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Executive Summary
     The worldwide COVID-19 outbreak has forced businesses to rethink how they run their operations. Tesco was one of the many retailers who had significant scope adjustments to their business strategies; over the long run, which required modifications to continue moving toward their initial goals. This report evaluates Tesco’s response to the global covid 19 pandemic which suggests that the company has a strong commitment to providing its clients and employees with high-quality services and products even in the face of change. There are several change management models that was utilized namely, Lewin's Change Management model, Stakeholder PI Grid, the ADKAR Model for Change Management (ADKAR), and Kotter's 8-Step Change Model and their effectiveness in maintaining the overall stability of operations in the company. Furthermore, there were factors that were identified as resistance to change and how the company can potentially deal with it along with recommendations on what the company can implement to continue to be a market leader in the retail industry. 











1.0 Introduction
     This section describes the report of the study at hand on Tesco Plc. In this introduction, the background, purpose of report and rationale for the report will be discussed.
1.1 Background
     Tesco is the largest supermarket chain in the UK established in 1929 in North London by Jack Cohen and has managed to be the most successful and profitable online grocer in the United Kingdom (Ma et al., 2010). The company’s headquarters are in Hertfordshire and has stores in approximately 12 countries across Europe and Asia. Tesco provides customers with a wide range of products and services, including groceries, financial services, online shopping and delivery, clothing and other accessories, household essentials, electronics, and much more. It is committed to providing its customers with a wide range of products and services at competitive prices and the company also strives to provide its customers with a high level of customer service. In the advent of the covid-19 pandemic Tesco faced changes in their organization just like other companies in the world which led to a very uncertain economic outlook which caused many businesses to drastically change their course, restructure or make a radical change to plans. In an article by ICAEW Insights (2020) the CEO for Tesco explains their response to the Covid-19 as “Our business probably changed more in the couple of months following the outbreak than in the whole of the last 10 years”. With various challenges affecting the industry, the resilience of Tesco to identify and deal with resistance factors to the change because of the covid 19 pandemic to drive change on an incredible scale. “Without a question, Tesco has a big presence in the UK's retail market. As the largest of the Big 4 supermarket chains, which also include Sainsbury's, Asda, and Morrisons, it is known for its value, affordable prices, and customer-centered approach” Nazir (2021).
1.2 Purpose of the Report
     The main purpose of this report is to understand Tesco's reaction to the Covid-19 worldwide pandemic and how a major retail chain like Tesco responded to unforeseen events and placed strategies in place to ensure business continuity and customer loyalty. Tesco's approach can teach us important lessons about managing crises, being flexible, and remaining resilient in the face of major disruptions. 
1.3 Rationale of the Report
    By examining TESCO's response to the Covid-19 pandemic, I can gain insights into the broader changes and challenges faced by the retail industry. The rationale of this report project will assist me by shedding some into TESCO's size, market presence, and diverse customer base, to understand the impact of the pandemic and the resulting transformations in the retail sector with the various change management models and to assess its effectiveness through secondary research.









2.0 Findings
     The COVID-19 pandemic has significantly impacted management strategies and overall stability across numerous industries around the world and to secure their survival and success during these difficult times, organizations have been forced to adapt and set new plans into place. At Tesco’s Plc, there have been radical changes because of the COVID-19 pandemic and how they manage their effectiveness of these changes. The worldwide pandemic has brought attention to the value of adaptability and agility in the work force. “In this "turbulent climate," companies that can modify and adapt promptly stand an increased probability of surviving” (Karasvirta & Teerikangas, 2022). Planned and emergent change approaches are included in Tesco's primary change management models to ensure the general stability of their operations. These planned change approaches are often associated with Lewin’s Change Management Model and follow a linear sequence of events, involving the unfreezing of current procedures, the implementation of the change, and the refreezing of the new procedures which inspires us to think differently about the future of change management that we can co-create (Cummings et al., 2016). On the other hand, Bamford & Forrester (2003) suggests that with “emergent change emphasis on “bottom-up” action rather than “top-down” control in commencing and implementing organizational change. The rationale behind this is that the pace of change is so rapid and complex, once it occurs, that it is impossible for senior management to identify, plan and implement every action required”. When companies have specific goals and objectives in mind, planned change and emergent models are frequently utilized because they offer a systematic framework for managing change. Some radical changes that occurred due to the covid 19 global pandemic and their effectiveness are as follows:
1. Online shopping and home delivery - Many businesses, including Tesco, have started using e-commerce since the Covid-19 outbreak emerged (Utama et al., 2022). Online purchasing significantly increased as more individuals stayed at home and avoided crowds which made this change necessary since the company saw a significant increase in demand during the pandemic. Like many retailers, TESCO saw an increase in online orders which grew their online grocery delivery business, and they implemented safety and contactless delivery protocols in place.
