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Introduction
Change management can be described as a systematic and structured process of guiding the transition of an organisational change from its stages of conception, planning, and implementing to the ultimate resolution. However, for the organisation to transit from its current state to a desired state and adapt to any changes that may occur, it is essential for the business to have a strong management strategy. The report writer will discuss a change that took place in their workplace and how they used strategies to help with the change and discuss what forces can impact the change. The report writer will also discuss the change management model they used to understand the change process along with how to avoid failure (Wang and Judy, 2012).

















Critically analyse the current forces for change in the organisations micro and macro environment that can impact workplace culture and capability

Change within an organisation is important due to the fast-moving environment and customer trends changing along with economy changing, therefore, businesses who fail to embrace change will fail to perform. Organisations cannot stand still as they will always have new challenges to meet and ideas to implement ways of improving their performance. However, any changes taking place in an organisation should be planned and implemented with care to prevent further problems (Contributor, 2022).
A structured framework that can be used to influence behaviour change to operate business results would be change management. The framework involves controlling the impact of new procedures, adjusting the organisational structure, and applying any cultural shifts within the organisation. The change management theory explains that no change can happen in isolation, the change impacts the organisation as well as the people involved in it. If a good change management is adopted, then this should encourage everyone to adapt to the new changes. However, the difficulty is in using practical strategies to predict resistance and reduce it (Voehl & Harrington, 2016).
The report writer will discuss the significant change that occurred in their workplace. Employees who were customer service advisors normally complete their own jobs individually. However, the manager decided to divide the employees into three different teams in accordance with the organisation demand. The report writer will explain the process using the Journey Through Change below:
Fear, anger and resistance characteristics: 
When the management put forward the change of the team being split into three different recruitment categories due to the organisation demand, the team members became worried and anxious regarding the change. Some team members also displayed frustration as they were happy with their individual role and this change will cause confusion. 


Qualities of Investigation, Experimentation and Discovery:
During this stage, the team members start to discuss regarding the change and become perplexed. Some team members will accept the change encouragingly while others will become disappointed and even feel frustrated over the change. 
Learning, Acceptance and Commitment Qualities:
At this point, the team members will become less anxious and more at ease with the change, when they see that the change will lead to organisational success with the necessary resources put in place which will also increase employee confidence. 
Features of control and comfort:
The team members were informed thoroughly regarding their responsibilities so at this point they became at ease and satisfied with the change. The team members and the report writer were able to gain a sense of accomplishment. 
For the change to be successfully implemented at work, the report writer will have to undertake certain steps based on the Journey Through Change process to ensure the change will result in success rather than failure. 
Defending against fear, anger and resistance characteristic:
To control the team members worry and frustration when they find out about the change to occur, the report writer will have to take few actions to manage this. The report writer will have to use their listening skills to respond to the disappointment, hurt and frustration the employees feel regarding the change. They will collaborate with the vision and try to make up for any perceived losses. The report writer will fully engage and communicate with the team members regarding their understanding of the change and provide solutions for any issues. The report writer must completely understand that it is valid for their team members to be upset regarding the change and therefore should allow for discussion regarding this.  
Investigate, experimental and exploratory activities:
The report writer will provide guidance regarding the change so that the team members can become independent and be able to come up with their own solutions. They will encourage individuals to take chances and reflect on their own learning and everyone to work together in teams and discover new opportunities. The report writer will give individual assistance and training to help them be able to accept the change. 
Learning, acceptance and commitment activities: 
The team members will be recognised for their hard work and be honoured for their achievement by the report writer. Appropriate tools and training will be provided by the report writer to help employees to develop long-term goals and strategies and to support new behaviours. The report writer will also create processes and structures to help reinforce new behaviours of employees so that they can be ready for the next change.
