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Introduction
The purpose of this report is to implement workplace changes and to critically assess how the world of work is changing rapidly using relevant literature as well as relevant workplace models which relate to workplace changes, such as Kotter’s 8-step change model which is a process that uses the employee’s experience to reduce resistance and accept change, this is known as change management. Furthermore, to this report, the Lewis model will also be used for change management and will critically explain why this model is useful for implementing changes within the working environment of Hate My Phone Ltd. Hate My Phone Ltd is a company which specialises in recycling tech items such as mobile phones, tablets, laptops, mp3/mp4 players and gaming consoles. The organisation structure of Hate My Phone Ltd can be influenced by the change management process which has both a positive and negative impact towards the business and this will also be critically discussed within this report. Lastly, Hate My Phone Ltd.’s stakeholder’s analysis will be conducted in a way that will explain the roles of the organisations team players such as the managers, employees, team leaders, CEO, customers and suppliers. The stakeholder analysis will be used to align all stakeholders on the company goals and plans as well as understand and resolve potential risks which help prevent misunderstandings and can create an opportunity for individuals to express their ideas/issues/concerns within the business and outside the business. This can also lead to an individual expressing the beliefs, values and attitudes within the workplace culture which is very important for every business including Hate My Phone Ltd.
[bookmark: _Hlk116667048]How the world of work is changing
One of the effective ways that the world of work is changing is individuals will no longer be working individually and will be working more effectively in teams, this is because workplace relationships include weak links where people who barely know each other within the workplace will have to work together in teams and this is a strategic way of businesses to get everybody involved within the business not only to work along with everyone as well as getting to know each other but also to maintain business relationships which help businesses become more sustainable.
The technology and globalization have created a world of work which makes it possible to work with any individual from anywhere and the employment scene is changing at a fast rate which therefore is vital to know and understand these changes. Productivity is affected in the world of work due to the covid-19 global pandemic which every individual around the world has faced and this is said because productivity is shifted towards remote working which decreases productivity towards this unique situation which then increases flexibility instead as the nature of remote working means an individual has more flexibility in the ways a person would conduct their personal and professional tasks and this leads to also impacting ones work-life balance also due to the impact of remote working and this has led to shake up to individuals established work-life balances according to (The Impact of Remote Work on the Future of Work - The European Business Review, 2021).
There are many ways that the world of work is changing even for Hate My Phone limited and this is said because one of the ways the world of work is changing is due to flexible and remote working because there was a time where an individual would have to commute into the office for example to access your tools and essentials in order to complete your work deadlines but nowadays this isn’t the case anymore due to technological advances it is now possible for employees to work from the luxury of their homes just by using hosted servers for example to enable employees to access important and work related documentation and software that they would need from home by using the evolution of laptops allowing the individual to take their work with them wherever they go according to (How Tech Is Changing The Way We Work, 2022).
Another way that the world of work is changing is digital learning and training as well as out-sourcing. With digital learning it is becoming a paramount to the ability to train employees, and not only does it allow them to onboard themselves on a remote basis, but it does mean that they can be prepared using an expert software which has been developed and customised in line with the company’s needs. As for out sourcing with the latest technology that there is it enables people to work from anywhere which is known as freelance working and this is in industries which specialise in marketing and consulting especially rather than having to open a position and go on to a recruitment drive to complete various tasks employers now have the ability to search for employees who can complete certain projects for a fraction of the price and also as a temporary position.
