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Executive Summary
The purpose of this report is to analyse the change management process initiated and implemented at KFC regarding their automated service. In doing so, this report has identified the major internal and external determining factors that can impact KFC and its change plan. It is identified that differences in the business environment in different countries are the major challenges for KFC in maintaining their standard service delivery process. It is also identified that the planned change process by KFC is highly prone to resistance from the side of the employees. This is because of the concern for job security due to automation. In addition, this report has also involved Lewin's change management plan and Kotter 8 steps model to analyse the change plan of KFC and identify a few gap areas. However, based on the overall analysis of the change plan at KFC, it is concluded that the process has met the organisational objectives of KFC and will be effective in enhancing its competitive advantages in the market. 
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Introduction 
In the current business scenario, contemporary business organisations are facing extreme levels of competitiveness in the market. This is because, in each of the business sectors, a good number of companies are operating and competing against each other with similar product and service portfolios. In addition, the rapid change in the external business environment further amplifies the challenges for contemporary business organisations with newer issues and obstacles. In this case, it is much more important for businesses to be flexible enough in their process to change as per the market situation and to evolve with time (Wu et al., 2019). Companies with these flexibilities will be able to survive the market fluctuations. Hence, change management is an integral and important part of contemporary business entities, and multiple stages and steps are followed to ensure a seamless change process in the system. 
KFC is one of the leading fast-food restaurant chains in the world, with more than 20,000 stores worldwide. They specialise in offering chicken and fried items and are known for their quality, taste, and hygiene. However, as they are operating in different countries across the globe, they are already facing the challenges involved in global trading and political turmoil. In addition, the emergence of covid 19 pandemic enhanced the challenges for them. Global trading went downhill, customer footfall in the stores reduced, and the average customers' purchasing power decreased (Yue, Men and Ferguson, 2019). In this case, it was important for KFC to turn around its business and manage the business revenue and profitability. The effective change management process being followed by KFC is one of the reasons that they have been able to meet the changed customer expectations after the pandemic and got their business on a profit-driven path (Radwan, 2020). 
Given the challenges posed by the pandemic, this report will discuss how KFC initiated and implemented its change management process. Moreover, the positive and negative drivers behind their change process will also be discussed. The implemented change process will be evaluated based on the change models, and their effectiveness will be measured. 
Main Findings
Identification of the change drivers 
There are both positive and negative drivers involved for KFC in initiating the change process. The change process initiated by them is the rapid and holistic involvement of technology in their retailing and customer service. For example, by the end of the pandemic, they had come up with fully automated stores with no manual labour involved. Customers must select their food items on the screen and pay, and they will receive their orders accordingly (Hanelt et al., 2021). This has enabled KFC to ensure post-pandemic safety protocols for the customers and reduce employee costs. However, there are a few factors involved in initiating this change process, and identification of these change drivers will be made based on the force field analysis. 
Positive drivers 	Score	Negative factors 	Score 
Cost reduction in employee management 	5	Employee resistance 	5
Seamless service delivery without human error	3	Costs of technological development 	4
Health safety protocols 	5	Reduction in receiving customer feedback 	2
Lean management system 	2	Not viable across all locations 	1
Targeting the tech-savvy generation 	2	Technological risks	1
Total 	17	Total 	13


