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Introduction 
 

Tesla was selected as the focus of this report because it is widely recognised as one 

of the most influential organisations driving innovation and strategic change within the 

global automotive industry. The company has transformed the sector through its 

leadership in electric vehicles (EVs), artificial intelligence (AI), automation and 

digitalisation, challenging traditional automotive business models while promoting 

sustainable transportation. In addition to its academic relevance, Tesla was chosen 

because of my personal interest in the brand and its commitment to technological 

innovation, sustainability and continuous improvement. 

Founded in 2003 and headquartered in Austin, Texas, Tesla has evolved from an 

electric vehicle manufacturer into a global technology and clean energy company. Its 

portfolio includes electric vehicles, battery energy storage systems, autonomous 

driving technologies, renewable energy products and software-based services. 

Products such as the Model 3, Model Y and Cybertruck, together with Tesla's global 

Supercharger network, have strengthened the company's competitive advantage and 

market leadership (Tesla, 2024). 

Tesla's mission, to accelerate the world's transition to sustainable energy, reflects its 

long-term commitment to innovation, environmental sustainability and digital 

transformation. However, despite its success, the company operates in an increasingly 

competitive and uncertain business environment characterised by rapid technological 

change, supply chain disruptions, evolving regulations and growing competition from 

both established manufacturers and emerging electric vehicle companies (Tesla, 

2024). 

This report critically evaluates the internal and external factors influencing Tesla's 

strategic performance and examines how digitalisation, artificial intelligence and 

automation have transformed the organisation. It also evaluates relevant change 

management models, leadership approaches and organisational culture before 

proposing a strategic change management plan to help Tesla maintain its competitive 

advantage in an increasingly dynamic global automotive industry. 

 



 

 

 Analysis of Tesla's Recent History and the Impact of 
Internal and External Change 

Over the last decade, Tesla has experienced exceptional growth, fundamentally 

reshaping the global automotive industry through continuous innovation. The 

organisation successfully disrupted a market historically dominated by traditional 

manufacturers by introducing high-performance electric vehicles supported by 

advanced software, artificial intelligence and digital connectivity (International Energy 

Agency (IEA), 2024). However, the business environment has evolved considerably, 

requiring Tesla to address new strategic challenges that affect both operational 

performance and long-term competitiveness. 

Digital Disruption and Artificial Intelligence 

Digital disruption has become one of the most significant drivers of change within the 

automotive industry. Consumers increasingly expect vehicles to function as connected 

digital platforms rather than simply modes of transportation. In response, Tesla has 

invested heavily in artificial intelligence, cloud computing, machine learning and over-

the-air software updates to differentiate itself from competitors. 

Tesla's Full Self-Driving (FSD) system represents one of the company's most 

ambitious technological developments. Using AI algorithms, computer vision and 

neural networks, the system continuously learns from millions of kilometres of driving 

data collected globally. This data-driven approach enables Tesla to improve vehicle 

performance through software updates without requiring customers to purchase new 

hardware (Tesla, 2024). 

Artificial intelligence is also integrated into Tesla's manufacturing operations. 

Gigafactories increasingly rely on robotics, predictive analytics and automated 

production systems to improve efficiency, reduce production costs and minimise 

manufacturing defects. According to McKinsey & Company (2024), AI-driven 

automation has become essential for automotive manufacturers seeking to increase 

productivity while responding to labour shortages and rising operational costs. 



 

 

Nevertheless, digital disruption also presents challenges. Continuous software 

development requires significant investment in cybersecurity, data protection and 

regulatory compliance.  

Furthermore, increasing reliance on AI exposes Tesla to ethical concerns regarding 

autonomous driving safety and accountability, particularly as governments continue 

developing legislation governing self-driving vehicles. 

External Environmental Factors 

Tesla operates within a rapidly changing macro-environment influenced by political, 

economic, socio-cultural, technological and environmental factors that create both 

opportunities and strategic challenges. 

