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[bookmark: _Toc134211616]Executive Summary 

This report highlights the key issues that Evri have experienced which has led to the change within the organisation that has taken place this change was rebranding the company from Hermes to Evri, the change was necessary because of the company’s dramatic growth negative reviews bad reputation as well as accusations of mishandling parcels and mistreatment of staff as well as pay disputes. This report also addresses how change management is an important part of any organisation’s ability to effectively implement change by using a variety of models that are openly available and easy-to-use these include Lewin’s force Field analysis, Kolb’s experimental learning and Kotter’s eight accelerators, these tools are used in conjunction with a swot and pestle analysis allowing for an in-depth overview of Evris position allowing for comparisons to other companies trading in the same market. Also discussed is the importance of any change being made being done successfully whilst considering risk factors and the possibility of the negative impacts it could have if the change is unsuccessful. Finally reaching overall conclusions on how Evri has addressed this and whether or not they have achieved the end goal this has led to recommendations for the organisation going forward and continuing to have a successful future. 
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In this report the researcher will follow on from the previous presentation and further investigate why the company formerly known as Hermes rebranded and changed its name to Evri, this will be done through Internet websites journals newspaper articles and textbooks, the researcher will look at change management theories and models to critically analyse Evri to see if they have used any tried and tested strategies to help make the change a success.
Hermes which is now known as Evri is a delivery service that first originated in Yorkshire in 1974 (Evri, 2019), this small family business in the last 49 years has expanded into an international transport logistics organisation, their headquarters are now based in Germany, in 2020 Advant acquired the company (Shennan, 2022). They currently employ 15,500 employees (Marketline, 2023), in 2019 Hermes reported delivering more than 335 million parcels a year,  Evri not only delivers private and personal deliveries they also are in collaboration with larger brands such as ASOS, Marks & Spencer’s, and John Lewis (Evri, 2022)  with a revenue of $4.139 million (Marketline, 2023). They have led the way in their sector by being the first UK delivery company that offers a seven-day a week service (Evri, 2019), and more recently have teamed up with the post office allowing customers to use branches to be able to drop off and pick up parcels this was in a bid to take pressure off of Royal mail who have suffered with employee strikes (Cotterill, 2022). In 2022 Hermes went through change in regard to it rebranding itself from the company known as Hermes to what is now Evri this rebranding also included identifying and changing the culture within the company (O'Dell, 2022). In the rest of this report Hermes/Evri will now be referred to as Evri.

[bookmark: _Toc134211618]Main Body
[bookmark: _Toc134211619]Change Management
To change something requires the ability to make different or transform (Dictionary.com, 2023), whether this be someone or something an adjustment needs to take place, these modifications can be controlled or uncontrolled (Anon., 2023).  
Change is inevitable in a world that is continually evolving (Cameron & Green, 2020), change management is the process of planning implementing and managing changes in an organisation change can be driven by a variety of factors including shifts in market demand changes in leadership technological advances or shifts in strategic direction the goal of change management is to help organisations navigate these changes effectively minimising disruption and maximising the benefits of the change, one of the most critical aspects of change management is the need to communicate effectively effective communication is essential to ensure that everyone understands the change why is happening and how it will impact them clear and consistent communication is necessary to build trust and minimise the resistance to change organisations need leaders that can provide a clear vision for the change this includes providing guidance and support throughout the process, managers who need to implement change also need to have the ability to focus on people and culture this again allows for training and support this support does not stop once the change has taken place and needs to be continual throughout the organisations existence, In the case of Evri the change that took place was a planned change this was an internal decision made by external factors, internal factors are controlled and can include an organisations culture, structure, leadership, resources, and capabilities. However, the external factors are outside of the organisations control (Burnes, 2017), and it is clear that Evri have no to little control over people’s thoughts of a company, or the actions of their self-employed drivers.
