). If they have older career staff working for them who believe they know very well how to do their job and won't have some youngsters advising them how to do it better, Indian pioneer companies like Ola Cabs have a hard time with organizational learning (Raj Patel, 2016). 

The company's next difficulty is a lack of dedication. Only when senior management and executives are engaged and deeply involved can an Ola build a learning culture. There are frequently issues and circumstances that everyone is aware of in a work setting, but no one wants to mention (Ashok Panigrahi, 2018). This could be because it is a delicate subject that could offend or be due to something distressing to the group, causing a natural inclination to look away. These topics, no matter how uncomfortable, must be spoken freely but discreetly. If there are difficulties that are disregarded, learning dynamics will eventually fail. Everyone has an underlying agreement that specific topics should not be tackled and resolved. For example, one of the employee's poor attitudes is lowering the organization's morale, but no one will speak out about it for fear of retaliation.
Ola's organization also faces difficulties due to a lack of direct leadership. Organizational learning will not be accomplished by leadership that is excessively passive. While a passive, mellow approach can help with leadership in today's culture, leaders must be present and participate in all aspects of learning to excite others and give them the resolve and confidence to keep going (Trpkova - Nestorovska et al., 2012). Poor leadership, for example, at Ola will result in learning failure due to a lack of proper communication among managers in the implementation of organizational change.

Some processes can become time-consuming and slow Ola's service delivery if it begins organizational development. Surveying employees on the effectiveness of internal processes, waiting for customer feedback on a marketing program before moving forward with changes, and assessing the efficiency of the company's growth are all excellent ideas. However, they can also stifle the company's ability to make changes and respond to pressing issues (Jalloh, 2021).

The lack of a learning culture can be a roadblock to learning, whether within Ola's management or among its staff. If the organization wants to meet its objectives, it must foster a learning culture that is willing to share its knowledge. This enriches and empowers more employees within the organization. A learning organization should also abandon hierarchical structures in favor of horizontal systems that promote employee interaction (Trpkova - Nestorovska et al., 2012).

The scale of an organization can sometimes impede learning. When the number of people employed at Ola grows, the chances of good knowledge exchange decrease. This is due to the organization's complexity and the weak interrelationships of its personnel, which leads to a loss of trust and a stumbling block in the implementation process.(Ashok Panigrahi, 2018). 

People in an organization might also be a source of difficulty for them. Organizational learning barriers can be intentional or unintentional. Employees who wish to learn may be denied access to resources that can aid in the learning process by institutions inside the corporation (Lindsay Nelson, 2003).



2.2. [bookmark: _Toc81514337]Recommendations for resolving the challenges.

Industry and environmental changes are two aspects that directly impact a company's success (Sampson Quain, 2019).  Ola is likewise concerned about this and attempts to adapt to the situation as quickly as possible. Competition and substitutability are essential elements in gaining and maintaining a competitive edge. The significant problems that Ola's leadership is currently facing necessitate creative solutions to better handle consumer complaints and integration to ensure the safety and security of the passages. Ola has maintained its profitability. Ola not only has a solid financial base, but they have also failed to deliver exceptional customer service and a leadership position among its internal staff (Sinha, 2020). 

High-performing Indian companies, such as Ola, are sensitive to global rates of change, emerging trends, and economies (Watts, 2020). Moreover, Ola is aware of the changes and takes action to get a competitive advantage. Ola is quick to make decisions and put them into action when it comes to goal-directed change that is in line with its aims and objectives. Ola's strategy is to provide exceptional customer service to ensure existence, sustainability, income growth, and profitability. There are some suggestions for overcoming the issues that the Ola organization is facing.

Ola is under pressure to provide the most satisfactory possible service to its customers. Ola's rise to the top of the taxi business is the consequence of a relentless focus on providing the best possible client experience. It must strongly emphasize determining what factors influenced client satisfaction, whether it was phone response times, service quality, valuable features, or the simplicity with which the service was used (Liang et al., 2009). Engaging the entire systematic approach of comprehending consumer expectations, from top executives to cab drivers, has emphasized management, training, and staff education. It is not apparent that Ola's management is always focused on the consumer; consequently, Ola should focus on each time customers spend with Ola to be a worthwhile taxi service experience.

Apart from that, Ola should continue to innovate in the service market. The best method to generate an opportunity for fresh understanding and learning is to approach an issue, a reaction, or an opportunity from a different perspective. Moreover, how can people be taught to be more resourceful? Request that they address a problem from a holistic perspective. 

This element of Ola, which is exceptionally similar to Uber, is a fantastic example for other companies to learn from. Uber Way used to operate well, but many did not want to change when a new CEO came in (Rina Kashyap, Anjali Bhatia, 2014). 

Although technology plays an important role, some problems require human intervention to solve, and we can rely on technology to provide the best solution to these problems. We can also use technology to assist Ola in solving the problem, which is to reduce the cost and price. Ola performed an excellent job of addressing this issue by providing tablets to drivers and maintaining advanced apps.