Comfort and control efforts:
The report writer will have to set up a team meeting to explain the reasons for the necessity for change as well as the suffering and negative effects the organisation will have if it stays the same. The main reasons for the change would be rising prices, consumer complaints, competitive challenges, budget statistics etc. The report writer will put forward the message strongly that the change will occur no matter what, however, at the same time will give team members the time to process the concepts/changes (Palmer, Dunford, et al 2008).
Furthermore, there are many factors that can have an impact on change which are internal and external factors. Internal factors come from within the company’s control such as employees, human resources. External factors come from outside such as new technology, competition (Hayes, 2014).
An external factor the report writer found would be technology change due to the implementation of three different departments from one main department. Each department will have to be set up with new phone system and updated office software which can become expensive for the business. New health and safety regulations will have to be put in place in each department along with new GDPR legislation must be put in place to comply with government regulations.
Likewise, as three different departments are created, there must be three leaders appointed for each department which would result in a change in the company’s leadership and vision. This would be seen as an internal factor impacting change for the report writer. This is because each leader will put forward different goals and visions for their respective job duties, which can result in employee dissatisfaction and performance failure. where some employees will be dissatisfied for the new hire. (Pettigrew, and Whipp, 1993).
In addition to internal and external forces affecting change, the report writer also must take into consideration change resistance displayed by the employee. This is when the team members are unwillingness to adapt to the new change of having different department. To tackle the change resistance, the report writer will organise a team meeting to discuss the reasons for not accepting the change and what actions can be identified to help decrease or remove the cause of resistance. (Balogun, and Hayley, 2008).
Kotler et al (1994) explained that the marketing environment has been perceived by businesses as an uncontrollable force. Therefore, the uncontrollable force needs to be analysed so that the strategies can be developed to minimise risks and maximise opportunities. The micro and macro environment have an impact on every organisation, where both environments have a role in how it works (Kotler, Armstrong, 1994).
The report writer needs to understand that the concept of introducing change is a big step alone than anything else. Therefore, they will need to investigate factors that affect change in their organisation using the PESTLE analysis. This technique focuses on the macro environment factors. (See below for the report writer PESTLE analysis)
	Political
	Economical
	Social
	Technological 
	Legal
	Environment

	Taxation
Political Orientation
Pandemic policies

	Inflation
Consumer spending
Interest rate
	Cultural shifts
Media
Customer attitude
	Technology development
Internet connectivity
	Legislation such as health and safety, GDPR.
Employment law
Consumer protection law
	Renewable energy
Sustainability





The macro-environment is more based on the economy itself, where the operations, performance, decisions, and form strategies of the business is impacted. It is quite dynamic, so the business must continuously keep a track of the changes. The environment consists of external factors which the company does not control but is impacted with. These factors are economic, demographic, technological, political, and cultural forces (Kotler, 1994). 
The economies are expanding and becoming more reliant on the global economic patterns. Therefore, when markets are developed the people must be aware of any potential economic influences on their operations. Economic fluctuation does have an impact on the marketing as they also influence the purchasing power. Therefore, when recession occurs consumers spending habits alter and consumers purchasing power is constrained. 
However, in the report writer’s workplace, a change in departments will have significant short-term economic effect as the employees will eventually become settled within the department in the long run where job roles will be clearer and simpler with fewer employees having change resistance.
Demographic environment is identified with individuals based on factors such as age, sexual orientation, occupation, income distribution, marital status. Within an organisation, individuals are the main drive for the improvement of business sectors and therefore, having different demography propositions will bring opportunities as well as pose challenges for organisations (Jakubik, 2007). 
In the report writer’s workplace majority of the staffs have been working in the department for long time. However, due to the departmental change, new employees will be recruited as new job roles will be advertised. As the new employees will be inexperienced, they will be impacted by macro change and therefore thorough training and supervision will need to be given to them for them to maintain the company reputation. 
[bookmark: _Toc123035357]Due to the rapid growth of technology, it has now become a structure that plays a critical role in the macro environment. The technological environment identifies factors that make new innovations to create new market opportunities and new products and services. Kotter explained that based on the frequency of the development of new technologies, the rate of the economic growth is impacted (Kolios and Read, 2013).