Political and Regulatory Factors 

Government policies have been instrumental in supporting the global adoption of 

electric vehicles through financial incentives, emissions regulations and investment in 

charging infrastructure. These policies have contributed significantly to Tesla's 

international growth. However, changes in government subsidies and increasing trade 

tensions create uncertainty regarding future profitability and global expansion 

(International Energy Agency (IEA), 2024). 

Economic Factors 

Economic conditions continue to challenge Tesla's performance. Inflation, high 

interest rates and rising battery material costs have reduced consumer purchasing 

power and increased production expenses. Although Tesla has lowered vehicle prices 

to remain competitive and protect market share, this strategy has reduced profit 

margins and increased financial pressure (Tesla, 2024). 

Socio-Cultural Factors 

Growing environmental awareness and increasing demand for sustainable transport 

continue to support Tesla's long-term strategy. Consumers, particularly younger 

generations, increasingly value innovation, digital connectivity and environmental 



 

 

responsibility, all of which strengthen Tesla's brand position within the global EV 

market. 

Technological Factors 

Technology remains Tesla's greatest competitive advantage but also its biggest 

challenge. The company continues to lead in artificial intelligence, battery innovation 

and autonomous driving technologies. However, competitors such as BYD, 

Volkswagen, BMW and Hyundai are investing heavily in electrification and AI, reducing 

Tesla's first-mover advantage and intensifying market competition (McKinsey & 

Company, 2024). 

Environmental Factors 

Stricter environmental regulations are accelerating the transition towards sustainable 

mobility while increasing compliance requirements. Policies promoting battery 

recycling, carbon reduction and renewable energy create opportunities for Tesla but 

also require continuous investment to maintain regulatory compliance and 

technological leadership (IEA, 2024). 

Critical Evaluation 

Overall, Tesla's external environment presents significant growth opportunities 

through increasing demand for electric vehicles and sustainable technologies. 

However, economic uncertainty, regulatory changes and growing competition require 

the company to continuously innovate, improve operational efficiency and adapt its 

strategic direction to maintain long-term competitive advantage. 

 

Internal Organisational Challenges 
Tesla's main internal strength is its culture of innovation, which encourages 

continuous improvement and supports rapid technological development. However, its 

rapid expansion has created challenges in maintaining consistent product quality, 

production efficiency and effective workforce management, which can affect 

customer satisfaction. 



 

 

Leadership is another important factor. Elon Musk's transformational leadership has 

strongly influenced Tesla's innovation, strategic direction and organisational culture. 

However, the company's reliance on a single high-profile leader also 

creates succession and reputational risks (Yukl, 2013). 

 

In addition, Tesla's increasing use of connected vehicles and digital technologies 

creates cybersecurity and data-protection risks. Protecting customer information 

and digital infrastructure is therefore essential for maintaining trust and supporting 

long-term growth. 

Overall, Tesla needs to balance its strong innovation culture and technological 

ambition with greater attention to operational consistency, leadership resilience and 

cybersecurity. 

Increasing Market Competition 
A major external challenge for Tesla is the rapid intensification of 

competition within the global electric vehicle (EV) market. Tesla's early-mover 

advantage helped it establish a strong global brand and extensive charging 

infrastructure. However, established manufacturers such as BMW, Mercedes-Benz, 

Volkswagen, Ford and General Motors have significantly expanded their EV 

portfolios, while Chinese manufacturers including BYD, NIO and XPeng are 

increasing their presence in international markets. 

 

The continued growth of the EV market has therefore created both opportunities and 

competitive pressure. According to the International Energy Agency (2024), global 

EV sales exceeded 17 million units in 2024, demonstrating strong market expansion. 

However, this growth has also increased competitive rivalry, meaning that Tesla can 

no longer rely primarily on brand recognition and early-mover advantage. 

Consequently, Tesla must strengthen its artificial intelligence, digitalisation, 

operational efficiency and customer-focused innovation to maintain sustainable 

competitive advantage. Competing effectively will increasingly depend not only on 

vehicle technology, but also on price, customer experience, software capabilities 

and continuous innovation. 

 



 

 

Critical Evaluation 

The analysis indicates that Tesla’s future success will depend not only on its ability to 

develop advanced technologies but also on how effectively it manages organisational 

change. Digitalisation, artificial intelligence and automation have improved operational 

efficiency and created additional customer value; however, they have also increased 

competitive pressure and made the automotive environment more complex. 