From the above table, it can be concluded that the value or score for the positive drivers is more compared to the negative drivers for KFC in initiating their change process. As per the force field analysis, the score is given as per the importance of each of the factors, and factors with the highest scores should be implemented for larger benefits. In this case, also, KFC has implemented its change process considering that the positive change drivers are high in scores. It is identified that one of the major positive drivers for KFC in implementing this change is the post-pandemic safety protocols (Miles et al., 2023). This is because average customers are now aware of safety and hygiene, and they prefer to maintain social distancing and have fewer physical interactions (Tabrizi et al., 2019). In this case, the initiation of the automated stores has enabled KFC to offer a human touchless experience to their customers. In addition, KFC has also been able to trim its system and reduce the accountability for the employees. The cost of managing the employees, including their training and compensation, also got reduced. 
However, on the other hand, a few negative drivers are also being identified regarding this change. One of the major negative drivers identified is employee dissatisfaction. This is due to the reason that employees will have a fear of loss of jobs due to automation, and also, they will be sceptical about learning newer technologies. The increase in employee dissatisfaction will ultimately reduce the overall organisational effectiveness of KFC. Moreover, it is also identified that even though automated technologies will reduce the cost of employee management but the cost of implementing the technologies will be huge (Lewis, 2019). It will require additional infrastructure and resources, which will cost huge. Hence, the investment for them will be high. Based on the analysis of both the negative and positive factors, it can be concluded that the positive drivers for change for KFC are high compared to the negative drivers, and hence the change is implemented. 
Analysis of the internal business factors 
Strengths 
One of the major strengths identified for KFC is its brand value. As discussed earlier, KFC is one of the leading fast-food brands in the world, with having their presence in the majority of countries. In this case, it is easier for them to develop a new product or service by leveraging their brand recall value among the customers (Dekimpe, Geyskens and Gielens, 2020). It is also identified that brand perception regarding KFC is also high, and hence it is helping them in operating optimally. In all these years since its inception, KFC has been able to brand itself as a hygiene and quality-centred brand. Hence, it is easier for them to push for automated store systems to the customers. The existing customer base of KFC already has the notion of KFC being a quality-focused brand. Hence, customer acceptance of the new automated system of them will be high and positive (Passmore et al., 2019). 
Weaknesses
One of the major weaknesses identified for KFC is its narrow product portfolio and negative image for that. This refers to the fact that most of the food items offered by KFC are based on chicken; hence, vegan and vegetarian customers are not the target ones for them. This is restricting their business growth and creating a negative brand image among the increasing vegan population. Most of the competitors of KFC have equally popular vegetarian food options, which KFC lacks (Oreg and Berson, 2019). Moreover, with the increasing vegan population, their market size is gradually decreasing. In this case, initiating the automated systems might help attract a few more segments, but KFC needs to come up with more vegan options to maximise this change's utilisation. 
Opportunities 
The initiation of automated customer service systems holds a huge opportunity for KFC because of the increasing customer health awareness. In the current time post-pandemic, customers are less likely to prefer to come into human touch, and they are more inclined towards self-service. In this case, it is very potential for KFC to develop automated stores and target these customers. Moreover, with the introduction of vegetarian options, KFC will have a larger customer base, and the region's predominately vegetarian regions can also be targeted to the maximum (Laig and Abocejo, 2021). 
Threat 
One of the major threats identified for KFC is the emergence of new competitors. Several competitors are already operating in the market, but KFC does not have a direct competitor with the same product line; hence, the emergence of the same competitor will reduce its market potential. External factors such as economic recession and pandemics can also be threats. This is because, with the recession, the purchasing power of the customers will get lowered, and they will not be able to consume fast food, which is not considered a necessary item. In this case, initiating automated stores can provide a few competitive advantages and points of difference from their competitors (Azizi et al., 2021). Moreover, technologies are more flexible compared to human labour in coping with the changes in the market. 
Analysis of the external business factors 
Political factors 
Current global political turmoil is a major challenge for KFFC, considering they are operating globally and sourcing materials accord the borders. For example, due to the Russia-Ukraine war, KFC is forced to end its business operation in the Russian market. Hence, a huge opportunity is lost (Malenkov et al., 2021). With the ever-increasing political issues between the countries, it is getting further challenging or KFC to source its materials and manage global trade. KFC is also considered an imperialist power and is accused of affecting the local traditions and food cultures. In this case, the initiation of automated stores is challenging because of the involvement of the huge costs. The more will be the costs, the more will be the risks of recovering it from the target region (Chillakuri, 2020). 

