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INTRODUCTION 
Workplace change refers to the process of changes that occurs when a business changes or alters core components associated with the business operations and strategies. Workplace change includes alteration in the structure and size of the company, culture of the company, technological adaptations, and to any other major objectives, goals and initiatives. Leading and implementing the workplace change is essential as it brings benefits for the business organization in fostering growth and innovation within the company along with the profitability (Sirola, 2022). For example, restructuring the organization structure, and change in leadership style.
TESCO is a British multinational retailer, which became one of the largest supermarket chains by 1990s in the United Kingdom. However, due to the several challenges including, competition, and consumer preferences, etc., management team at TESCO realized a requirement for a change management to regain the position in the market (TESCO, 2024). 
The report will present the analysis on the relationship between the organizational capability and the environmental change along with the contemporary issues and their impacts on the business management. Further, the report will evaluate the relationship between culture of the organization and the organizational change. 
[bookmark: _Toc185323310]SECTION 1 
[bookmark: _Toc185323311]Overview
TESCO PLC, one of the major multinational retailers was founded in 1919, by Jack Cohen. The company originated as a small market stall in London, which expanded its operation in 1920s. The company went public in 1947 and soon became one of the major multinational retailer people know today. TESCO focuses on achieving consumer satisfaction by serving customers with healthy and affordable foods, which benefits them by providing a better quality of life, along with easier and sustainable living. (TESCO, 2024).
Despite the early success of TESCO, the company faced several challenges at the dawn of 2000s, some of which includes enhanced competition from other retail stores including Aldi, Lidl and changing consumer preferences. The early 2000s recession, which significantly impacted on company’s growth-worsened the already bad situation of TESCO. 
Due to the challenges faced by the organisation, TESCO started to lose customers to its competitors and as a result started declining market share. TESCO’s top management realized the urgency of the situation and the need for change management program that would help TESCO, regain its position in the market. (Sharma, Jain and Pajni, 2022).
[bookmark: _Toc185323312]External Factors affecting TESCO
The following factors initiated the change management process for TESCO: -
Political Factors
 The performance of Tesco, which is a multinational leader, heavily depends on political factors, which includes political stability, trade regulations encompassing limitation on imports and exports, taxation policies encompassing tax rates and incentives, involvement of government in trade. Government often encourages big stores to generate employment opportunities, which can help in improving economic situation, as a result new stores were being opened due to political pressure.
Economic Factors
The early 2000’s witnessed recession (i.e. a period of weak or negative economic growth, which is often facilitated by a significant increase in unemployment rate and decline in credit access due to commodity price shocks and arrival of financial crisis) As a result of which TESCO witnessed a significant fall in sales, revenue and profits. Moreover, sales also declined due to increased competition from discount stores such as ALDI and LIDL, which also had a negative impact on TESCO’s market share. 
Social Factors
During 2000/1999, people started implementing healthier and sustainable living which reflected in their food choices. Consumers demand started shifting towards healthier and more sustainable food products, TESCO was slow to respond to this shift and as a result lost the sales and market share to the competitors. Additionally, TESCO was slow to meet the demands for non-food items which also gained popularity at the turn of 2000s. (Phillips and Klein, 2023).
Technological Factors
Technological Factors, play a crucial role in determining organisation success. As technological innovations drive customer base, and if customers feel satisfied that will further attract new customers. TESCO failed to keep up with rapidly changing technological environment, and as a result faced certain drawbacks because of it.
Environmental Factors
Many environmental factors could have impacted the change management at TESCO, some of which can include- climate change, pollution, shift towards sustainability and many more.
Legal Factors
Legal factors such as licensing, government policy changes, standard and safety requirements, etc. could have forced TESCO to apply change management plan. The company must ensure its compliance with legal laws at both national and international level.
[bookmark: _Toc185323313]SWOT
Strength
Brand Recognition
TESCO is one of the most widely recognised brands in the UK and has a strong reputation in the market for selling high quality products at affordable pricing, which contributes to the competitive advantage (Business Model Analyst, 2024). 
Wide Market Presence