Internally, Tesla benefits from a strong culture of innovation, established brand equity 

and advanced digital capabilities. However, these strengths must be supported by 

effective organisational processes and employee engagement. Externally, economic 

uncertainty, intensifying competition, changing legislation and rapid technological 

development require Tesla to remain flexible and proactive. 

Therefore, Tesla should adopt a strategic change approach that integrates 

technological innovation with effective leadership, organisational learning and 

employee engagement. Such an approach would enable the company to respond 

more effectively to environmental changes while maintaining operational performance 

and customer value. Ultimately, Tesla’s ability to align technology, people, 

leadership and organisational culture will be critical to sustaining its competitive 

position within the rapidly evolving global automotive industry. 

 

 

Evaluation of Change Management Models and 
Strategic Change at Tesla 

The automotive industry has undergone one of the most significant transformations in 

modern business history. Technological innovation, artificial intelligence (AI), 

automation, sustainability requirements and changing customer expectations have 

forced manufacturers to redesign their business models and operational strategies. 

Tesla has been at the centre of this transformation by introducing disruptive 

technologies that have fundamentally changed how vehicles are designed, 



 

 

manufactured and operated (Tesla, 2024). However, sustaining competitive 

advantage requires more than innovation alone. Successful strategic change depends 

on effective change management, strong leadership and an organisational culture 

capable of adapting to continuous disruption. 

Several change management models provide useful frameworks for evaluating Tesla's 

transformation, including Lewin's Three-Step Model, Kotter's Eight-Step Change 

Model and Transformational Leadership Theory. 

 

 Lewin's Three-Step Change Model 

Lewin (1947) argues that organisational change can be understood through three 

stages: Unfreezing, Changing and Refreezing. The first stage, Unfreezing, involves 

preparing employees and the organisation to recognise the need for change and move 

away from established practices. 

 

 

For Tesla, this can be seen in its challenge to the traditional automotive industry, 

particularly through the adoption of electric vehicles, software-driven technologies 

and sustainable energy solutions. Tesla also transformed manufacturing through 

automated Gigafactories, AI-supported production and continuous software 

development. These changes required employees to adapt to new technologies and 

embrace continuous innovation. Elon Musk's vision of accelerating the transition 

towards sustainable energy has been an important driver of this transformation (Tesla, 

2024). 

Changing 

The second stage involves implementing new strategies, behaviours and 

organisational processes. 

Tesla successfully introduced several transformational changes, including: 



 

 

Table 1Embedding the Strategic Change within Tesla's Organisational Culture 

 

Strategic Change 
Initiative 

Description Strategic Impact 

Artificial Intelligence 
(Full Self-Driving – 
FSD) 

Development of AI-powered 
autonomous driving capabilities 
using machine learning and real-
time data. 

Strengthens Tesla's technological 
leadership and creates 
opportunities for future 
autonomous mobility. 

Over-the-Air (OTA) 
Software Updates 

Vehicles receive software 
improvements remotely without 
requiring dealership visits. 

Enhances customer satisfaction, 
reduces maintenance costs and 
continuously improves vehicle 
performance. 

Gigafactory 
Automation 

Extensive use of automation and 
robotics throughout manufacturing 
facilities. 

Increases production efficiency, 
reduces operational costs and 
supports large-scale vehicle 
manufacturing. 

Digital Supply Chain 
Management 

Integration of digital technologies 
and real-time analytics to improve 
supply chain visibility and inventory 
management. 

Improves operational resilience 
and supports faster decision-
making during supply chain 
disruptions. 

Robotics and 
Machine Learning in 
Manufacturing 

AI and robotic systems automate 
production processes while 
improving quality control and 
productivity. 

Enhances manufacturing 
precision, efficiency and product 
consistency. 

Direct-to-Consumer 
Online Sales Model 

Vehicles are sold directly through 
Tesla's digital platform without 
relying on traditional dealership 
networks. 

Improves customer experience, 
strengthens brand control and 
reduces distribution costs. 