Economic factors 
The pandemic posed a huge threat to KFC, where their revenue went south, but the current global economy is steadily recovering and witnessing opportunities for them. However, most countries have yet to recover from the recession. Hence, it is risky for KFC to invest hugely in automated stores in different regions. Moreover, the price points of the products from KFC are on the upper end, and hence the bottom of the pyramid cannot be targeted where the economic recovery is high (Wessel et al., 2021). With the advent of the new changes, it is estimated that the costs will further increase and hence will be challenging for KFC to ensure a return from the current turbulent market.
Social factors 
KFC currently faces a good number of social challenges in its global operation. This is due to the reason of diverse food cultures in different regions. The social backlash towards non-vegan food brands is also affecting the overall brand image of KFC. Training their front-service employees to deal with customers from different social and cultural backgrounds is also challenging. In this case, it is beneficial for them to initiate the automated system where a standard service approach can be maintained (Saleem et al., 2019). With the initiation of the automated system, the challenges of cultural and religious differences will also be catered to. 
Technological factors 
KFC is facing global inequality in terms of the distribution of newer and updated technologies. This refers to the fact that not all countries, including both developing and developed countries, have access to the same level of technology and infrastructure. In this case, it is difficult for KFC to maintain the same standards in their automated stores. Countries with better technological infrastructure will have better-automated systems (Whysall, Owtram and Brittain, 2019). With KFC being a global brand, it will become difficult for them to maintain the standard service level across all their operations in different countries. 
Legal factors 
Different countries have different sets of legal provisions, and KFC is a fast-food brand; they are subject to stringent legal formalities such as sugar tax and food safety standards. In this case, it is challenging for them to adhere to different laws in different countries (Roşca, 2020). The rate of taxation is also high for fast food products in different countries, and it is also affecting their target segments. They are sometimes accused of the work environment for which they have faced legal proceedings. Hence, regarding their automated stores, the legal provisions in different countries should be considered and managed accordingly (King et al., 2020). 
Resistance to change 
The major positive and negative factors associated with the initiated change process by KFC are discussed; one of the major challenges for them is employee resistance. Employee resistance refers to the phenomenon where the major section of the employees restricts the change in the organisation, and they are doubtful about its effectiveness and advantages. In the case of KFC, the major reason for resistance is the job security. This is because employees are concerned about their job safety when human labour is getting replaced by the automated process. For instance, if an existing store KFC gets replaced with a new automated store, the employees associated with the particular store will become jobless, and hence it is highly probable that the employees will resist the initiated change (Faupel and Sub, 2019). In addition, another probable point for employee resistance will be the unwillingness to cope with technological advancements. There are employees in any workplace who are unwilling to skill up as per the latest technologies and are more comfortable working in the same existing pattern. It will be challenging for KFC to manage all the employees as per the common objectives of the initiated change process (Schulz and Beckert, 2019). 
Apart from employee resistance, they will also be resistance from the financial side of the company. This is because the initiation of automated technologies and the opening up of automated stores across the world will involve huge capital investments (Shahbaz et al., 2019). Moreover, it is also not assured about the return on investment, and hence the resistance will come from the finance department of KFC. Technological resistance will also be there due to the lack of standard technological infrastructure in all the regions where KFC operates. All the regions are not having access to the same level of innovation and technologies, and customers from various countries will also not be comfortable with the automated system (Duchek, 2020). These are the major resistances for KFC to deal with in the coming time. 
Overcoming the resistances
As the major resistances are identified, it is also important to identify the approaches to overcome them. One of the major approaches will be job engagement and enrichment for the employees. This refers to the approach where the employees will be involved in decision-making, and the change process will be initiated based on consensus (Naveed et al., 2022). In this case, the managers and change agents should involve the employees and other stakeholders in the change implementation process. This will help in considering the feedback and views of the employees, and their interests will also be protected.
Moreover, with the job enrichment strategy, the employees' skill sets can be developed further, and they can be placed in other job roles. Hence, KFC will not face resistance due to job security, and employees who got replaced due to automation can be placed in any other job role (Shaturaev and Bekimbetova, 2021). However, it should also be noted that involving the employees in the decision-making process will further delay the change process and will create challenges for the change agents in creating consensus. 
Role of Power and Politics 
In the change process initiated by KFC, power and politics can be important for them in dealing with the identified challenges. Power refers to the authority possessed by the superiors in terms of their expertise, knowledge and hierarchy, and influence (Srivastava and Agrawal, 2020). In this case, the managers with greater influence over their subordinates can have a positive upper hand in coping with their resistance and make them agree with the change process. This mainly applies to transformation leadership in a place where the subordinates can be influenced without any counters. Moreover, if the expertise and knowledge power can be exercised, then the employees will have the impression and trust that their interests will be protected.
On the other hand, even though it can be perceived as a negative force, politics can also be effective in dealing with employee resistance (Farahnak et al., 2020). This is because, with the help of politics, a certain section of the employees can be made to agree with the organisational objectives, and if the majority gives the nod, then the minority section will also repeat the same. However, exercising power is recommended to have better long-term outcomes than politics. 
Implementation of the change management process
It is identified that the change process is implemented in KFC mainly based on Kurt Lewin’s change management model (Figure 1). This is because, based on the Lewin change management model, the change process at KFC was classified into three steps. In the first stage, they have created awareness among the employees and other stakeholders regarding the objectives and goals of the change. The employees are also communicated about they will be benefited from the change, and their concerns and grievances are also addressed. Hence, this is the unfreezing step, where the ground for change implementation is created. In the next step of freezing, IT professionals are involved to seamlessly manage the technical ground, and other employees are given the training to deal with the change (Tran and Gandolfi, 2020). 