TESCO has a wide network of stores in both physical as well as online stores. With over a thousand stores in the global market. TESCO offers a wide variety of goods and services including clothing, electronic, home appliances and more.
Weakness
Dependence on the UK Market
Although TESCO operates in international markets with its operations spread globally, but still a large portion of TESCO’s revenues and profit share depends on the UK market. This reliance on UK market can be seen as a sign of vulnerability as any change in external factors of UK market may lead to fall in revenues and profits (Business Model Analyst, 2024).
Price Wars and Competitive Pressure
TESCO has witnessed an increase in competitiveness and price sensitivity due to the rise of discount retailers such as ALDI and LIDL, this enhanced competition from retail stores leads to fall in market share and profitability (eightception, 2024).
Opportunities
Expansion into international markets
TESCO has an opportunity to capture new and emerging markets such as Asia and Eastern Europe, by providing specialised services catering to the local audience and providing specialised services to create a differentiation. This strategy will allow TESCO to increase profitability and reduce its reliance over UK markets.
Health and wellness trends
With a growing demand for healthier products and sustainable living, TESCO can enhance its customer base by catering to these needs. Though TESCO had already launched its own range of sustainable and organic products, it can offer more such products and services (eightception, 2024).
Threats
Economic Uncertainty
Economic uncertainties are one of the biggest challenges for any organisation, especially when an organisation operates in international markets. These uncertainties include economic fluctuations, fluctuations in currency exchange and others. To overcome such challenges TESCO may need to keep a detailed view of the external environment of business. 
Changing Consumer Preferences
Customer’s demands and preferences keep on changing and evolving based upon market trends and other such related factors. Failure to adapt to changing demands and preferences may lead to fall in market share of TESCO (eightception, 2024).
[bookmark: _Toc185323314]PORTER’s 5 forces
Threat of New Entrants
Threat of new entrants in the retail industry (in which TESCO operates) require heavy capital requirements, a well-established supply chain and economies of scale. Additionally, the high competition from big firms such as TESCO and discount retailers such as ALDI and LIDL. These requirements pose as a barrier to entry for the new entrants (mba skool, 2024).
Bargaining Power of Suppliers
TESCO being a large multinational retailer, purchases goods in bulk which allowing it to negotiate favourable terms with the suppliers. Also, TESCO works with a broad range of suppliers including global organisations, local producers and other parties. All these factors ensure low bargaining power to suppliers (Howandwhat, 2023).
Bargaining Power of Buyers
Customers or buyers have a strong bargaining power in the grocery retail industry, as retail is a very price sensitive industry and customers can immediately shift to the competitors, especially in a today’s price sensitive environment. Moreover, the rise of discount retailers such as ALDI and LIDL provide alternatives at less price which also attracts more customers and as a result TESCO must match the prices to ensure competitiveness (mba skool, 2024).
Threat of Substitutes
Threat of substitution in the grocery retail remains high, due to the availability of wide range of alternatives shopping options, customer can choose from other supermarkets, and online grocery stores. Moreover, the rise of discount retailers also impacts competition in the UK grocery retail markets that serves as alternative sources to consumers (Howandwhat, 2023).
Industry Rivalry
The UK grocery market is highly competitive, with multiple strong competitors such as Sainsbury's, Asda, Morrisons, Aldi, and Lidl. Tesco operates in a saturated market with numerous competitors, putting pressure on prices, innovation, and customer service.
[bookmark: _Toc185323315]Measures Implemented by TESCO to manage Change
After noticing declining trends in sales, market share and profitability, the top management decided to implement change management to re-establish the brand’s identity as a market leader. 
Cost Reduction
After noticing customers choosing discount stores over TESCO, the brand implemented cost reduction program which aimed to streamline the supply chain, increase efficiency and effectiveness of the supply chain, renegotiated supplier contracts and discontinued the product lines with low to no sales.
Customer Focus
TESCO decided to change its practice from selling oriented to customer oriented (a business strategy that focuses mainly upon understanding customer needs and wants and offering the best product to satisfy consumer needs).
This shift resulted in enhanced quality of the products, enhance in-store experience, increase customer engagement through loyalty programs and personalized marketing plans, to improve customer retention. (Castelló-Sirvent, and Roger-Monzó, 2022).
Employee Engagement
There is a direct relation between Employee Engagement and customer satisfaction. TESCO realised the importance of Employee Engagement and its implications in high quality customer service. Simply put if the employees do not feel motivated and participative, then it will lead to lower customer satisfaction and vice versa. 
Technology