Global Supercharger 
Network 

Continuous expansion of Tesla's 
fast-charging infrastructure 
worldwide. 

Increases customer convenience, 
reduces range anxiety and 
strengthens Tesla's competitive 
advantage. 

 

Unlike traditional automobile manufacturers, Tesla integrates software development 

with vehicle engineering, allowing products to improve continuously after purchase. 

This represents a major strategic shift from product-based manufacturing towards 

software-enabled mobility services. 

However, the implementation process was not without difficulties. Rapid expansion 

created production bottlenecks, quality control concerns and workforce pressures, 

particularly during the launch of the Model 3 production programme. These challenges 

illustrate that technological innovation alone does not guarantee successful 

organisational change. 



 

 

 

Refreezing 

Lewin argued that organisations must stabilise new behaviours to ensure long-term 

success. 

Tesla attempts to institutionalise change by embedding innovation into everyday 

organisational practices. Continuous software updates, ongoing AI development and 

data-driven decision making have become normal operating procedures rather than 

temporary projects. 

Nevertheless, some researchers argue that organisations operating within highly 

dynamic industries rarely reach a permanent "refrozen" state because continuous 

innovation requires constant adaptation (Burnes, 2020). Tesla therefore represents an 

organisation in a state of continuous transformation rather than stable equilibrium. 

Overall, Lewin's model explains Tesla's early transformation effectively but is less 

suited to organisations experiencing constant technological disruption. 

 Kotter's Eight-Step Change Model 

Kotter (1996) provides a more comprehensive framework for managing large-scale 

organisational change. Several elements of Tesla's strategy closely align with this 

model. 

Creating a Sense of Urgency 

Tesla's leadership consistently highlights global climate change, fossil fuel 

dependency and rapid technological disruption to justify organisational transformation. 

This strong sense of urgency has encouraged employees, investors and customers to 

support continuous innovation. 

 



 

 

Developing and Communicating the Vision 

Tesla's mission: 

To accelerate the world's transition to sustainable energy, provides a clear 

strategic direction for organisational change. 

Unlike many traditional automotive companies, Tesla communicates a purpose 

extending beyond vehicle manufacturing, creating strong employee engagement and 

customer loyalty. 

 

 

 

 

Empowering Employees 

Tesla encourages engineers and production teams to solve problems quickly, 

experiment with new ideas and continuously improve manufacturing processes. 

This empowerment has contributed significantly to Tesla's rapid innovation cycle. 

However, critics argue that Tesla's demanding working environment and ambitious 

production targets may reduce employee wellbeing and increase organisational stress 

(Yukl, 2013). 

 

 
 

 

 

 

 

 

 

 

 



 

 

 

 

Generating Short-Term Wins 

Tesla has maintained momentum by celebrating major milestones, including: 

Table 2 Generating Short-Term Wins 

Strategic Milestone Description 
Contribution to Organisational 

Change 

Gigafactory 
Expansion 

Expansion of Gigafactories across the 
United States, China and Europe to 
increase production capacity. 

Improved manufacturing efficiency, 
reduced production costs and 
supported global market 
expansion. 

Record Quarterly 
Vehicle Deliveries 

Achievement of record-breaking global 
vehicle deliveries through increased 
production capacity and operational 
improvements. 

Demonstrated successful 
implementation of production 
strategies and strengthened 
investor confidence. 

Advancements in 
Battery Technology 

Continuous investment in battery 
innovation to improve driving range, 
charging speed and production 
efficiency. 

Enhanced product competitiveness 
while supporting Tesla's 
sustainability objectives. 

Expansion of the 
Supercharger 
Network 

Significant growth of Tesla's global 
fast-charging infrastructure. 

Improved customer convenience, 
reduced range anxiety and 
strengthened brand loyalty. 

Successful Launch of 
Model Y and 
Cybertruck 

Introduction of new vehicle models 
targeting different market segments 
and expanding Tesla's product 
portfolio. 

Increased market share, diversified 
revenue streams and reinforced 
Tesla's innovation strategy. 