Why the world of work is changing
One of the main reasons why the world of work is changing is due to the current recession that the UK is headed in to and this is said because the digital advances and expectations from a new generation of workers have shifted the way that production, collaboration and transformation is done within the working environment and this changes lives also according to (Grant, 2011). In the mobile and telecommunications industry such as Hate My Phone Ltd for instance has a huge change in the way that the business operates due to increased communication and an increase of connectivity using social media and this is due to the devices such as mobile phones, tablets, computers, tablets and gaming consoles etc... which has changed life in the 21st century. Social media has many negative impacts but nevertheless has many positive impacts too which relate to expanding an individual’s social networks and keeping them in touch with their peers and far-away friends and family and this is a positive affect towards individuals who are able to do so as it releases stress and have the ability to have the correct mindset when at work because without the correct mindset, attitude and behaviour can decrease one’s performance within the working environment which can lead to disbanding groups within the workplace and also have a huge impact on the business performance overall according to (Positive & negative effects of social media on our lives, 2022).
Possible affects which happen within the world of work is unemployment tends to rise very quickly when there is a recession, and this often remains elevated during a recession. With the onset of recession, the companies and many businesses face an increase of costs as well as stagnant and falling revenue which negatively impacts the business, and this also leads to increased pressure to service their debts they begin to immediately start laying off workers in order to then cut costs which can be used for more productivity as well as rent and employee wages. 
Since the whole world has faced the Covid-19 pandemic it’s been over two years since the UK went into lockdown in response to COVID-19. Organisations and labour markets have been hit hard, and many share a sense that it will lead to profound changes in work and people management. The term ‘VUCA’ has been part of business vernacular for several years now, but the pandemic has taken volatility, uncertainty, complexity and ambiguity to a whole new level. We can see this need for agility with workplace closures and furloughing of workers. In August, many businesses started to plan for a return to work, then swiftly stopped these plans as government advice changed. Currently, remote working looks set to be the norm for a while yet, and at the same time, we face the planned end of the furlough scheme according to (Gifford and Green, 2020).
Changes for management processes in Hate My Phone Ltd
The change management process which has affected Hate My Phone Ltd is the emotional awareness process also known as emotional intelligence and this is because the ones who are designing change within the business are required to anticipate and plan for the upcoming changes. Managers and team leaders who are currently managing the changes within Hate My Phone Ltd are making sure that they maintain levels of energy and momentum throughout the change management process for emotional awareness and are making sure that their problem-solving and decision-making techniques are not affected in any way possible. 
Emotional intelligence has a huge increase these days within the working environment and a recent study has stated that there is an increase in businesses focusing on emotional intelligence in leadership in managing the process of change therefore change always would involve some form of emotions because individuals enjoy comfort however the changes disrupt this level of comfort which then creates a situation filled with anxiety as well as uncertainty amongst change recipients according to (Issah, 2018).
The reason to why this change management process is mostly important towards Hate My Phone Ltd is because the employees of the company have revealed that since the pandemic of Covid-19 their lives have been affected mentally where it has created work related stress for them and reason being is when fellow colleagues have had to take time off from work due to being ill and being positive from the virus causing pressure on fellow colleagues who then have to do 2-3 peoples daily tasks in order to maintain the business goals and reaching targets as they were afraid that management would not be happy with their performances and this would take away their incentives and rewards and even from a job all together as this would not only affect the employees and their jobs but would affect the business as a whole so, the importance of emotional intelligence within the working environment of Hate My Phone Ltd is very crucial for management and leadership especially because leaders have the tools to manage their own feelings during a major workplace change which then enables a positive mood to be nurtured which helps rather than hinders the path ahead so the good news is that a set of skills that managers and leaders have learned and adapted to are then implemented within the workplace to great affect according to (Benefits of Emotional Intelligence in Management • Sussex Business School, 2022).
[bookmark: _Hlk117155773]The roles of automation within Hate My Phone Ltd
The roles of automation have really changed the business structure of Hate My Phone Ltd because new machinery was introduced in the year 2021 where the number of employees was reduced because the machinery has the same capabilities of the employees’ job roles within the business which then reduces the costs of the business where the business would be saving a huge amount of money paying employees to do the same job role of which the machinery the company has invested in is also able to do the same job. This doesn’t necessarily mean there will be negative impacts on the business only, there are also positive impacts for the business which relate to employees increasing productivity within the working environment for the ones who are still working within the business, and this also leads to increased working safety where robots can do majority of the work that a person is capable of doing in a timely manner and so therefore this could lead to job losses of potential employees and being replaced by robots who can do up to ten people’s work at the same time which is less time consuming for the business and increases potential productivity which is a positive and more beneficial outcome for the business. 