Therefore, in the report writer’s workplace they will have to install new telephone lines and computer systems due to the departmental move. The telephone line will have to provide the various options for going to different departments including leaving a voicemail option and the additional computer systems for the new employees hired. Once the new telephone system has been installed the report writer has to ensure all employees are trained up on the phone for each department.
All businesses are restricted by the political world as it includes laws, pressure groups and government offices which can impact the association and the people. It is important for an organisation to understand the political and legal environment effect it has on their business. The government creates rules which must be enforced by the business environment and can have an impact on the marketing strategy world (Koumparoulis, 2013).
For example, when the covid pandemic strike occurred, the government announced all businesses to comply with the pandemic regulation such as wearing face mask, two metre social distancing. Therefore, the report writer will have to ensure when the department change occurs, each department is following the GDPR appliance and employment law regulations. The report writer will always need to look out for rules and regulations that may need adjusting in accordance with the political environment. 
Moreover, culture can be described as the society in which people grow up where their values, beliefs and social standards are influenced by their culture which they firmly hold for their entire life. A cultural environment consists of a business concept that follow a group of people or collective ‘s ideas based on their culture, religion, nationality, language, and other elements. In the report writer’s workplace, when the departmental change occurs this will have an impact on the cultural environment as the existing employees have worked as one team for a long time but when new employees will join there will be differences (Doyle, 2002).
[bookmark: _Toc123035347]The micro-environment has a direct impact on the functionality of the business. It focuses on the area which the company operates on and consists of all the factors that can directly affect the business processes and general performance. The micro-environment factors include suppliers, customers, competitors, and the public. 
Suppliers are crucial for an organisation as they provide the required products and services for the business to operate effectively and successfully. The quality and price of the product along with delivery are the main variables that can impact the company’s marketing strategy. Therefore, it is important to maintain a good relationship with your suppliers as they have a great impact on the business performance and revenue (Garber, 2023).
Therefore, the report writer must ensure a proper supplier management system is integrated when the departmental change occurs. They will have to inform the suppliers of the change and keep them regularly updated regarding the change via meeting and emails. In doing this the report writer is trying to reduce the risk of supplier failure.
Customers are the key factors of a business operating and succeeding.  This is because when customers purchase goods this brings money for the companies. Customers will recommend about the company and even be loyal towards the business. Therefore, customers can be seen as the future of the business. According to Kotler there are five steps in a customer path cycle: 1) Aware – customer finds out about the company, 2) Appeal – customer finds what the company offers and becomes interested, 3) Ask – investigate the company product and services, 4) Act – customers purchases from the company, 5) Advocate – based on their purchasing experience the customer will either recommend the product, purchase additional items (Kotler, 2017).
[bookmark: _Toc123035351]Therefore, when the departmental change occurs, the customers will be impacted as they will have to go through different department for the service they need, and this can frustrate them. The report writer will explain to employees that when speaking to the customer they should explain to customers regarding the new change in a calm and professional manner so that the customers will understand the reason for the change. The report writer will try and see if different options can be available for customers to choose from when calling the company during the change management.
Likewise, every organisation has competitors, so it is important to understand the competitor’s strength and weakness. Understanding what the competitors are offering can help one make their products and services stand out. The business can focus on their prices competitively as well as marketing campaigns. 
[bookmark: _Toc123035352]The report writer must understand that due to departmental change this can impact their business as competitors will want to keep their department to minimal to ensure customer satisfaction. However, despite competition if the report writer and team focus mainly on customer service through building trust and long-lasting relationships with their customers then this will outlast any business challenge. For any organisation the primary factor for increased business reputation and performance will always be customers (McCormick, 2020).
The public would be any group that has a potential interest or even influence on the business goal. However, the report writer understands that the departmental change should not impact the public as they are not overly involved (Baker, 1987).