Effectiveness: Tesco was successful in adjusting to changing consumer behavior and retaining corporate stability through the expansion of its online shopping services. Rigby (2021) reports that Tesco's e-commerce surged by about 22% following lockdown expansion and enhanced delivery capacity during the first lockdown last spring. Likewise, BBC News (2020) reported that Tesco increased its delivery capacity to 1.5 million slots a week during the first half as more consumers shifted to online shopping. Tesco was able to meet customer demand for online orders by expanding delivery slots, streamlining the online platform, and expanding their infrastructure, ensuring business continuity and revenue development. Due to this development, it is safe to say that Tesco was able to meet the needs of consumers who were unable or unable to make purchases in the physical stores.
2. Workforce Management - Tesco encountered workforce management issues just like many businesses during the epidemic due to worker shortages, higher absences, and the requirement for additional safety precautions. Emerging data suggests that the COVID-19 pandemic has resulted in a considerable increase in economic inactivity, with workers exiting the labor market, causing labor shortages (Brewer et al., 2021). To solve these challenges, Tesco employed temporary workers, redeployed people from non-operational divisions, and implemented flexible working hours to satisfy its workforce's shifting needs.
Effectiveness: Tesco's efforts to manage its employees were successful in preserving the company's overall stability. They achieved flawless retail operations despite employee absences by employing temporary workers and reallocating resources to meet rising demand, but also to compensate for the 26,000 vulnerable employees who were granted three months' paid leave to safeguard them from COVID-19 (Belger, 2020). Furthermore, implementing flexible working hours enabled employees to combine work and personal commitments, boosting morale and lowering stress levels.
3. Supply chain challenges - The pandemic affected the availability of some products by disrupting global supply chains and to overcome these obstacles, TESCO just like other supermarket chains must collaborate closely with their suppliers, look for alternate sources, and give priority to essentials items.
Effectiveness: “Changes in consumption patterns, persistent supply shortages, and a rapid economic recovery all combined to produce a perfect storm that even the most sophisticated supply chains could not survive” Panwar et al., (2022). In general, Tesco's proactive approach to supply chain adjustments worked well. Even though there were sporadic product shortages, Tesco was able to keep a stable supply of necessities and respond rapidly to interruptions that occurred due to the pandemic. They worked to reduce the effects of supply chain disruptions by diversifying their suppliers and modifying their product offerings, which helped to maintain stability.
4. Social distancing and safety measures - To protect both their customers and employees, TESCO and other supermarkets in the UK implemented several safety measures. Tesco stores began considering how to adopt social distance as soon as the pandemic broke out in March 2020; as a result, they implemented a one-way system and floor markings that each customer had to adhere to avoid having packed aisles in specific areas (Monte, 2021). Similarly, Horne (2023) suggests that Government COVID-19 restrictions may not have been sufficient to ensure the safety of all clients so to decrease COVID-19 transmission between consumers, retailers had to adjust their queue systems as part of social distancing efforts.
Effectiveness: Overall, these safety and social measures were beneficial in sustaining operational stability by building trust in consumers and staff at Tesco. They aided in mitigating the risk of COVID-19 transmission and providing comfort to customers, ensuring the continuation of business operations. Pearce (2020) demonstrates that social distancing and safety measures are referred to by experts as "flattening the curve," and it often refers to the possible success of social distancing measures to prevent peaks in illness that could overwhelm health care systems.