Automation within the telecommunications industry is quite a unique and yet quick way for the business to process automation which saves the day as the telecoms industry has always been quick to adopt to new technologies and use automation to increase not only the efficiency but reduces the operational costs as well. The customer service and technical support help in the process of automation to avoid issues and help with any problems that may come along the way during the process of automation and this can increase revenue, which is very important for the business so, onboarding and acquisition telecoms is a very competitive market according to (Stjepanovic, 2022).
The main purpose of using automation in a business environment specific to the telecommunications industry is that the industrial automation is the use of control systems which relate to computer systems or robots and information technologies for handling different processes and machineries in the working environment which can replace a human being and is less cost effective for the business in the long run. In the field of using automation within the telecoms industry is significantly useful for mobile repair technicians because mobile automation is generally done in mobile application testing to improve the efficiency of the testing process according to (Pedamkar, 2022). 
How Hate My Phone Ltd may use the Lewin change management model
The three main steps which are involved in the Lewin change management model is the unfreezing, changing and refreezing processes which are widely used within some telecom businesses for implementing change. The implementation of change within the Hate My Phone Ltd business involves the current state of the business which is to be changed into the desired state which is not simple and easy but can occur simultaneously.
As for the unfreeze process within Hate My Phone Ltd the issues that have occurred within the business and need changes are related to experienced complaint handlers which the company needs to invest in which at the moment are not being handled correctly from the business end which can lose potential customers and decrease on potential sales and profits which is a huge negative impact towards any business, retaining customers and reaching accurate solutions to customers feedbacks and complaints has the ability to retain potential customers.
Management of the business has taken the unfreeze process on board ensuring that there will be strong support to find experienced candidates for the complaint handler role which there is a need for change of the business giving it the ability to grow as well as managing and understanding the doubts which are causing the business to do unwell in some areas which is believed to be in relation to customers feedback and complaints to be handled effectively and approaching and making the correct business decisions which can have the ability to retain unhappy customers which is a winning solution for the business and can rule out the business doubts on their performance so making such changes are very crucial for Hate My Phone Ltd according to (Awati, 2022).
As for the change process which is part of the practical change towards Hate My Phone Ltd there will be effective communication in place where these changes which have been planned to implement change will be discussed amongst all stakeholders of the business from employees to technicians and management as well including team leaders and customers most importantly. Emails discussing changes towards the business to introduce a complaints department who will handle customer complaints and feedbacks will be notified to all customers ensuring customers their complaints will be handled most effectively within a 2 weeks period with a resolution which will ensure a smile and do the best possible for the customers of Hate My Phone Ltd and also giving the ability to customers to leave their reviews which also will be managed by the complaints department which will allow the new department analyse and report where the business mistakes are made and will allow the management team to implement effective and strong changes towards the business as a whole which will rule out doubts of the business for losing potential customers.
The final change for the process to be undertaken within Hate My Phone Ltd is the refreezing process which has been taken on board from senior management team involving the managers, Chief executive officer and team leaders where a meeting has taken place to implement these changes as quickly as possible with a time frame of at least 3 weeks making changes from employing complaint handlers as quickly as possible with open vacancies on platforms such as totaljobs.com, LinkedIn and Indeed.com taking immediate interviews to find the ideal candidates for the complaint handlers role. As for sustaining the ways implemented for change the ideal candidates will be data handling and noting the most common and uncommon problems in order to identify problems which incur constantly and need immediate resolutions implemented to rule out potential problems which is causing the business to lose potential buyers from the business which has an impact on profits and potential sales overall so having the ability to retain customers from implementing such solutions in the refreezing process will most likely have a positive impact towards the business gradually and possibly quite quickly also and if successful the business will adapt and make stronger the process of the refreezing stage after seeing successful changes towards the business which will motivate employees when the business celebrates the success and provides bonuses for all employees to keep employees motivated and making sure their hard work for the business doesn’t go unnoticed.