Evaluate how organisational stakeholders can be efficiently led through complex workplace change
Stakeholders are people or organisations that have an interest in a company and can either have an impact on the business or be affected by the business. The primary stakeholders in a business are mainly employees, customers, suppliers, and investors in addition to bankers and other financial institutions (Fernando, 2023). 
It is crucial for organisations to build a strong and balanced connections with their stakeholders as this will influence how accurately the stakeholders will be able to address the business needs. Without stakeholders, business plans would not be put forward therefore stakeholders are relevant. Business projects will benefit from stakeholders as they can contribute to decision-making and have an impact on organisational behaviour which will also benefit the project management team (Carroll et al, 2018).
Even though there are primary stakeholders, the concept has been broadened to incorporate governments, communities, and trade groups due to the growing focus on corporate social responsibility. There are many impacts stakeholders have on a business which mainly involve goals and objectives, decision-making, sales, costs, operational challenges, and company profit. However, the biggest influence on an organisation is from the owners as they decide the company direction and provide financial expenses to start and expand (Abratt, 2016).
Internal stakeholders are very important for the organisation, and this consists of employees and management. Internal stakeholders must be given careful consideration as they are the decision makers of the business especially for the company’s improved future and make a profit for the business success. However, internal stakeholders must take their job responsibilities seriously and improve on it (Levicki, 1996).
When a change occurs in an organisation, the employees are the primary stakeholders that need to adjust to the change in a positive manner. The employees will then inform other company associates regarding the adjustment. Therefore, it is important for the report writer to have a strong communication network with the employees regarding the change. The report writer can also follow the change model in order to take positive action to help encourage employees to adapt to the new changes favourably (Maurer, 2010).
The change management team will inform the report writer regarding the new change which the report writer will have to understand thoroughly so that they are prepared for any upcoming issues and address any concerns if arises. The report writer will conduct a management meeting so that they can inform other department managers regarding the change, and should any concerns or suggestions arise then this can be discussed within the meeting.
External stakeholders do not work directly for the company but are affected by the decisions and results of the business change. These are customers, suppliers, shareholders, and government agencies who are crucial stakeholders for the business operation as they help maintain business profit and purchase goods and services (Handy, 2006).
Just like employees are regarded as the primary internal stakeholders of a business, the customers would also be regarded as the most significant and primary external stakeholders of a business. Customers use the company services and purchase goods and therefore, are not involved in the daily operations of the business but do contribute towards the business success or failure. When a customer prefers a certain businesses goods and services, they would be loyal to the business however, this cannot always be guaranteed. Should a business fail to meet the customer needs consistently then they will unlikely win a customer loyalty. 
Therefore, it is important for the report writer to ensure customer priority and excellent customer service is provided. So that customers are not overthrown with sudden changes it is crucial for the report writer and their employees to ensure all customers are informed regarding the department change when customer contact is made. The report writer and team need to also outline the benefits of the change so that customers can take it a positive way (Handy, 1997).
Another important external stakeholder would be suppliers as based on their products and materials provided to the companies their reputation is established. In other words, the suppliers must provide good quality materials, deliver them on schedule and produce the required quantity in order to be kept as a supplier of the business. Thus, it is important for an organisation to have relationship with reputable suppliers who will provide high-quality products to meet customer expectations. 
Suppliers can be seen as a crucial aspect of an organisation as their actions can impact how the company functions. For example, if the necessary goods are not supplied within schedule time, then the company will not be able to provide the goods and services to their customers which can impact customer satisfaction towards the company. Therefore, communication with suppliers is a top priority to ensure goods are being delivered on time for customers (Husted & David Bruce Allen, 2011).
The report writer will make sure one of the department focuses on supplier communication so that customers can be regularly updated on their delivery information. The employees will be trained to assist with the supplier communication. However, one problem can be communication time frame issue as sometimes speaking to suppliers/customers can take longer which can delay other supplier communication. 