2.1 Additional measures may be required as events develop at Tesco during the covid pandemic.
     As the COVID-19 epidemic unfolds, it is critical for Tesco to stay adaptable and sensitive to the changing circumstances. While the success of the actions deployed thus far has been positive, new measures to address emergent difficulties may be required. Tesco may consider introducing additional steps in the following areas:
1. Clear Communication: Tesco should keep staff and customers informed of any changes in safety measures, shop operations, or product availability in a clear and proactive manner. During uncertain circumstances, clear and regular communication can help manage expectations, eliminate uncertainty, and develop trust. Li et al., (2021) supports that during organizational change, internal communication can serve to increase problem-focused control coping, minimize uncertainty, and foster employee-organization relationships.
2. Enhanced Customer Support: Tesco could increase its customer service channels to address any pandemic-related concerns or challenges. Many businesses believe that e-business may improve customer service operations by allowing them to reach closer to the consumer and improve the organization-to-customer interaction experience (Barnes & Halloway, 2005). This could include dedicated lines of communication, online chat assistance, or easily accessible information on the website and app. Improving customer service can assist to increase loyalty and provide a pleasant purchasing experience.
3. Employee Well-being Programs: Tesco may think about increasing its staff well-being programs to offer more assistance during these difficult times. Núñez-Sánchez, (2021) suggests that successful implementation of workplace well-being programs and physical activity initiatives is typically achieved through the engagement of managers or bosses, employee contributions, and organizational policy support. This can entail having access to counselling services, mental health resources, and programs that support a healthy work-life balance. Providing for the well-being of employees is essential for preserving output and boosting employee morale. 
4. Flexibility in Work Arrangements for employees: Tesco should continue to provide workplace flexibility to accommodate changing requirements and situations. Nieuwenhuis & Yerkes, (2021) suggested that developing evidence on worker well-being reveals that many governments around the world, though not all, are going to tremendous efforts to contain a public health crisis and give economic assistance to ameliorate the effects of these public health initiatives. Moreover, Chua et al., (2022) suggests that flexible work arrangements (FWA) is the biggest consequence of Covid-19, but it also presents opportunities and certain challenges to incorporate a new office environment and employees’ needs in terms of FWA into the corporate culture. This could include offering remote work options, altering shift patterns, and allowing staff to take time off as needed as a result flexibility can help to minimize stress and improve employee well-being. 
     Tesco needs to monitor the shifting circumstances, stay up to date on the latest advice from health authorities, and adjust its procedures accordingly. The company can efficiently maintain the stability of its operations and prioritize the safety and well-being of its staff and customers by continuously monitoring the performance of existing safeguards and adding new ones where needed.



 
2.2 Outline how the models can be utilised when considering incremental (small scale) or a large-scale change programme
     Over the last few decades, various change process models have been suggested, including Lewin's Change Management model, Stakeholder PI Grid, the ADKAR Model for Change Management (ADKAR), and Kotter's 8-Step Change Model. These models offer a framework which makes it possible to understand the driving and restraining forces of change and how organizations can manage change based on the various stages from the different models. The COVID-19 Pandemic has made Tesco utilized several models when considering incremental (small scale) or a large-scale change programme. Some of these may include:
Tesco’s Incremental (Small Scale) Change Program:
1. Choose a change model: One that is particularly appropriate for incremental change, such as Lewin's Change Management Model or Kotter's 8-Step Model.
2. Define precise aims and objectives: Establish clear, quantifiable objectives and define the desired outcomes of the incremental change program. 
3. Evaluate the necessity of change: Examine the precise places where Tesco can modify or improve because of the global pandemic. 
4. Involve stakeholders and staff: By involving key stakeholders and staff in the change process to get their understanding and cooperation. 
Tesco's Large-Scale Change Program:
1. Choosing a suitable change model: Select a change model that can handle large-scale change, such as the ADKAR, Stakeholder PI Grid, or the McKinsey 7-S Model. 
2. Carry out a thorough analysis: Analyse the organizational landscape, the market environment, as well as the difficulties and possibilities that the pandemic presented.