Figure 1: Kurt Lewin’s Change Model
This helped KFC to have the ready human resources with the process of implementation, and no extra resources and time were involved after implementing the change. In the last step of refreezing, key performance indicators are involved to measure the effectiveness of the change process and how it yields positive results. Moreover, the employees are given a manual to enable them to deal with the issues in the process on their own. 
Based on the change approach followed by KFC, it is identified that their implementation process involves high risks. This is because the change is implemented simultaneously across all their operations. Hence, the chance of failure is high, and if the change process fails, it will affect KFC's entire operations across all the regions. The change implementation would have been implemented in a phased manner where a pilot project should have been run to get real-world feedback. Apart from the Lewin change management model, the Kotter 8 steps model can be more effective for implementing the change. According to this model, building a team is important for successful change process implementation. This is lacking in the change process of KFC. If a proper guiding team involving the major change stakeholders can be formed, the weak areas and shortcomings can be properly identified before the implementation, and better outcomes can thus be assured (Burnes, 2020). Moreover, the Kotter model also emphasises creating short-term goals where the employees will be given short goals to achieve them easily and be further motivated to contribute more (Figure 2). 

Figure 2: Kotter's 8-Step Change Model
The addition of the steps would have been helpful for KFC in ensuring better outcomes from the change implementation and low-risk involvement. However, it can also be concluded that even with these few gap areas, the change agents meet the major areas of change implementation, and hence no major issues are raised. TThis can be said that the change process implementation done at KFC is appropriate as per their organisational goals (Ratana, Raksmey and Danut, 2020). 
Conclusion
Thus, it can be concluded that the major change implemented at KFC is the technological change where they are automating their service delivery process, and stores with no human involvement are coming up. In this report, the change process is analysed based on different internal and external business factors relevant to KFC, how the change can be beneficial, and what are the major challenges to face. It is also identified that the probability of employee resistance towards the planned change is high, considering their concern for job security. Different change models, such as the Lewin change model and Kotter 8 steps models, are used to analyse the effectiveness of the change process implemented by KFC. It is identified that the change process has met the organisational goal of the business with no major issues being raised. Hence, it can be concluded that the change implementation process was a success for KFC. However, they need to be flexible enough to cope with the rapid change in the market and continue the change process accordingly. 


Recommendation
It is recommended that job division and enrichment be followed for the employees so that they can gain multiple skill sets and be placed in different job roles. This will reduce their concern about going jobless due to automation. Hence the resistance to the change will also be low.
The involvement of all the associated stakeholders in the change process is important for ensuring successful change process implementation. This is because all the stakeholders can be involved from the initial stage. Then their interests will be considered, and chances of resistance from different areas will get lowered. 
Creating a vision for the change management process is important for its success. This is because the vision will act as the objective to be achieved with the change process. Without any vision, the stakeholders will not have guidance on what to achieve from the change process plan. A proper vision will thus lead to a successful change management plan.
Having proper evaluation criteria and indicators is important for a successful change plan. This is because a change plan is a continuous effort and is not a single-time process. Hence, periodic evaluation and feedback are important to check the effectiveness and efficiencies of the change plan, and further planning should be done accordingly. 