Shareholders are seen as external stakeholders as they are mainly interested in the company’s profit and do not hold any direct involvement with management activities and how the business is conducted. Their role is to provide money to the company in exchange for a certain rate of return, this can be in the form of cash or assets. If the business performance is poor then this has an impact on shareholders but at the same time if the business performs well and makes more money or profit then the shareholders are rewarded (Desjardin and Shein et al, 2022). 
Therefore, it would be important for the report writer to inform all their shareholders regarding the departmental change, and this will be conducted via a team’s meeting. The report writer will explain that the initial change will cost the company however, after few months once the change has been settled, the company will profit from less complications as multiple jobs will be recruited so that if an employee becomes sicks it does not impact the department.
The government is an external stakeholder for all organisations. This is because the government collects corporate income tax from business and income tax from the employees of the company.  The government protects workers as they have their own set of labour rules and regulations that are put in place for workplace wellbeing.  The report writer will have to ensure that when new employees are hired for the new department along with existing employees are trained on GDPR and other applicable legislation (Desjardin and Shein et al, 2022).
Therefore, the report writer will need to review the interest and importance of their stakeholders and prioritise accordingly. Once the change has been put forward, the report writer will have to initiate a communication plan to update all the stakeholders regarding the change, this would mainly be through meetings. The outcome of the plan would be to explain the relevance and benefit of the change to the organisation. The report writer must understand that there are number of stages that take place for the change process to evolve and a substantial amount of time. If any steps are skipped or error caused, then this will not result in satisfying outcome and can have unsuccessful consequences (Farrokh, & Murphy, 2010).
Even though external stakeholders have impact on organisation they do not have direct access regarding company procedures, decisions and performance as opposed to internal stakeholders who do have direct access as they are inside the organisation. Therefore, it is important for the report writer to identify their stakeholders along with their needs and expectations. To achieve this, the report writer completed a stakeholder analysis process which collects information of stakeholders that can impact the change. The stakeholder analysis is included in appendix A and B (Farrokh, & Murphy, 2010). 
Furthermore, for the report writer to implement change effectively for their organisation they would use Kotter’s eight stage transform model as this helps create a more efficient organisation. 
The first stage of Kotter’s model is to create a sense of urgency among both managers and employees. This is to have support from others who accept the change and can help move forward with the idea. To achieve this, the report writer needs to help prepare the employees for the upcoming change by openly discussing with them why the need for change is required and motivate them to contribute suggestions regarding the change. They can hold meetings to discuss any issues and possible solution for the change and/or use the SWOT analysis with their team to identify existing threats and opportunities that impact the organisation and how the change can help (Creately, 2023). 
Unfortunately, when the covid pandemic strike occurred, only one department was handling all the multiple tasks. The business faced a loss because employees started to leave due to the increased pressure and not being able to cope with multiple tasks. If during this situation, a change of urgency was created of departmental change then the business would not lose out on money and employees as the tasks would have been widespread and more relaxed atmosphere (Kotter, 1995).
The second stage of Kotter’s model is to put together a coalition. This is basically to bring together a competent team with the right qualifications and skills to help provide leadership for the change. The team size will depend on the nature of the proposed change. The team should be able to share an understanding with each other for the need of change along with the goals and objectives the organisation is trying to achieve. It is important to have clear communication channels amongst the team so that they are aware of the risks and challenges that arise with the change and success factors and have clear idea of the roles and responsibilities each person holds as well as the performance measures (Creately, 2023). 
Therefore, to keep continuous communication channel the report writer will set up regular team meetings to listen to any concerns of the team regarding the change. To help motivate the team to support the change, the report writer will explain that without teamwork the departmental change will not be successful, and should success arise then this will be rewarded.
Kotter’s third stage is to develop vision and strategies. This is to create a vision to help direct the change and develop effective strategies for the team to use to achieve the vision. Through vision it would enable one to have a clear picture of the organisation future when the change has been made. Therefore, the vision should be simple and based on the organisation values and the change initiative. Employee ideas should be taken into consideration when developing the vision and it should be easily communicated and understood by everyone (Hughes, 2016).