TESCO invested in new technologies that improved the efficiency and effectiveness of its operation and led to enhanced customer in-store experience, which positively enhanced the customer base. This includes the introduction of self-checkout machines and online payment options. 
Enhanced Communication
Top management at TESCO knew that changes for an organisation operating at such level, such as itself, would not have been possible without an effective communication plan. TESCO developed an effective communication plan that aimed to ensure that every employee / member of the workforce understood the rationale for the changes and their role in implementing the changes. This participative model includes regulatory updates, meetings, chat and training sessions. (Hayes, 2022).
Measurement and Feedback
TESCO placed major emphasis on controlling, under which it developed a metrics for observation and evaluation of the changes. This process required, setting KPI’s (Key Performance Indicators), monitoring organisational performance against set KPI’s, analysing and finding areas of improvement, identification of deviation.
[bookmark: _Toc185323316]Leadership Style Implemented
TESCO’s change management plan is the perfect example of how an organisation can transform itself using the change management plan. During the entire duration, Management of TESCO adopted democratic form of leadership (a type of leadership in which powers are delegated to the lowest level possible) this leadership style ensured that all the employees feel participated in the decision-making process, which improved employee morale and motivation. Moreover, it also helped to convey the plan to its customers, in a much more effective and efficient way, which led to enhanced brand value. (Sultan, 2020).
[bookmark: _Toc185323317]Impact on organisational Culture
If an organisation has a good working environment and a good organisational culture this directly impacts the organisational productivity, productivity of the workforce, customer engagement, team morale, strong brand identity, organisation performance, increased employee and customer retention. Top management at TESCO made sure, ensured a positive work environment by undertaking activities such as - increasing employee participation in decision making within an organisation, undertaking regular team meetings, maintaining employees work-life balance, providing reward for good work, motivating employees, encourage company culture and maintaining effective communication. Through such changes TESCO was able to communicate key changes along with individual roles and responsibilities in implementing of those changes in the best possible manner. (Brannen, 2020).
[bookmark: _Toc185323318]Areas that could have improved
Training and Development programmes
The management of TESCO could have developed training and development programmes for employees, this would have helped the company to enhance communication with employees and a better opportunity to convey changes and roles to employees.
Addressing Resistance to Change
While implementing changes there are many resistances that a company could face, this includes resistance from customers, resistance from employees and more. Company could have addressed such resistance in a much better way that could have allowed smooth implementation.
Better Communication with Stakeholders
Stakeholder includes people who have interest in the organisation, this includes shareholders, customers, etc. During the downfall, shareholders are usually concerned with the organisation performance, during such times it is necessary for an organisation to maintain communication with the stakeholder, and this includes providing weekly/monthly updates, strategies to improve performance and more.
[bookmark: _Toc185323319]Future Outlook
Customer Relationship Management (CRM)
With increasing trends in Automation and AI (Artificial Intelligence), TESCO can integrate the CRM with AI, this would allow TESCO to keep up with the technological environment and simultaneously enjoy benefits such as, building continuous customer relationships, more productive sales force, actionable analysis of customer dashboards, customer centric automation, increased productivity with AI, scalability for growth, and more. Some of the examples include, providing AI shopping assistant that identify customer needs and suggest products as per the need of the customers. (Lauer, 2020).
Data Analytics and Personalisation
TESCO being a multinational retailer collects data from users, which can be used to develop detailed insights on consumer consumption habits and to form a personalised marketing plan catered to user’s needs and demands. This strategic move can allow TESCO to make informed business decisions, improve efficiency, personalise customer experience, mitigate business risks, minimise market volatility, and gain better understanding of international markets.
[bookmark: _Toc185323320]SECTION 2
[bookmark: _Toc185323321]Evaluation of the Change Management Models
[bookmark: _Toc185323322]Critical evaluation of the change management models
There are specific models that are made to execute the work model for the understanding how to get the changes productively, although their sustainability and efficiency relies according to the context in which they are implemented. In this there are three change model implemented such as Lewin’s change management model, Kotter’s 8-step change model, and ADKAR model (Donato, 2023).