[bookmark: _Toc134211620]Force Field analysis
Kurt Lewin a psychologist and social scientist is one of the first researchers to analyse organisational change and developed a model called force Field analysis, this model helps an organisation to identify any driving forces that are pushing for a particular outcome and the restraining forces that are hindering it, this involves defining the problem or decision that needs change, then identifying the drivers of change as well as the restraining forces against the change, once this has been completed the organisation is to assign a score based on strength or importance this score is then used to make a plan to enhance the positive driving forces and reduce the negative restraining forces (Lewin, 1952).
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It can be seen from the analysis (figure 1) that has been constructed that the score for driving forces is higher than the restraining forces, this shows that the change is positive and should go ahead. This model is an effective way in helping an organisation decide whether a change could be effective, regardless of the size of the company it is easy-to-use and understand.
[bookmark: _Toc134211622]Experimental learning
Another theorist related to change management is David Kolb his theory of experimental learning also known as the learning cycle suggests that learning goes through four stages these are concrete experience or the activist, this is related to the change and the impact it has on them, reflective observation or the reflector this is where individuals reflect on their experience and try to understand how it will affect them, theoretical concepts or the theorist, this is where they make sense of the change by forming theories or generalisations about it, and finally practical experimentation also known as the pragmatist this is where individuals try out new approaches to the change using what they have learned from previous the stages, this model can be used to help individuals adapt to changes taking place, Honey and Mumford (Honey & Mumford, 1992) have also built on Kolb’s work and this has also help managers form strategies that are tailored to individuals to help give training, guidance and support to embrace the change that is to take place (Kolb, 1984), this can support Lewin’s force Field analysis by reducing the restraining forces even further. In the case of Evri even though David Kolb’s theory is extremely useful is it was not necessary to be used in the change that took place as this change was implemented from the top of the organisation and something that the employees of the company would have just had to get on board with however having it in place and using it could be beneficial to the company as this could make employees feel valued when including them in big decisions.
[bookmark: _Toc134211623]Eight accelerators
John Kotter a Harvard business School Professor is well known for his work in change management he developed an eight step process for managing change he called it the 8 accelerators this theory is to help organisations implement change at a faster pace while still being effective (Gordon, 2022), the first accelerator is to create a sense of urgency this involves creating a compelling case change and communicating it with the organisation to build support and get momentum if an organisation does not sense the urgency it may struggle to overcome resistance to change and make progress. The second accelerator involves building a guiding coalition this brings together a group of stakeholders who can provide leadership and support for the change to take place as mentioned above to involve stakeholders can give a strong foundation for the change making them feel empowered, motivated, and valued. The third accelerator is to form a strategic vision and initiatives this helps an organisation to have a clear vision for the future this can help keep focus whilst working towards the same end goal. The fourth accelerator known as the volunteer army, this looks at engaging individuals who can help drive the change, again empowering the change agent can help build momentum and increase productivity. The fifth accelerator suggests removing barriers this accelerator is again linked to Lewin’s force field theory and the restraining forces, removing these barriers in the early stages allows for a more effective and time sensitive conclusion. The sixth accelerator suggests celebrating the quick short wins or milestones this helps to maintain morale by showing stakeholders that the process is positive and achievable. The seventh accelerator is to maintain acceleration, embedding the change into the organisations culture this allows for the change to continue to be effective over the long term. Finally, the eighth accelerator involves making the change a permanent part of the organisation this ensures that it is fully integrated with in all aspects of the organisation’s future operations (Kotter, 1996), for Evri this accelerator is important as to change the name of a company is a risky but permanent decision to make it is very difficult to go back once this sort of change has taken place. Kotter’s eight accelerators provide a comprehensive framework and by following this process the organisation can increase the likelihood of success and create lasting change that drives growth and innovation, Evri has used the change to also improve reputation not only as a courier service but also as an organisation to work for.