 

Celebrating strategic milestones has played an important role in maintaining 

momentum throughout Tesla's transformation.  

These achievements have provided tangible evidence that the organisation's 

investment in digitalisation, automation and innovation is delivering measurable 

business outcomes. From a change management perspective, these milestones 

reinforce employee motivation, strengthen stakeholder confidence and validate the 

organisation's long-term strategic vision (Kotter, 1996). 

Anchoring Change 

Tesla has successfully embedded innovation into its organisational identity. 

Continuous experimentation, rapid software development and AI integration are now 

core elements of Tesla's corporate strategy rather than isolated initiatives. 



 

 

Overall, Kotter's model provides a stronger explanation of Tesla's strategic 

transformation because it recognises leadership, communication and employee 

engagement as critical success factors. 

 

 Leadership and Strategic Change 

Leadership has played a decisive role in Tesla's organisational transformation. 

The company's success is closely associated with Elon Musk, whose leadership style 

reflects many characteristics of Transformational Leadership Theory. 

According to Bass and Avolio (1994), transformational leaders inspire followers by 

creating a compelling vision, encouraging innovation and motivating employees to 

exceed normal performance expectations. 

Tesla demonstrates these characteristics through its emphasis on disruptive 

innovation, ambitious organisational goals and continuous technological development. 

Elon Musk has consistently encouraged employees to challenge conventional thinking 

and pursue breakthrough innovations rather than incremental improvements. This 

leadership approach has enabled Tesla to become an industry leader in electric 

vehicles, autonomous driving technology and battery innovation. 

Furthermore, Musk's willingness to take strategic risks including investing heavily in 

Gigafactories and AI development has positioned Tesla ahead of many traditional 

competitors. 

However, transformational leadership also presents challenges. 

Tesla's highly centralised decision-making structure means many strategic decisions 

depend heavily upon Musk's personal vision and leadership.  

This creates succession risks and may reduce organisational resilience should 

leadership change in the future. Additionally, the company's demanding performance 



 

 

culture has occasionally resulted in employee burnout, high workload expectations 

and criticism regarding work-life balance. 

Consequently, while transformational leadership has been fundamental to Tesla's 

success, strengthening distributed leadership and empowering middle management 

may improve organisational sustainability. 

 Organisational Culture and Change Management 

Organisational culture significantly influences the success of strategic change 

programmes. 

According to Schein and Schein (2021), organisational culture consists of shared 

values, beliefs and behaviours that shape how employees respond to change. 

 

Table 3.Tesla's Cultural Value 

Tesla's Cultural 
Value 

Contribution to the Proposed Change 

Innovation 
Encourages the adoption of AI, automation and advanced digital 
customer service technologies. 

Continuous 
Improvement 

Supports ongoing evaluation and refinement of customer service 
processes using customer feedback and performance data. 

Speed 
Enables rapid implementation of technological improvements and 
quicker responses to customer needs. 

Risk-Taking 
Promotes experimentation with emerging technologies to maintain 
competitive advantage. 

Problem-Solving 
Encourages employees to identify customer issues and develop 
innovative solutions using AI-supported systems. 

Sustainability 
Aligns technological innovation with Tesla's broader mission of 
creating sustainable mobility solutions. 

Customer-Focused 
Technology 

Reinforces Tesla's objective of enhancing the customer experience 
through seamless digital services while maintaining high-quality 
support. 

 

This culture has enabled Tesla to respond rapidly to technological disruption while 

maintaining high levels of innovation. 



 

 

Employees are encouraged to challenge traditional manufacturing methods, 

experiment with new ideas and solve problems independently. 

Such an entrepreneurial culture aligns closely with the requirements of the modern 

digital economy. 

However, Tesla's culture also presents several risks. 

The organisation's strong focus on ambitious performance targets can create 

excessive pressure on employees, potentially increasing staff turnover and reducing 

long-term employee satisfaction. 

Furthermore, a fast-paced innovation culture sometimes prioritises speed over 

process consistency, contributing to occasional production quality issues. 

Despite these challenges, Tesla's organisational culture has generally supported 

successful strategic change by encouraging learning, adaptability and continuous 

technological development. 