The Ola organization should be confronted with challenges posed by the business strategy and customer feedback. They must understand what their customers want them to do and whether there is a better way to meet those requirements. Finally, the Ola organization tries to develop an entirely new strategy that goes beyond the original goals. Ola should conduct a web survey to learn more about how actual people talk about Ola and its competitors, as well as their likes and dislikes. It is a fantastic learning opportunity. Ola should listen to customers and employees, and Ola aims to have a holistic view of each challenge they face.

As a result, this form of feedback is always incredibly successful since Ola considers the problem as its whole and satisfies both consumers and staff. As a result, the most adaptable and beneficial to both parties will emerge. Ola gained consumer satisfaction by being in the middle.
Ola's efforts are still cantered on four strategic goals: driving global expansion, achieving service leadership, providing excellent customer service, and embracing Ola's corporate culture (Sinha, 2020). Customer and stakeholder feedback should be included in process innovation and service design as part of Ola's goal to ensure customer loyalty. It also serves as a source of incentive for its staff. Employees' learning capacity is increased due to rapid business development, and their professional, conceptual, and interpersonal competencies are strengthened

3. [bookmark: _Toc81514338]Conclusion 

Organizational change is defined as an organization's ability to develop new awareness, strategies, and capacities based on its own and others' experiences. It indicates that new information and capacities must become part of the organizational repertoire of interpretations, processes, and actions, rather than learning by individuals or leaders for organizational change (Trpkova - Nestorovska et al., 2012).  Much research on organizational change in businesses, but there is not nearly as much on organizational learning in civil society development organizations(Kotaku, 2018). 

Organizational transformation is a technique for assisting companies in increasing their ability to change and become more effective. By providing new and creative organizational solutions, Dell Corporation can improve organizational structure, process, strategy, people, and culture (kotakp, 2018). 

Ola faces numerous changes, including personnel, structural, technological, political, economic, and social changes. Ola is dealing with numerous changes, including insufficient training resources, uncooperative personnel, a lack of direct leadership, a lack of commitment, a lack of a learning culture, and the size and composition of the business. Ola should respond to such developments by prioritizing the best solution, not just the most profitable one. Aside from that, Ola's service delivery should be unique in order to remain competitive in this market for a long time. The purpose of the organization's attempt to become a learning organization is to put processes in place that will help the organization face the problems it will face in the next decade. The learning organization makes a persuasive case for stepping up efforts to move beyond short-term projects directed solely at upper management.

Ola and the organizational level must be focused on learning for generative growth rather than survival. The learning organization is a shaky map of an endless journey.





[bookmark: _Toc81513582][bookmark: _Toc81513650][bookmark: _Toc81514339]Reference 