3. Create a strong change vision and plan: Clearly define the intended future state and devise a plan of action to get there.
4. Form a coalition for change and bring stakeholders together: Create a coalition of change that drives and supports the change initiative by involving leaders and important influencers. Ensure stakeholder agreement and dedication.
Lewin’s Force Field as a result of the Covid global pandemic at Tesco
     Kaminski (2011) demonstrates how “Kurt Lewin's Change Management Theory is a tried-and-true, easily implementable field theory that is frequently regarded as the pinnacle of change models. It can be used to manage individual, group, and organizational change, and it is further extended to include "force field analysis," which provides guidance for identifying problems and managing change in communities and organizations”. Furthermore, Lewin’s Force field can help navigate driving and restraining forces as an effect from the pandemic which includes:
Driving Forces
1. Increased interest in online grocery buying
2.A shift in consumer eating habits toward healthy eating
3.A greater emphasis on sustainability
4.Expansion of the inexpensive grocery sector
Restraining Forces
1.High barrier to entry into the online grocery business 
2.Heavy competition from seasoned competitors like Asda, Sainsbury etc.
3.Regulatory restrictions like government stipulations, taxations and more
4.Skilled labor shortage
Stakeholder PI Grid as a result of the Covid global pandemic at Tesco

     An effective tool for analysing stakeholders based on their amount of influence and commitment to a certain project or circumstance is the Stakeholder PI (Power/Interest) Grid. Considering Tesco's response to the COVID-19 pandemic, there are some instances where the Stakeholder PI Grid can be implemented.
1. Assess power:  By investigating the degree of influence that each stakeholder has over Tesco's pandemic response. Power can be measured by things like the ability to affect Tesco's operations, resources, and decision-making authority.
2. Identify key stakeholders: Tesco needs to determine which stakeholders are most important to its pandemic response. Whether it may be customers, government agencies, suppliers, employees, medical specialists, and local communities may all fall under this category. For example, the government has enacted several regulations/restrictions throughout the pandemic that have had an impact on Tesco's operations or employees have expressed worries about their safety and job security at business places around the world. Bartram (2021) explains that due to a new variant of Covid, the government has brought back social distancing restrictions.
3. Assess interest: This determines how Tesco’s stakeholders’ response to the level of interest which results in understanding how Tesco's actions affect the stakeholder and how much emphasis they place on the result.
For example, the stakeholders below are listed based on their power and interest levels:
High Power, High Interest: Employees, Government authorities and customers.
High Power, Low Interest: Healthcare workers and Suppliers
Low Power, High Interest: Local communities.
Low Power, Low Interest: A few outside parties with little effect on Tesco's operations.
     Tesco can efficiently prioritize its engagement and resource allocation during the COVID-19 epidemic by using the Stakeholder PI Grid. With this strategy, Tesco can maximize the effectiveness of its pandemic response activities while giving key stakeholders the attention they require.
ADKAR Change Model result of the Covid global pandemic at Tesco
     Lowery (2020) explains how the ADKAR model is a sequential and cumulative goal-oriented change management model with targeted results that consists of the elements Awareness, Desire, Knowledge, Ability, and Reinforcement, and how the model can be used to manage change individually and organizationally, increasing the likelihood of desired change success. This model is goal-oriented and divides the change process into many parts, and the results are evaluated at the end of each step to see whether the stated objectives were met. The advantage of ADKAR is that it assists in identifying and addressing specific reasons that may be impeding the overall change process. Tesco can utilize this model to provide information needed for effective change management which still needs to be able to effectively engage others in the process, motivate them, and convey the job that needs to be done. Some instances where the ADKAR model can be implemented are:
1. Awareness: By informing its staff of the pandemic's effects on the company, Tesco could raise awareness of the need for change and can also talk about the difficulties the company is having and the need for change to overcome those difficulties. Richardson & Denton (1996) suggest that many attempts at change may fail, and the failure is often attributed to inadequate communication and employee resistance to the change. Hence it is of utmost importance that the managers of Tesco are clear in informing their staff of the changes. For example, Tesco can ensure that its consumers were aware of the precautions they were taking to keep their shopping environment safe.