For future transformation programmes, Tesla could strengthen employee wellbeing 

initiatives while maintaining its innovation-driven culture. 

 

Critical Evaluation 

The analysis demonstrates that Tesla's strategic transformation has been driven by a 

combination of effective change management, transformational leadership and an 

organisational culture that embraces innovation. 

Lewin's Three-Step Model provides a useful explanation of Tesla's early organisational 

transformation but is less applicable within today's rapidly changing technological 

environment. In contrast, Kotter's Eight-Step Model offers a more comprehensive 

framework by recognising the importance of leadership, communication and employee 

engagement throughout the change process. 



 

 

Transformational leadership has enabled Tesla to become a global innovation leader; 

however, greater leadership decentralisation would reduce dependence on individual 

executives and improve organisational resilience. 

Finally, Tesla's innovation-focused culture has been instrumental in supporting digital 

transformation, although balancing high performance with employee wellbeing will be 

essential to sustaining long-term competitive advantage. 

 

 Proposed Strategic Change 

Despite remaining one of the global leaders in electric vehicles, Tesla is operating in 

an increasingly competitive market characterised by slowing EV demand, aggressive 

pricing strategies from competitors, supply chain uncertainty and rapid advances in 

artificial intelligence (AI) (Tesla, 2024). While Tesla has successfully implemented 

automation throughout its manufacturing operations, customer service has not 

evolved at the same pace. Increasing customer complaints regarding delayed repairs, 

inconsistent after-sales support and communication challenges indicate the need for 

further organisational change. 

This report proposes that Tesla implements an AI-powered Integrated Customer 

Experience Platform (ICEP). The platform would combine artificial intelligence, 

predictive analytics and human customer support into a single digital ecosystem. 

Rather than replacing employees, AI would automate routine enquiries, predict 

maintenance requirements and provide faster responses, allowing service advisors to 

focus on complex customer issues requiring empathy and personal interaction. 

This proposed change aligns with Tesla's mission of continuous innovation while 

improving customer satisfaction, operational efficiency and long-term 

competitiveness. 

 

 

 

 



 

 

SMART Objectives 

The proposed change will be guided by the following SMART objectives. 

Table 4 objective for Tesla 

Objective Target 

Improve customer 

satisfaction (CSAT) 

Increase customer satisfaction scores 

by 15% within 12 months 

Reduce service waiting 

times 

Reduce average response time by 30% within 9 

months 

Improve operational 

efficiency 

Reduce customer service operating costs 

by 12% within 18 months 

Increase digital adoption 
Achieve 80% customer usage of the AI support 

platform within one year 

Improve employee 

productivity 

Reduce administrative workload by 25% through AI 

automation 

These objectives are specific, measurable, achievable, relevant and time-bound, 

allowing Tesla to monitor implementation effectively. 

 

Change Management Strategy 

Kotter's Eight-Step Change Model provides an appropriate framework for 

implementing the proposed organisational change. 

Step 1 – Create a Sense of Urgency 

Tesla should communicate current business challenges, including increasing market 

competition, customer expectations and pressure on after-sales services. Presenting 

customer satisfaction data and competitor benchmarking will help employees 

understand why change is necessary. 

 



 

 

Step 2 – Build a Guiding Coalition 

A multidisciplinary project team should be established, consisting of: 

 

Table 5Build a Guiding Coalition 

Team Member Primary Responsibilities 
Contribution to the Change 

Programme 

Senior Executives 
Provide strategic direction, approve 
budgets and monitor project 
performance. 

Ensure the change aligns with 
Tesla's long-term business strategy 
and corporate objectives. 

AI Specialists 
Design, develop and optimise AI-
powered customer service 
technologies. 

Deliver innovative AI solutions that 
enhance customer experience and 
operational efficiency. 

IT Engineers 
Integrate AI systems with Tesla's 
existing digital infrastructure and 
ensure cybersecurity. 

Maintain reliable, secure and 
scalable technology systems 
throughout implementation. 

Customer Service 
Managers 

Identify customer service 
requirements, oversee 
implementation and monitor 
service quality. 