[bookmark: _Toc185323323]Lewin’s Change management model (Unfreeze-Change-Refreeze)
Kurt Lewin's model, developed back in the 1940s, is one of the earliest and most recognized change management models. It proposes that proper change happens in three phases: Unfreeze, Change, and Refreeze (Ellis, 2023).
Unfreeze: The first stage is about changing the organization's norms and behaviours by challenging the status quo. This includes creating a convincing impetus for change and weakening the forces of the status quo.
Change: this is the step where the actual changes is made. It includes the introducing the desired change as helping in the essential support and services for the workers.
Refreeze: this is the final stage, and it on the justifying the new hiring of employees’ behaviours and processes by making sure that they develop the new norms. 
Strength 
Simplicity – Lewin’s model is easy to identify and implement, providing it into the wide range of the companies, according to the size and working environment.
Focus on sustainability – through emphasizing the demand to ‘refreeze’ Lewin’s model make sure that the changes are not on the permanent basis, but it gets the hold with the company. 
Limitations
Liner and rigid: Lewin’s model somehow it highlights the simple, linear methods to changes. In movement of the fast-moving business world, making changes are more unsolidified and iterative, need the elasticity and adaptability. 
Lack of details: The model does not specifically help in managing each stage of change with clear guidelines; this, therefore, means that leadership will not know what the roadmap is when trying to execute change.
[bookmark: _Toc185323324]Kotter’s 8-step Change Model 
John Kotter’s 8-step model was formed in the year 1990s, which is providing a more detailed and actionable work model for the management of the changes (Laig, and Abocejo, 2021). 
Create urgency: Show people why change is imperative.
Build a strong coalition: Bring together a set of people who have the skills and credibility to drive the changes. 
Define the vision for change: Develop an inspiring and clear vision of what change will look like.
Share the vision: Communicate that vision with all relevant audiences in order to get buy-in.
Empower action: Remove barriers, encourage and reward risk-taking. 
Produce visible, short-term wins: Demonstrate short-term wins that can build short term momentum.
Consolidate gains and create change: Leverage the first results to create additional changes.
Anchor the changes to the culture: make surety of the changes made it into the organizational culture.
Strength 
Comprehensive and structured: Kotter’s model is mainly detailed and giving the clear, step by step commands the change management. It makes the importance of the authorities, communication, and permission.
Focus on leadership and vision: By highlighting proper leadership and a strong vision, the Kotter model deals with the human element of change through motivational aspects and direction for employee performance during the process (Lim, 2024).
Limitations
Time minimising: This means that the 8 steps can be time-consuming especially in large organizations. With communication and coordination issues being more complex, it complicates the process further, sometimes overlapping or needing to re-visit certain steps.
Assumes a liner progression: The model assumes a very linear and sequential manner where change will occur, something not entirely true. 
[bookmark: _Toc185323325]ADKAR Model 
The ADKAR model is introduced by the Prosci in the decades of 2000s, which focuses on the individual changes rather the doing changes in the company (Thekkekara, 2023).
Awareness: Create awareness about the necessity of change.
Desire: Develop desire to work and support the change
Knowledge: Prepare workers with necessary knowledge and training to deliver change
Ability: Equipping the employees with the skills necessary for performing the required job after change
Reinforcement: Reinforce the change with rewards and recognition.
Strength 
Clear and actionable steps: The ADKAR model clearly provides guidelines that are action-oriented for applying to an individual, department, or team. This focuses the leaders' attention to work with an individual on specified barriers to change.
Limitations 
Individual-centric: as the ADKAR model is productive in the managing the individual behaviour, it might not give that much of the focus on wider company’s factor, for example, culture, methods, and authority connectivity. 
[bookmark: _Toc185323326]IMPLEMENT THE IDENTIFIED SUITABLE STRATEGIC CHANGE
[bookmark: _Toc185323327]Implementing the ADKAR Model for Customer Relationship Management in Tesco to Improve Customer Service