2. Desire: Tesco might instil a desire for change in its staff by conveying the benefits of change and sharing tales about how other firms have successfully implemented change and experienced the rewards. For example, Tesco can demonstrate their support for consumer safety by offering a great shopping experience in response.
3. Knowledge: Tesco might educate staff members on new practices and procedures by delivering training which might also offer materials, including toolkits and blueprints, to assist staff in implementing change. Companies around the world have taken varied approaches to training and development during the pandemic (Mikołajczyk, 2022). For example, this includes knowledge on mask use, social distancing, hand hygiene and improved cleaning practices.
4. Ability: Tesco could give staff members the tools and assistance they require in order for them to be able to implement change by encouraging staff members to attempt new things, to foster a culture of experimentation and risk-taking.
5. Reinforcement: Tesco might solidify the adjustments made by offering continuing training and support to staff members which may also cultivate a culture of continuous development to motivate staff to keep looking for ways to enhance the company. For example, this could include communicating with employees and customers on a regular basis about the necessity of following safety precautions, monitoring compliance, and providing feedback and appreciation to employees who display exceptional performance.

Kotter's 8-Step Change Model result of the Covid global pandemic at Tesco
     John Kotter created the 8-Step Change Model to guide businesses through the process of successful change implementation and comprises of eight connected processes that assist organizations in successfully navigating change. The model provides a method for managing change successfully and avoiding the frequent mistakes that plagued unsuccessful change efforts (Aldemir, 2010). These steps will ensure that at the end of the process, Tesco will not only be prepared but also be committed to embracing the changes as a result of the covid 19 global pandemic. These steps are as follows:
1. Create a sense of urgency: Given its mostly unknown nature, COVID-19 provides a sense of urgency at Tesco to respond rapidly to changing events and guarantee the safety of employees and customers. The need to adjust to new requirements, stock essential supplies, and place safety measures in effect would have stressed the importance of acting quickly. For example, Tugby (2020) explains that in its effort to feed the country, Tesco which is Britain's largest grocer has been at the forefront of retail's response to the pandemic, hiring tens of thousands of additional employees, expanding its online delivery capabilities, paying smaller suppliers more quickly, and fundamentally altering how its stores operate.
2. Build a powerful coalition: Tesco would almost certainly have developed a team or coalition of leaders in charge of overseeing the organization's reaction to the epidemic. To facilitate coordinated activities and decision-making, this coalition would have comprised key stakeholders from multiple departments.
3. Creating vision and initiatives: It would be required if Tesco established a distinct vision and plan for surviving the pandemic. This can entail making sure that necessities are available, putting safety measures in place, improving online buying options, and preserving trust with customers.
4. Communicating the vision: All Tesco employees were then informed of the change's vision. It's essential to effectively communicate the vision and strategy to the organization as a whole in order to gain support and ensure consistency. Town hall meetings, video conferencing, and email were just a few of the ways this was done.
5. Enable action by removing barriers: Tesco then eliminated any barriers that were preventing the change from taking place. This meant updating the company's information technology systems to allow online grocery shopping and training personnel on new practices.  The company also align structures that may cause barriers, train staff to provide them with the necessary skills and attitudes for the project, align information and people systems with the vision, and educate workers who may wish to hinder the change effort. For example, as mentioned earlier in the report the company hired temporary workers during the pandemic to ease and assist with the increased demand.
6. Generate short-term wins: Tesco achieved short-term wins to boost the change process's momentum. The efficient implementation of safety measures, the availability of necessities, and the decrease in the number of COVID-19 cases among employees throughout the pandemic were some of these successes.
7. Building on change: Although short term wins are important in keeping the urgency level up, it would be catastrophic to declare victory too soon (Aldemir, 2010). Tesco capitalized on its short-term successes by making the change process sustainable. This included things like incorporating the new procedures into the company's culture and providing staff with regular training, which should be a continuous process if the company wishes to gain customer loyalty and success. 