[bookmark: _Toc134211624]SWOT
Another successful tool to help analyse a company is a swot analysis, it is suggested (Mullins, 1996) using a swot analysis helps an organisation to evaluate its market position, this allows for strategies to be developed to capitalise on its strengths address its weaknesses take advantage of opportunities and mitigate threats, strengths are the internal factors that contribute to an organisation’s success these can include a strong brand reputation, talented workforce, efficient operations, and strong financial positioning. Weaknesses are internal factors that hinder an organisation’s success these can include a lack of innovation, poor leadership, low employee morale or ineffective processes. There are two external factors, firstly opportunities these can benefit an organisation and should be taken advantage of, these can include market trends, changes in consumer behaviour, technology advancements, or new partnerships, threats are also external and can negatively impact an organisation these can include economic downturns, new competitors, and negative reviews and should be monitored closely (Mindtools, 2023). Figure 2 shows Evris is at a strong position within the market offering competitive rates which has allowed for the dramatic growth that they have seen, these can be seen as their strengths, unfortunately the negative reputation is a weakness for the organisation and needs attention, the strengths and weaknesses are controlled by the company and are internal factors, the external factors are the opportunities and threats which Evri have little to no influence over. An increase in online shopping has been an opportunity for the courier service to expand on, whilst the Evris threats are rival companies which may reduce prices to compete with them as well as any future recessions, these two external factors should be monitored closely at all times as things can change extremely quickly.
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A pestle analysis is a strategic planning tool which helps to analyse external factors that can impact a company or organisation’s relations, this stands for political, economic, social, technological, legal and environmental, this tool is commonly used within organisations and also helps to analyse positive and negative issues that could arise in the future, a political issue that Evri could face would be the government’s policies and regulations that affect its company directly such as the need to convert to electric vehicles this however also comes under environmental and as this is a hot topic at present throughout the world this could come under many of the other headings, also with the poor treatment of employees Evri could also face problems with Labour laws as well as Brexit affecting trade restrictions, again these issues interlink with other headings within the pestel and can affect a company quite quickly if not monitored well. If an organisation monitors and updates their pestle regularly, they can implement or develop strategies to address future issues this allows for smoother transitions (CIPD, 2021). 
[bookmark: _Toc134211627]Rebranding
The change that Evri has implemented was rebranding, rebranding a company involves changing the company’s name, logo, design, or overall image to improve its position in the market and attract more customers. It is a strategic decision that requires careful planning and consideration. The main objective of rebranding is to improve the company’s visibility and relevance in a competitive market. However, it could be argued that rebranding a company can be risky as it can result in negative consequences if not executed properly. A poorly executed rebranding campaign can lead to confusion among existing customers and a negative impact on the company’s brand reputation. Therefore, it is important to have a clear understanding of the reasons for rebranding and a well planned strategy in place before embarking on a rebranding campaign (Arkinstall, 2023). Evris rebranding took place in 2022 and it is suggested this was driven by four main drivers, these are dramatic growth (Anon., 2022), negative reviews, mishandling of parcels, and pay disputes, it can be seen that it was done to get away from negative reviews therefore the hope of improving its reputation was greater than the risk of impacting its already negative reputation even further. In 2021 the company reported a 69% increase in turnover (Anon., 2022), it could be suggested that this is connected to the Covid 19 pandemic where high streets shops throughout the world were forced to close in a global lockdown and customers having to rely on online shopping and therefore increasing the need for delivery, according to statista this was an increase to just 1.3 billion from the previous year (statista, 2021), this dramatic growth could have contributed to the funding of the change that was implemented, as to redesign and print their new logo on all of their fleet vehicles as well as other merchandise and advertising this would have been a costly outlay. The negative reviews that every has received were seen in a recent poll constructed by Martin Lewis and the money saving expert team unfortunately even after the rebranding Evri still ranked as the worst performing delivery service in 2023 this was an increase from 48% in 2022 to 62% in 2023 (MSE Team, 2023), Evri are still receiving negative comments regarding the company’s reputation (O'Dell, 2022). It is apparently commonplace for delivery companies to sell undelivered parcels at auction however the company has to have tried to deliver