Tesco, one of the biggest retailers in the United Kingdom, strives continually for improvement in its customer services for sustainable advantage in a dynamic retail marketplace. With the ever-rising needs of CRM services and smooth customer experiences, Tesco may employ automation and personalization for upgrading its customer service operations.
The ADKAR Model stands for Awareness, Desire, Knowledge, Ability, and Reinforcement. Using this model as a guideline can help implement the above strategic changes. From step by step the method of the ADKAR model to help Tesco in upgrading CRM to develop the customer services. 
Awareness – making awareness of the need for change
Current problems – Tesco should, therefore, expose weaknesses in its existing customer service model. These may include long queues, poor CRM services, and inefficiency in the delivery process. Most of these result in poor customer satisfaction and a negative brand reputation.
External factors - Tesco should highlight the rising demand for customized experiences from customers that are now the standard for the industry. Competitors, such as Amazon and grocery delivery services, have already accepted the use of sophisticated with the CRM, which Tesco must keep up with (Tin, 2023).
Desire – developing a desire for change 
Worker’s involvement - For Tesco, employees in customer service specifically will need to be clearly knowledgeable of how CRM cuts down on their workforce and frees up much time for higher-value tasks in areas such as solving hard issues with customers. Therefore, this shift can come along with higher job satisfaction, reduced burnout, and an opportunity to upskill into new technologies (Hao, 2023).
Leadership support – top authorities should actively motivate the change to encourage the desire for the innovation. This might engage sharing the success parts from other companies that made the successful implementation of relevant changes. Addressing the developments in the customer fulfilments, trust, and operational effectivity in the organisation. 
Knowledge – giving knowledge and skills for change 
Personalization methods – workers can also be guided and trained on the how to use the consumer data for example, purchasing history, need and wants, and behaviour, to provide the personalized services. The consumption of Tesco’s Clubcard data to offer the substitute products, promotions, and incentives, along with providing a tailored content to the buyers with the use of the online platforms. 
Technological and soft skills – worker should be guided and trained for not only in the technical automation, but also in the factors of how to maintain the CRM. Along with the way it looks on the analysing the expectations where the automation doesn’t work, and where the human presentation is essential to make clarity of the customer fulfilments (Laine, 2024).
Ability – make sure of the workers could make changes 
Technology integration - The CRM software should be integrated into Tesco's existing platforms, which include their customer relationship management (CRM) system, the Tesco app, and other online services. With such integration, customer service agents can easily gain access to automated systems while responding to customers (Larsson, and Thesing, 2024).
Support for transition - Tesco should be providing on-the-job support and training in the early implementation of CRM tools. This could also include a helpdesk for staff to pose questions, debug, and receive guidance on best practices when using the new tools. The objective is to make the transition period as smooth as possible and ensure that staff can use these technologies without fear (Popoola, 2024).
Reinforcement –confirming the change is implemented
Regular feedback and development - To make sure these changes stay relevant and potent; Tesco should recurrently solicit feedback from customers and employees. This will be achieved by doing surveys or conducting focus groups, and of course, tracking KPIs in the form of response times, customer satisfaction scores, and operational efficiencies (Sobhani, 2022). 
[bookmark: _Toc185323328]SECTION 3
Proposal and implementation of change strategy 
Based on ADKAR model (Thekkekara, 2023) introduced by Prosci, TESCO can make a change management plan which will address the current challenge the organization is facing along with the proposed change management plans which are required to overcome this challenge.
[bookmark: _Toc185323329]Financial plan- this plan makes sure a structured, manageable approach in implementing Customer Relationship Management software at Tesco, with the financial oversight and effective risk management.
	Elements
	Details
	Estimated cost
	Time frame
	Parties involved