Bibliography
Azizi, M.R., Atlasi, R., Ziapour, A., Abbas, J. and Naemi, R., 2021. Innovative human resource management strategies during the COVID-19 pandemic: A systematic narrative review approach. Heliyon, 7(6), p.e07233. https://doi.org/10.1016/j.heliyon.2021.e07233
Burnes, B., 2020. The origins of Lewin’s three-step model of change. The Journal of Applied Behavioral Science, 56(1), pp.32-59. https://journals.sagepub.com/doi/pdf/10.1177/0021886319892685
Chillakuri, B., 2020. Understanding Generation Z expectations for effective onboarding. Journal of Organizational Change Management, 33(7), pp.1277-1296. https://doi.org/10.1108/JOCM-02-2020-0058
Dekimpe, M.G., Geyskens, I. and Gielens, K., 2020. Using technology to bring online convenience to offline shopping. Marketing Letters, 31, pp.25-29. https://link.springer.com/article/10.1007/s11002-019-09508-5
Duchek, S., 2020. Organisational resilience: a capability-based conceptualisation. Business Research, 13(1), pp.215-246. https://link.springer.com/article/10.1007/s40685-019-0085-7
Farahnak, L.R., Ehrhart, M.G., Torres, E.M. and Aarons, G.A., 2020. The influence of transformational leadership and leader attitudes on subordinate attitudes and implementation success. Journal of Leadership & Organizational Studies, 27(1), pp.98-111. https://journals.sagepub.com/doi/pdf/10.1177/1548051818824529
Faupel, S. and Süß, S., 2019. The effect of transformational leadership on employees during organisational change–an empirical analysis. Journal of Change Management, 19(3), pp.145-166. https://doi.org/10.1080/14697017.2018.1447006
Hanelt, A., Bohnsack, R., Marz, D. and Antunes Marante, C., 2021. A systematic review of the literature on digital transformation: Insights and implications for strategy and organisational change. Journal of Management Studies, 58(5), pp.1159-1197. https://doi.org/10.1111/joms.12639
King, D.R., Bauer, F., Weng, Q., Schriber, S. and Tarba, S., 2020. What, when, and who: Manager involvement in predicting employee resistance to acquisition integration. Human Resource Management, 59(1), pp.63-81. https://doi.org/10.1002/hrm.21973
Laig, R.B.D. and Abocejo, F.T., 2021. Change management process in a mining company: Kotter’s 8-Step change model. Journal of Management, Economics, and Industrial Organization, 5(3), pp.31-50. https://jomeino.com/sites/default/files/paper_attachment/Change%20Management%20Project%20in%20a%20Mining%20Company.pdf
Lewis, L., 2019. Organisational change. In Origins and traditions of organisational communication (pp. 406-423). Routledge. https://www.taylorfrancis.com/chapters/edit/10.4324/9780203703625-24/organizational-change-laurie-lewis
Malenkov, Y., Kapustina, I., Kudryavtseva, G., Shishkin, V.V. and Shishkin, V.I., 2021. Digitalisation and strategic transformation of retail chain stores: Trends, impacts, prospects. Journal of Open Innovation: Technology, Market, and Complexity, 7(2), p.108. https://doi.org/10.3390/joitmc7020108
Miles, M.C., Richardson, K.M., Wolfe, R., Hairston, K., Cleveland, M., Kelly, C., Lippert, J., Mastandrea, N. and Pruitt, Z., 2023. Using Kotter's Change Management Framework to Redesign Departmental GME Recruitment. Journal of Graduate Medical Education, 15(1), pp.98-104. https://doi.org/10.4300/JGME-D-22-00191.1
Naveed, R.T., Alhaidan, H., Al Halbusi, H. and Al-Swidi, A.K., 2022. Do organisations really evolve? The critical link between organisational culture and organisational innovation toward organisational effectiveness: Pivotal role of organisational resistance. Journal of Innovation & Knowledge, 7(2), p.100178. https://doi.org/10.1016/j.jik.2022.100178
Oreg, S. and Berson, Y., 2019. Leaders' impact on organisational change: Bridging theoretical and methodological chasms. Academy of Management Annals, 13(1), pp.272-307. https://doi.org/10.5465/annals.2016.0138
Pasmore, W., Winby, S., Mohrman, S.A. and Vanasse, R., 2019. Reflections: sociotechnical systems design and organisation change. Journal of Change Management, 19(2), pp.67-85. https://doi.org/10.1080/14697017.2018.1553761
Radwan, A., 2020. Lead transformational change, minimise resistance with 8‐step model. Dean and Provost, 21(7), pp.1-5. https://doi.org/10.1002/dap.30693