the parcel or the parcel has to show insufficient or incorrect delivery addresses for this to take place, unfortunately rumours that Evri were mishandling of parcels were found to be true after a channel 4 investigation the results from this clearly showed that the company were not trying to deliver or return parcels and just sending them straight to the auction house, the auction house in question admitted to seeing Evri delivery drivers at least 3 to 4 times a week, Evri did release a statement apologising and admitting that occasionally mistakes could have been made and would be retraining staff to prevent this from happening in the future they also apologised to anyone who had lost out financially because of the shortcomings (Sharples, 2020). The final issue that Evri had acknowledged was the fact that some of the 15,000 employees are actually on a self-employed basis, this has led to drivers earning as little as £20 a day or in busy periods such as Christmas this can increase, this issue has had an effect on drivers who feel they are not being paid the minimum wage (Halle-Richards & Mackinlay, 2023) this leads to low morale, it has been seen that low morale in the workplace can impact productivity (Maslow, 1954) this can then go on to affect high turnover of staff this can have several negative impacts on an organisation it can be costly for the organisation as recruiting incurs expenses like hiring and training new employees and in the case of a courier service it is timely having to train the new drivers on the roots they have to take also seeing a company have a high turnover will affect future employees applying for a job within the organisation as it shows a sense of negativity towards the employee. For those employees who do stay within the company seeing others leaving after short periods can put pressure upon their workload reducing morale again this can lead to reduced productivity and the quality of their work which can siphon through to the consumer by receiving a poor service, all of this could lead to a decrease in revenue which is something any organisation must try and prevent from happening (CIPD, 2021).
[bookmark: _Toc134211628]Conclusions
Hermes the courier service changed its name to Evri as part of the rebranding effort. The name change was a smart move for several reason and has been successful in achieving its intended goals. Firstly, the name change was necessary because the company was expanding beyond just courier services with a focus on e-commerce and logistics the company needed a name that reflected this broader scope of service. The name Evri is more relevant to the company’s new focus and more appealing to its target audience. The new name is easier to pronounce and remember, Hermes was often misspelled or confused with other companies that share the same name which led to confusion and frustration among customers, Evri on the other hand is simple catchy and easy to remember making it more likely that customers will remember the company’s name and use its services. The name change has helped the company to differentiate itself from its competitors, the courier and logistics industry is highly competitive, and companies need to standout to attract customers. Evris new name and branding helped position the company as a modern innovative and customer focused organisation which sets it apart from its competitors. The rebranding effort has been successful in generating positive buzz and publicity for the company the name change was accompanied by new logo colour scheme and marketing campaign which helped generate excitement and interest among customers and stakeholders. The name change has also helped the company to move away from the negative press it had regarding its mishandling of parcels, ill treatment of employees and bad pay. This has allowed the organisation to re-evaluate on how it should respond to any negative issues in the future, Evri has offered to retrain staff so that the mishandling of parcels does not continue in the company’s future this is in a hope to return faith to the company whilst retaining present customers and recruiting future clients. However it could be argued that the rebranding has not been successful as there are still reports that show the internal culture has not actually changed with employees still being underpaid, as this change is still fairly recent it will have to be seen whether or not Evri has been successful in achieving its goal or whether all the time money and effort that was put into rebranding the company was unnecessary as they refuse to acknowledge the internal issues within the company.
[bookmark: _Toc134211629]Recommendations
The writer recommends that Evri continues to monitor its market position using the tools that have been suggested in this report, by compiling a SWOT and PESTEL this will allow the organisation to continue with the successful growth that it has recently experienced, also using these two tools will allow for a successful force Field analysis if other changes are required and highlighted by the SWOT and PESTEL. Continue to retrain employees so that they are up to date with the new culture that Evri is trying to implement this will also increase productivity and staff morale, as well as reducing staff turnover. Monitor future trends allowing the organisation to stay current relevant and in a good market position compared with its competitors. Research further into the use of electric vehicles whilst taking into consideration the environmental impact that running a logistics company can have.
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