Allen, J., Jimmieson, N.L., Bordia, P., Irmer, B.E., 2007. Uncertainty during Organizational Change: Managing Perceptions through Communication. Journal of Change Management 7, 187–210. https://doi.org/10.1080/14697010701563379
Amirul, F., Hands, D., 2016. The Taxi Service Review: Malaysia Context. Mediterranean Journal of Social Sciences 7. https://doi.org/10.5901/mjss.2016.v7n4p559
Ashok Panigrahi, 2018. (PDF) Success Story of a Start-up -- A Case Study of OLA Cabs [WWW Document]. URL https://www.researchgate.net/publication/323394139_Success_Story_of_a_Start-up_--_A_Case_Study_of_OLA_Cabs
Bamford, D., Forrester, P., 2003. Managing planned and emergent change within an operations management environment. International Journal of Operations & Production Management 23, 546–564. https://doi.org/10.1108/01443570310471857
Belk, R., 2014. You are what you can access: Sharing and collaborative consumption online. Journal of Business Research 67, 1595–1600. https://doi.org/10.1016/j.jbusres.2013.10.001
Bryan Walker and Sarah Soule, 2017. Changing Company Culture Requires a Movement, Not a Mandate [WWW Document]. URL https://hbr.org/2017/06/changing-company-culture-requires-a-movement-not-a-mandate (accessed 8.15.21).
Esther Cameron and Mike Green, 2015. Making Sense of Change Management: A Complete Guide to the Models, Tools and Techniques of Organizational Change: Amazon.co.uk: Cameron, Esther, Green, Mike: 9780749472580: Books, 4th ed. Kogan page.
Fullan, M., n.d. Leading in a Culture of Change 15.
Jalloh, M.S., n.d. Uber: Advantages and Disadvantages [WWW Document]. Investopedia. URL https://www.investopedia.com/articles/investing/110614/taxi-industry-pros-cons-uber-and-other-ehail-apps.asp (accessed 9.1.21).
John Coleman, 2013. Six Components of a Great Corporate Culture [WWW Document]. URL https://hbr.org/2013/05/six-components-of-culture
Julia Balogun and Mark Jenkins, 2003. Re-conceiving Change Management:: A Knowledge-based Perspective | Request PDF [WWW Document]. URL https://www.researchgate.net/publication/222805100_Re-conceiving_Change_Management_A_Knowledge-based_Perspective (accessed 8.15.21).
kotakp, 2018. Can Cultures be managed within organization? CULCPRITESH. URL https://culcpritesh.home.blog/2018/12/05/can-cultures-be-managed-within-organization/ (accessed 9.1.21).
Liang, T.-P., Chen, H.-Y., Turban, E., 2009. Effect of personalization on the perceived usefulness of online customer services: A dual-core theory. ACM International Conference Proceeding Series. https://doi.org/10.1145/1593254.1593296
Lindsay Nelson, 2003. A case study in organisational change: Implications for theory [WWW Document]. URL https://www.researchgate.net/publication/242347039_A_case_study_in_organisational_change_Implications_for_theory (accessed 8.31.21).
Michael Blending, 2019. Freshservice ITSM System | ITIL-aligned service desk software [WWW Document]. URL https://freshservice.com/change-management-software/freshservice.com/change-management-software/organizational-change-management (accessed 8.14.21).
Moon, H., Wei, W., Miao, L., 2019. Complaints and resolutions in a peer-to-peer business model. International Journal of Hospitality Management 81, 239–248. https://doi.org/10.1016/j.ijhm.2019.04.026
Newlands, G., Lutz, C., Fieseler, C., 2017. Power in the Sharing Economy. https://doi.org/10.13140/RG.2.2.20016.15362
Raj Patel, 2016. Growth Strategies of Ola: To Diversify or Not|Leadership and Entrepreneurship|Case Study|Case Studies [WWW Document]. URL https://www.icmrindia.org/casestudies/catalogue/Leadership%20and%20Entrepreneurship/Growth%20Strategies%20of%20Ola-Excerpts.htm#DIVERSIFICATION_FOR_GROWTH (accessed 8.16.21).
Rina Kashyap, Anjali Bhatia, 2014. Taxi Drivers and Taxidars: A Case Study of Uber and Ola in Delhi - Rina Kashyap, Anjali Bhatia, 2018 [WWW Document]. URL https://journals.sagepub.com/doi/abs/10.1177/0169796X18757144?journalCode=jdsb
Robert T. Moran, Philip R. Harris, Sarah Moran, 2010. Managing Cultural Differences | Robert T. Moran, Philip R. Harris, Sar, 8th ed. Routledge.
Roman Pichler, Roman Pichler, Read more at: https://www.romanpichler.com/blog/stakeholder-engagement-analysis-power-interest-grid/, CRoman Pitchler, 2015. Getting Stakeholder Engagement Right [WWW Document]. Roman Pichler. URL https://www.romanpichler.com/blog/stakeholder-engagement-analysis-power-interest-grid/ (accessed 9.1.21).
Sampson Quain, 2019. What Causes Resistance to Change in an Organization? [WWW Document]. URL https://smallbusiness.chron.com/causes-resistance-change-organization-347.html
Sinha, M., 2020. Case Study: Ola Cabs. Medium. URL https://medium.com/@manalisinha12/case-study-ola-cabs-5ae9084e024a (accessed 8.31.21).
Trpkova - Nestorovska, M., Skerlavaj, M., Dimovski, V., Černe, M., Kekenovski, L., Tevdovski, D., 2012. The organisational learning culture and organisational performance in Macedonian companies. European J of International Management 5, 574–607. https://doi.org/10.1504/EJIM.2011.042733
Watts, S., n.d. What Are OLAs? Operational Level Agreements Explained [WWW Document]. BMC Blogs. URL https://www.bmc.com/blogs/ola-operational-level-agreement/ (accessed 9.1.21).
Wikström, C., 2004. A Case Study of Emergent and Intentional Organizational Change: Some Implications for Customer Relationship Management Success.
Wouter Aghina, Karin Ahlback, 2019. The five trademarks of agile organizations | McKinsey [WWW Document]. URL https://www.mckinsey.com/business-functions/organization/our-insights/the-five-trademarks-of-agile-organizations (accessed 8.13.21).
Yaman Bdaiwi, 2017. ProjectManagement.com - Stakeholder Analysis using the Power Interest Grid [WWW Document]. URL https://www.projectmanagement.com/contentPages/wiki.cfm?ID=368897&thisPageURL=/wikis/368897/Stakeholder-Analysis--using-the-Power-Interest-Grid (accessed 8.31.21).
Yıldızel, S., 2017. Organizational structure: A case study on concrete production sector.





2


image1.png
High
B A
« Cab enforcement units « Taxi agencies
+  Local Governments « Taffic regulators
« Police « Private hire organisations
+  Compliance Teams
« Courts
Power
D
0 c
+ Insurance companies S oo
« Transport committees S
« Infrastructure maintenance exidrives
authorities
« Revenue and Customs
Low |

Tow Taterest High