Therefore, the report writer needs to create a clear and appealing vision for the change. They can stick posters on office wall including the lunchroom to remind staff about the company vision. Everyone in the team need to understand and follow the vision to successfully implement departmental change. This can be done by keeping vision cards on employee desks and have the company vision as a screen background on computers for employees to see. 
The fourth stage of Kotter’s model is to communicate the change vision. Here, the focus is to effectively communicate the vision and strategies so that it encourages the team members of the organisation to support and accept the change initiative. Employees need to believe that the change is required as it will benefit the organisation and themselves (Ghose, 2017).
Therefore, the report writer would need to communicate the vision and strategies frequently by mentioning it in their daily decision making, actions and problem-solving. The report writer would need to use simple words in their communication abilities so that the vision is understood easily. They would encourage employees to give feedback regarding the change and address any concerns, problems or even frustration the employees display in an open and honest way. The report writer will use emails, newsletters, and company intranet to share the vision.
Remove barriers to action is the fifth stage of Kotter’s model. When changes are made, barriers can occur frequently and this can be caused by employees who are resistance to change, process being insufficient or even disempowering managers. Therefore, to achieve the change vision it is important to focus on removing such obstacles (Juan, Zhang, et al 2022).
Therefore, the report writer needs to understand the barriers that are blocking the implementation of change. They need to keep their communication ability open so that they can easily communicate with employees and stakeholders to identify any barriers. The report writer will ensure the necessary training, mentoring, and coaching is given to employees to help them face challenges and undertake the change. When employees are actively working on implementing change then the report writer will reward them for this.
The sixth stage of Kotter’s model is to accomplish short-term wins. Achieving real transformation of the change can take time and sometimes such long wait can discourage employees especially if its 12 -24 months.  Thus, to keep the employees motivated and supporting the initiative, it is important to put in place short-term goals to accomplish and celebrate during the early phase of the change process. Hence, a short-term win is described as an organisational improvement that can be implemented in a short time (Weber, 1989).
Therefore, the report writer will need to identify short-term wins for their organisation such as employees giving ideas of process improvement, how to cut back costs, increase profits. They will adjust and set goals in the system for yearly planning and reward the employees who obtain short-term wins through praise, encouragement or even money. 
The seventh stage is build on the change. This stage is ensuring that the team is still working towards achieving change implementation and not declaring victory prematurely after few quick wins. After every win, the report writer will identify what worked and what did not work for improvement. They will continue keeping their team informed regarding the change vision so that no one forgets the change or adopts new habits (Kotter, 1996).
The last stage of Kotter’s model is to make change stick. This is where the leaders will nurture a new culture where the change can stick. Such changes will include changing the reward systems, organisational norms and values, processes along with other infrastructure elements to ensure everything lines up with the new direction (Kotter, 1996).
For the report writer to successfully implement the departmental change they need to have a discussion with the team about the new changes and the benefits it has. Appropriate training and development programs will need to be created to help employees develop on their skills and competencies which would be relevant to the new change. In addition to this, organisational processes that do not align with the new change will need to be either improved or eliminated. 
Therefore, using the Kotter’s eight step model will help the report writer be able to help reduce change resistance which is the most common barrier within a change management process. The main advantage of using this model is that the stages are easy to implement and the importance of creating a sense of urgency is highlighted. However, the model has been criticised for being time-consuming and sequential. If any of the stages are missed out, then this can impact the change management process (Jain, 2019).





Conclusion
Overall, organisational change is always going to occur and is based on forces such as customers, employees, and market. Organisations need to introduce and manage change that will achieve objectives but at the same time they must maintain the people involved both during and after implementation. This is because employees can become reluctant to change. 
Therefore, if the change is not managed effectively then this can result in devastating and failed outcome so the organisation must provide the correct techniques to support the change management initiative. However, even though implementing change in an organisation can be challenging, the opportunity to implement change will bring something new to the organisation.
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