Ensure that technological 
improvements support customer 
satisfaction and operational 
performance. 

Human Resources 
Representatives 

Coordinate employee training, 
change communication and 
workforce engagement initiatives. 

Support employee readiness, 
reduce resistance to change and 
facilitate organisational adoption. 

Service Centre 
Managers 

Implement the new systems within 
service centres and provide 
operational feedback. 

Ensure consistent implementation 
and identify practical improvements 
during rollout. 

 

To deliver the world's most intelligent and customer-centred automotive service 

experience through AI-enhanced human support. 

This vision supports Tesla's wider mission of technological innovation while reinforcing 

customer satisfaction. 

 

Step 3 - Form a Strategic Vision and Initiatives 

Focus: Define the future vision beyond manufacturing cars 

• Context: Shift employee mindset from building EV cars to building an 

autonomous transport ecosystem. 



 

 

• Execution: Articulate a clear corporate vision: Transitioning from an 

automotive producer to a global autonomous robotaxi network that lowers 

transit costs per mile while maximizing vehicle utility. 

 

 

 

Step 4 – Communicate the Vision 

Communication should be continuous throughout the project. 

Methods include: 

Transparent communication will reduce uncertainty and increase employee 

engagement. 

 

Table 6 Communication Method 

Communication 
Method 

Purpose Expected Outcome 

Company-Wide 
Meetings 

Introduce the strategic vision, explain 
project objectives and provide 
organisational updates. 

Builds awareness, strengthens 
leadership visibility and aligns 
employees with the proposed 
change. 

Internal 
Newsletters 

Share regular project updates, key 
milestones and implementation progress. 

Maintains transparency and keeps 
employees informed throughout the 
project lifecycle. 

Microsoft Teams 
Updates 

Provide real-time announcements, project 
documentation and collaborative 
discussions. 

Improves communication efficiency 
and supports cross-functional 
collaboration. 

Leadership 
Webinars 

Enable senior leaders to communicate 
strategic priorities, answer employee 
questions and reinforce organisational 
commitment. 

Increases employee confidence, 
trust and engagement in the 
change process. 

Employee 
Workshops 

Deliver practical training on new 
technologies, encourage knowledge 
sharing and collect employee feedback. 

Enhances employee competence, 
supports adoption and reduces 
resistance to change. 

Project Progress 
Reports 

Monitor implementation performance, 
communicate achievements and identify 
potential risks. 

Supports informed decision-making 
and enables continuous evaluation 
of project performance. 

 

 



 

 

Step 5 – Empower Employee: 

 

Employees should receive comprehensive training covering: 

Table 7Training Area 

Training Area Purpose Expected Outcome 

AI Customer Support 
Tools 

Train employees to use AI-powered 
customer service systems and 
understand how AI supports 

customer interactions. 

Improves operational efficiency 
and enables employees to deliver 
faster, more accurate customer 

support. 

Digital Communication 
Systems 

Develop employees' ability to use 
digital collaboration platforms and 

customer communication 
technologies effectively. 

Enhances internal collaboration 
and improves communication with 
customers across digital channels. 

Data Protection 
Procedures 

Educate employees on data privacy 
regulations, customer confidentiality 
and responsible data management. 

Ensures compliance with legal 
requirements and strengthens 

customer trust. 

Cybersecurity 
Awareness 

Increase awareness of cybersecurity 
risks, phishing attacks and best 

practices for protecting organisational 
systems. 

Reduces cybersecurity risks and 
protects Tesla's digital 

infrastructure and customer 
information. 

Customer Relationship 
Management (CRM) 

Software 

Train employees to use CRM 
systems to manage customer 
enquiries, service records and 

personalised support. 

Improves customer relationship 
management, service quality and 

customer satisfaction. 

Training ensures employees develop the confidence and digital skills required to work 

alongside AI technologies. 

Step 6 – Generate Short-Term Wins 

 
Table 8 Generate Short-Term Wins 

Success Indicator Measurement Method Expected Outcome 

Reduced Customer 
Waiting Times 

Average customer waiting time before 
and after implementation. 