The reasons why keeping employees motivated to work harder and achieve the best results possible towards the business is very important because making an employee inspired creates a positive working environment for everybody it also can improve corporation and team culture and develop a modern workplace environment for potential employees. Having a motivated platform gives employees the ability to see what goals need to be achieved for them to be rewarded for their hard work and this then guarantees the retention of potential employees who are very hard working and have the right attitudes, strengths, abilities and values towards the business which also provides transparent and clear communication which is very valuable for any business according to (Herman, 2022).
Reflection on Hate My Phone Ltd
Hate My Phone Ltd is a repair centre which belongs in the mobile phone engineering category as well as the telecommunications category. The business has relied on repair technicians who can put their skills to the test and repair mobile phones, tablets, computers, antique devices, laptops and gaming consoles. The repair technician is expected to be creative using faulty devices of the same kind to make whole working units as well as repairing customer devices which have been mailed into the business. The repair technician also has a repair process which he/she would need to follow before making any repair attempts on the devices, the visual inspection of the item firstly, would need to be carried out, secondly, if the issue is obvious from visual inspection and nothing else seems to be an issue then the physical repair attempt starts. If the issues cannot be seen by visual inspection, the devices are then  pried open for physical and visual inspection under a microscope to figure out the problem in which then the physical repair attempt starts thereafter, however if the issue is redeemed a no fix then the customer is informed on the process and steps taken and reason for why the repair cannot be done and is then mailed back to the customer using tracked delivery services using royal mail.
From the employees who are providing customer services to potential customers are trained by managers of the business who effectively train the employees to provide excellent communications skills when taking inbound calls from customers and other potential business customers/traders. Effective communication is very important for business such as Hate My Phone Ltd because telecommunication businesses affect how people connect and do business on a global scale and this is for the business customers because reliability and timely communication is the lifeblood of the company’s brand reputation, productivity and overall success according to (Scott, 2019).
The organisation structure influencing the change management process
The structure that influences the change management process within the working environment of Hate My Phone Ltd is the leading change process which is mostly conducted by management of the business including team leaders and managers who implement change which helps to contribute towards the business sustainability in order to keep rivalry/competitors as far as possible with productivity being introduces which is different from other similar businesses giving this business the open doors for not only a sustainable product but a service that is unique which changes how the business deliver the goods and needs to their customers which increases profitability as well and this relates to the shared needs of the business where employees, team leaders, managers, CEO, business administration team and complaint handlers all get together and adapt to the needs of the business which then leads to shaping the need of the business as the next step.
Shaping the needs of the business isn’t quite straight forward and does take time to see results and the needs of shaping the vision of the business. In order to be successful to shaping the business vision the key skills which are very important for this process are effective team working and communication. The importance of effective working has been proven by science resources that it leads to better outcomes and so individuals are most likely to take calculated risks which lead to innovation if they have a team of supportive individuals behind them so working in a team encourages personal growth which leads to job satisfaction and reduces stress levels according to (Middleton, 2022). The importance of communication within the working environment is that it demonstrates the understanding which helps to communicate effectively and to understand what the other person is saying, it also helps to prevent conflict within the working environment where effective communicators have the necessary skills to prevent or resolve conflict and it also improves engagement to create teams of effective communicators which increases employee engagement amongst team members according to (Indeed.com, 2021).