	Software purchase
	License fees for the CRM software.
	£500,000
	1-2 months’ timeline
	IT department, procurement department

	Integration
	Adaptation and integration of CRM software at Tesco’s business operations.
	£300,000
	3-4 months’ timeline 
	IT department, development team

	Training
	Training and development providing support on CRM use.
	£150,000
	2-3 months’ timeline 
	HR and training team

	Change management
	Managing the change and communicating to the stakeholders for the engagement.
	£100,000
	Can be ongoing or 6 months’ timeline 
	Change management team and HR 

	Maintenance
	Annual maintenance of the implemented software. 
	£100,000 per year
	Ongoing process
	IT support team and vendors






[bookmark: _Toc185323330]Communication plan- This plan ensures the transparent, on time, and constant flow of information throughout the CRM implementation process at Tesco, fostering the engagement and support. 
	Component 
	Details 
	Target audience
	Communication method
	Timeframe 

	Project announcement
	Introduce CRM project and its objective
	All the employees
	Email, conferences, etc.
	At the start 

	Training and support
	Providing details about training schedules 
	Support teams and relevant employees
	Email, and training sessions
	Weekly or twice a week

	Progress update
	Share achievements or adjustments if any
	All the employees and involved stakeholders
	Email, and team meetings 
	Monthly 

	Feedback 
	Collect feedback from the users after implementation
	CRM users, sales team and support teams
	Surveys, focus groups, and meetings
	After 1 month of implementation


	System updates
	Notification about system updates
	All employees
	Through emails 
	Quarterly or whenever required



[bookmark: _Toc185323331]Evaluation plan- The evaluation plan makes sure that the CRM software implementation at Tesco is evaluated across the key dimensions, with a prime focus on the consistent improvement and the stakeholder feedback. 
	Elements
	Details
	Evaluation methods
	KPIs
	Timeframe
	Frequency for evaluation

	Users
	Measures the CRM usage
	Surveys, system analytics
	% of employees using CRM, completion rate of training
	1-2 months after the implementation
	Monthly 


	Customer satisfaction
	Assess the impact of CRM
	Customer feedback and surveys
	Customer satisfaction, NPS score, customer ratings
	3-6 month after the implementation
	Quarterly 

	Operational efficiency 
	Evaluation of the improvements due to implementation 
	Performance metrics 
	Customer enquiries, service requests and time saving in sales
	3 months after implementation 
	Quarterly 


	Return on investment 
	Measures the financial return from the implementation 
	Financial analysis 
	Cost savings, revenue growth, increase in sales through CRM 
	6 months after implementation 
	Semi-annually

	Performance of the system
	Reliability on monitor system and functionality 
	IT reports and customer feedback 
	System downtime, user reported issues
	Ongoing process
	Monthly 