8. Institute change: The last phase was to firmly establish the business culture changes required to ensure that the new methods of operation were ingrained in the very fabric of the business. This entails revising rules and practices, offering ongoing training and assistance, as well as praising and rewarding staff that exemplify the desired changes.


















2.3 How to identify and deal with resistance factors to the change at Tesco
     According to Recardo (1995) “Organizations that want to overcome resistance to change must collect data to identify the relative strength of each factor that is causing the resistance and how it varies by stakeholder group. Once this has been determined, the most appropriate tactics for reducing resistance can be implemented”.  Some employees in organizations often fight change because it demands them to learn new skills and perform actions that are different from what they are used to. They are concerned that their performance will decline and are also concerned about how the changes will affect them. Tesco experienced rapid changes because of the pandemic which meant that the company had to identify how to deal with resistance factors to change. Post the covid 19 pandemic, organizations can look back and analyze their customers and employee’s response to the covid 19 change. Recardo (1995) lists some possible reasons as to why people may resist change:
1. The organization does not communicate expectations clearly: One of the most effective strategies for handling resistance to change is to communicate effectively with those who are resisting. This includes presenting clear and simple information about the change, as well as listening to individuals who are against it, emphasizing their emotions, and looking into potential solutions or compromises.
2.  The organization lacks sufficient resources: Recardo (1995) suggests that one of the key variables’ employees will use to judge management commitment is the sufficiency of resources allocated. By providing training programs and resources to employees they will be armed with the necessary skills and knowledge for the change in adapting to new processes, technology, or methods of working by providing continuing assistance and mentoring. This can assist employees in learning new skills and feeling more secure in their capacity to deal with change.
3. Lack of performance measures and rewards: During the covid 19 pandemic, employees were working tirelessly to meet the goals and expectations of the company while some were also suffering in areas such as financially, mentally, and physically. Some may be resistant to change especially if they feel as if their success for their hard work was not celebrated along the way. Tesco can employ programs, and monetary incentives for those people who have shown they are receptive to change and willing to make a difference.
Here are some additional resistance factors to change:
1. Tesco can carry out polls or focus groups to determine where change resistance is coming from.
2. To inform staff members of the change by hosting committee meetings or video conferences.
3. Employee Union committees could be established by Tesco to assist with the transition.
4. Tesco can provide training for staff members in the new practices especially with the use of technology.







Conclusion
     Tesco's response to the COVID-19 epidemic has been noteworthy; it demonstrates its dedication to upholding important services while safeguarding the safety of its clients, staff, and communities. The business has successfully navigated through unimaginable obstacles and has put in place a variety of strategies for change management, including the use of Lewin's Force field, Stakeholder PI Grid, the ADKAR Model for Change Management (ADKAR), and Kotter's 8-Step Change Model. Tesco's response to the COVID-19 pandemic demonstrates its capacity for quick environmental adaptation and has played a crucial role in serving its customers, employees, and communities during this trying period by prioritizing health and safety, preserving the resilience of the supply chain, improving online services, supporting staff, connecting with communities effectively. If Tesco wants to successfully implement change initiatives and achieve those goals needs to have an effective change management strategy.










Recommendations
     The worldwide pandemic has shown the underlying flaws and disparities in pandemic preparedness and response; Tesco should seize this opportunity to make changes and take proactive measures to improve pandemic readiness. Based on this report there are some recommendations that can be made to help Tesco’s response to the pandemic such as:
1. Effective employee communication is crucial for any change management strategy to be successful. Tesco must maintain efficient lines of communication with its staff during the transition and potential effects on the workforce must be made clear to the employees.
2. Employees can be given more power which can be more likely to support change if they believe they can make a difference. Tesco should encourage staff to contribute to the transition process and propose fresh ideas.
3. The COVID-19 pandemic was constantly changing which means that Tesco’s approach to change management needs to be responsive and flexible. The business should be ready to adjust its strategy as necessary.
4. Celebrate the accomplishments of all employees which is critical to recognize and celebrate along the way. This will help to maintain staff motivation and develop momentum for the transition process.
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