The next step in the process for a successful change in the structure of the business is mobilizing commitment where the business would need to monitor the progress of the previous and current stages which would give a great idea on the performance of the business overall to see if there is improvement or if there is still something that needs room for improvement before continuing to move forward to the next step so monitoring the progress is very important at this stage and then this can lead to finishing the job at the final stage which is known as the improved state of the business. In order to complete the improved state of the business it is highly recommended that the situations of the business both internally and externally have been assessed by using for example a SWOT analysis to gather the strengths, weaknesses, opportunities and threats of the business along with benchmarking which can measure the business performance against similar sized businesses within the same industry. Another appropriate approach can be market research which investigates the business market industry which can help to identify the different trends, changes, customer demands and client demands. Furthermore, a trend analysis can also be used which collects relevant business data overtime to identify consistent results and trends according to (Employment, 2022).
Moreover if the situation has been assessed thoroughly and nothing needs to change, the business can follow the next steps to ensure a good workplace structure which are setting clear goals, this is where the SMART analysis can be used to set a clear goal so being specific and then measuring success of the goal, and then being able to reach the achievable goal by using relevant objectives within a timely and specific date to ensure you are on track towards reaching the desired goal for the business.
Conclusion
The world of work has changed in the 21st century compared to how it was 20 years ago, with the new capabilities of the use of technology has changed significantly and has changed lives for every individual. The world of work has positive effects on as well as negative effects in its own specific ways which have been outlined and how they would affect a person’s attitude, behaviour, values and performance within the working environment to implement solutions to and decision-making techniques towards workplace conflicts to ensure the sustainability of a business. Automation has a huge part to play with the changes around work place environments making it difficult for humans to have a safe and secure job when robots are being invested in to handle a humans job role which businesses find are less cost efficient in the long run and businesses wouldn’t need to worry about the lack of behavioural workplace problems where a human’s behaviour has been effected to the context where they are not performing well doing their job which causes less productivity impacting the business negatively in many aspects of the business from a high profit margin to a low profit margin and less products being produced due to the individual. However, many businesses have decided to invest in robots for the long run for this reason, so they are always on track with productivity and sustainability. A brief reflection of Hate My Phone Ltd was conducted on their management processes that were used within the business at current and in the past which were not used as affectively as they would have liked which is why the conclusion was reached to invest into potential employees who have the experience and capabilities of resolving and understanding customer feedback and complaints as this increases the likelihood of implementing solutions for potential problems which can help sustain the business significantly which is the importance of employee and customer feedback both internal and external to improve on both internal and external processes towards the management process of Hate My Phone Ltd and this is why the organisational structure was also affected as feedback was taken lightly and a decision making technique was not put into place hence why further recommendations in this report were also given which have positive impacts on organisation structure and management processes.
Recommendations towards effective change management processes
· The very first change which is believed to make an impact on the business is planning which is essential for the business growth and expansion, this is important for a business like Hate My Phone Ltd because business plans spell out objectives, markets, and a mission.
· The business should also consider setting an achievable goal and defining changes because employees will work better with concrete goals which are achievable and defining changes are just as important because with regular updates rumours can be mitigated and questions can be answered which provides reassurance.
· Celebrating the old and articulating challenges is believed to be a must because celebrating the old policies, programs and strategies as well as work are dismissed out of hand due to a new direction unfolding so for the employees who have worked very hard can be quite tough for them to face leading to erode morale and lead to more concern so during a period of change the leaders should recognise that such work had happened which was also very important and had a meaning because underappreciated employees will have a harder time embracing new initiatives according to (Lindenberger, 2018).
· Listening carefully is also an effective change management process within the working environment because employees will have a lot of questions to ask as well as ideas and feelings to express and emotions too so it is important for managers from front-line supervisors to c-suite leaders who will openly and actively listen to these concerns to then validate them and address them as clearly and accurately as possible.
· Finding key influencers is also a very important management change process because every business has their key players who have earned their respects of their fellow co-workers and are influential. Obtaining key workers on board and letting them act as a sounding board can help senior leadership teams better understand how change is being perceived as well as refer recurring issues and becoming advocates for the changes which lead to effective communication and confidence during the change period.
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