[bookmark: _Toc185323332]Leadership approach suitable for implementing the strategic change
The highly suitable leadership style for initiating and implementing any strategic change in the organization is the transformational leadership style. Under this leadership style, the management can build trust enhancing the confidence among the team members who will implement the change in the organization by inspiring and motivating them to collaboratively work towards accomplishment of the organizational objectives (Jaroliya, 2022).
Transformational leadership style offers several benefits to the organization by motivating and inspiring team members and employees. The leader can boost the sense of commitment and purpose among the team members encouraging creativity, innovation, consistent improvement, fostering the growth of the organization ensuring capability of the organization to adapt in the dynamic environment. 
[bookmark: _Toc185323333]Step by step process to implement CRM
The CRM is a core resource for every organization to grow. So, an effective and careful implementation is essential. Allowing the ample amount of time to the process ensures the team to make the most of its capability for atomization and personalization to improve the customer service with the use of Customer Relationship Management technology (Lauer, 2020).     
Analyzing the need for CRM 
The first step in the implementation of CRM is to assess and analyze the reason for which CRM is needed in the organization. Think about how the CRM will help the organization to meet its objective by overcoming the challenges and then accordingly set the objective to accomplish the same ensuring smooth implementation.  
Choosing the correct CRM application 
The next essential step is to choose the right CRM application that will be best suitable for the organization. The organization must compare all the different features, services and the support that a vendor provides, which can be integrated easily with the other departments within the organization (Yasiukovich, 2021). For example, HubSpot, EngageBay, and Microsoft Dynamics. 
Building an implementation team 
Once the suitable and appropriate CRM software has been chosen, along with the objectives to achieve. The next step is to build an implementation team, which is essential to determine each member’s role will be in the implementation project. At a basic level the organization should include:
1. A project manager who will lead throughout the CRM planning 
2. An application analyst who will be responsible to migrate the required data
3. Application developer who will be the in charge of customization of the system.
4. Test engineer to carry out the test that will be required before going live. 
5. Along with the representatives from each team including, sales team with the sales manager, marketing team with their marketing managers, project managers, and the customer service representatives. 
Once the team has been created, they are needed to be involved in each step of the implementation plan.  
Creating a change management plan
The next focus should be on formulating a perfect and effective change management plan, which will assist the people in the organization to conveniently adopt the changes in the future, managing the changes bought by the implementation of the CRM. So, before CRM implementation, the team should assess and evaluate the feedback of employees, their potential for training, and the other technical challenges related to using a change management plan (Jami, 2021).  
Budget for implementation
Planning a budget for CRM implementation is a significant step as it will help to effectively plan and to reduce the unnecessary costs. Before planning the budget, the manager must ensure that every expense is included because the cost for getting this process in a wrong way can be very high. From wasted staff hours to investing in the software. To avoid extra expense the following step can be kept in mind while preparing a budget:
1. Making account for everything 
2. Conducting a risk management 
3. Reviewing the payoff  
Third party integrations- the third-party CRM integration is essential to ensure the correct set up of custom API. The software must be integrated with the other system within the organization. 
Data migration- migrate the existing data about the customer and company into the CRM system using data migration tools. 
User training- leveraging training software efficiently train the users on board to ensure faster ROI.    
Testing- once the environment is ready, it must be put with multiple rounds for beta testing across all the teams of organization which will ensure the error-free running of application while going live.   
Consistent evaluation 
After going live with the CRM system in the organization, tracking, monitoring, and measuring the progress is crucial. This will help the organization to benchmark their performance over time and rectify the error in the required areas. 
[bookmark: _Toc185323334]Probable impact of the CRM implementation 
Here is the probable impact that an implementation of CRM will have on the culture of TESCO:
Increased productivity and sales: implementing an effective CRM system for a better insight of customer preferences and behavior. The organization can use this data to tailor the strategies for marketing, optimizing the product line, and enhancing the customer engagement, increasing the sales and productivity (Cavaliere, 2021).
Diminishing failure: CRM, provides a structured approach used to manage the customer relationships, by providing a foundation for growth in the organization. It will help the organization to adapt the market dynamics, determining challenges, and mitigating the risks by the customer data, ensuring long-term success.
Automation: effective CRM systems will help to streamline the tasks associated with the inventory management, customer communications. Automating the processes boosts the efficiency, by reducing the costs. 
Positive customer experience: CRM will keep the organization organized by providing the easy access to the information related to its customers. This will enable the organization in personalizing the customer interactions, streamlining the checkout processes, and offering responsive live chat customer support for positive customer experiences.
[bookmark: _Toc185323335]RECOMMENDATION 
From the above analysis it is recommended for the TESCO to adopt Transformational leadership style for successful implementation of the strategic change with the use appropriate strategies associated with the desired objective within the organization. Based on the current challenge which the organization is facing, there is a need for automation and personalization to improve the customer service. By adopting the CRM technology, along with effective CRM strategies related to the business requirement, which will result in mitigating the challenges that are present in the customer service management of the organization by enhancing the customer relationships, fostering trust and build loyalty. 
[bookmark: _Toc185323336]CONCLUSION 
It is concluded that change associated with technology, organization and cultural change is a constant within the workplace. The business organization need to take necessary steps in adapting these changes within their business environment. Further the report has critically evaluated the change management models along with the leadership approach and identified the suitable one for the chosen organization, based on which a change management plan has been proposed. It has also presented the process for successful implementation of the change strategy. Lastly, the report has covered the probable impact of strategic change on the culture of the organization along with the recommendation for the organization to effectively implement the strategic change for long term success. 
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