Ratana, S., Raksmey, C. and Danut, D., 2020. CONCEPTUALISING A FRAMEWORK: A CRITICAL REVIEW OF THE DEVELOPMENT OF CHANGE MANAGEMENT THEORIES. Studies in Business & Economics, 15(2). https://web.s.ebscohost.com/abstract?direct=true&profile=ehost&scope=site&authtype=crawler&jrnl=18424120&AN=146590776&h=gU%2b%2fm%2flixdV%2bntSqIdNGv9ooJZ4Tmq89qjVe%2f3LFCRdtRFcBzh9525tB8%2fRxo7dHaAftFTs%2bWJKlEzAkF9D5Ug%3d%3d&crl=c&resultNs=AdminWebAuth&resultLocal=ErrCrlNotAuth&crlhashurl=login.aspx%3fdirect%3dtrue%26profile%3dehost%26scope%3dsite%26authtype%3dcrawler%26jrnl%3d18424120%26AN%3d146590776
Roşca, V.I., 2020. Implications of Lewin’s field theory on social change. In Proceedings of the International Conference on Business Excellence (Vol. 14, No. 1, pp. 617-625). https://doi.org/10.2478/picbe-2020-0058
Saleem, S., Sehar, S., Afzal, M., Jamil, A. and Gilani, S.A., 2019. Accreditation: application of kurt lewin’s theory on private health care organizationanl change. Saudi J Nurs Health Care, 2, p.12. https://saudijournals.com/media/articles/SJNHC_212_412-415.pdf
Schulz-Knappe, C., Koch, T. and Beckert, J., 2019. The importance of communicating change: Identifying predictors for support and resistance toward organisational change processes. Corporate Communications: An International Journal, 24(4), pp.670-685. https://www.emerald.com/insight/content/doi/10.1108/CCIJ-04-2019-0039/full/html
Shahbaz, M., Gao, C., Zhai, L., Shahzad, F. and Hu, Y., 2019. Investigating the adoption of big data analytics in healthcare: the moderating role of resistance to change. Journal of Big Data, 6(1), pp.1-20. https://link.springer.com/article/10.1186/s40537-019-0170-y
Shaturaev, J. and Bekimbetova, G., 2021. Transformation of business efficiency with the lean management. Deutsche Internationale Zeitschrift für zeitgenössische Wissenschaft, (22), pp.71-73. https://cyberleninka.ru/article/n/transformation-of-business-efficiency-with-the-lean-management
Srivastava, S. and Agrawal, S., 2020. Resistance to change and turnover intention: a moderated mediation model of burnout and perceived organisational support. Journal of Organizational Change Management, 33(7), pp.1431-1447. https://www.emerald.com/insight/content/doi/10.1108/JOCM-02-2020-0063/full/html
Tabrizi, B., Lam, E., Girard, K. and Irvin, V., 2019. Digital transformation is not about technology. Harvard business review, 13(March), pp.1-6. https://bluecirclemarketing.com/wp-content/uploads/2019/07/Digital-Transformation-Is-Not-About-Technology.pdf
Tran, T.T. and Gandolfi, F., 2020. Implementing lewin's change theory for institutional improvements: A vietnamese case study. Journal of Management Research, 20(4), pp.199-210. https://www.indianjournals.com/ijor.aspx?target=ijor:jmr&volume=20&issue=4&article=001
Wessel, L., Baiyere, A., Ologeanu-Taddei, R., Cha, J. and Blegind-Jensen, T., 2021. Unpacking the difference between digital transformation and IT-enabled organisational transformation. Journal of the Association for Information Systems, 22(1), pp.102-129. https://doi.org/10.17705/1jais.00655
Whysall, Z., Owtram, M. and Brittain, S., 2019. The new talent management challenges of Industry 4.0. Journal of management development. https://doi.org/10.1108/JMD-06-2018-0181
 Wu, L.F., Huang, I.C., Huang, W.C. and Du, P.L., 2019. Aligning organisational culture and operations strategy to improve innovation outcomes: An integrated perspective in organisational management. Journal of Organizational Change Management, 32(2), pp.224-250. https://doi.org/10.1108/JOCM-03-2018-0073
Yue, C.A., Men, L.R. and Ferguson, M.A., 2019. Bridging transformational leadership, transparent communication, and employee openness to change: The mediating role of trust. Public relations review, 45(3), p.101779. https://doi.org/10.1016/j.pubrev.2019.04.012



2

image2.png




image3.png
1 Recognize the need for
change

2 Determine what needs to
change

3 Encourage the replacement of
old behaviors and attitudes

4. Ensure there is strong support
from management

5 Manage and understand the
doubts and concerns.

1. Plan the changes

2. Implement the changes

3. Help employees to leam new
concept or points of view

Refreeze

1. Changes are reinforced
and stabilized

2 Integrate changes into the
normal way of doing things

3. Develop ways to sustain the
change

4. Celebrate success




image4.png
1.Createa
sense of
urgency

2.Createa
guiding
coalition

8. Institute
change

3. Develop a
7. Build on the vision a.nd
strategies
change

6. Accomplish
short-term
wins

4

Communicate

the change
vision

5. Remove
barriers to

action




image1.png