Faster customer service and 
improved operational 

efficiency. 

Faster Appointment 
Scheduling 

Average time required to book and 
confirm service appointments. 

Improved scheduling efficiency 
and enhanced customer 

convenience. 

Improved Customer 
Satisfaction Scores 

Customer feedback surveys and Net 
Promoter Score (NPS). 

Higher levels of customer 
satisfaction and loyalty. 

Increased Employee 
Productivity 

Number of customer enquiries 
resolved, and service requests 

completed per employee. 

Greater operational efficiency 
and improved workforce 

performance. 

 

Step 7 – Sustain the Change 



 

 

Continuous monitoring should identify opportunities for further improvements using 

customer feedback, AI performance reports and employee suggestions. 

Machine learning algorithms should continuously improve based on real customer 

interactions. 

 

Step 8 – Anchor the Change 

The new customer service model should become integrated into Tesla's organisational 

culture through: 

 

Table 9 Anchor the Change 

Initiative Purpose Expected Outcome 

Performance 
Management 
Systems 

Incorporate customer service quality and 
AI performance indicators into employee 
performance reviews. 

Encourages accountability, 
continuous improvement and 
alignment with organisational 
objectives. 

Employee Training 
Programmes 

Provide ongoing training to develop 
employees' digital, AI and customer 
service capabilities. 

Ensures employees remain 
competent, adaptable and confident 
in using new technologies. 

Leadership 
Development 

Equip managers with the skills to lead 
digital transformation, support employees 
and promote innovation. 

Strengthens leadership capability 
and reinforces commitment to 
organisational change. 

Continuous 
Innovation 
Initiatives 

Encourage employees to contribute ideas 
for improving AI systems, customer 
experience and operational processes. 

Creates a culture of innovation, 
learning and continuous 
organisational improvement. 

 

Embedding AI-supported customer service into daily operations will support long-term 

organisational performance. 

 

Financial Plan 

Although implementing an AI-powered customer experience platform requires 

significant investment, the long-term financial benefits are expected to outweigh the 

initial costs. 



 

 

 

 

 

Estimated Implementation Budget 

Table 10 Implementation Budget 

Activity Estimated Cost (£ million) 

AI software development 28 

Cloud infrastructure 12 

Cybersecurity upgrades 8 

Employee training 5 

Communication programme 2 

Pilot implementation 10 

Contingency (10%) 6.5 

Total Estimated Investment £71.5 million 

The investment would be financed through Tesla's capital expenditure programme and 

existing technology development budget. 

Expected financial benefits include: 

• Lower customer service operating costs 

• Reduced warranty administration expenses 

• Increased customer retention 

• Higher vehicles repurchase rates 

• Improved shareholder value 

The project is expected to achieve a positive return on investment within 

approximately three years. 

 



 

 

Communication Plan 

Successful organisational change depends upon effective communication. 

Tesla should adopt a structured communication strategy involving all stakeholders. 

Table 11 Communication Plan 

Stakeholder Communication Method Frequency 

Employees 
Workshops, email, Microsoft 

Teams 
Weekly 

Senior 

Management 
Progress reports Monthly 

Investors Quarterly financial reports Quarterly 

Customers Website, App notifications, Email 
Throughout 

implementation 

Suppliers Partnership meetings Monthly 

 

 

 

Communication should remain transparent, consistent and two-way, allowing 

employees and customers to provide feedback throughout implementation. 

 

 

Risk Management 

Potential implementation risks should be identified and managed proactively. 

 



 

 

 

 

Table 12 Risk Management 

Risk Likelihood Impact Mitigation 

Employee resistance Medium High Staff training and early engagement 

AI system failures Medium High Pilot testing before rollout 

Cybersecurity threats High High Advanced security protocols 

Customer reluctance Medium Medium Maintain human support alongside AI 

Budget overruns Low Medium Regular financial monitoring 

Managing these risks will improve implementation success and minimise operational 

disruption. 

 

 Evaluation Plan 

The success of the proposed change should be evaluated using Key Performance 

Indicators (KPIs). 

 

Table 13 Evaluation Plan 

Performance Indicator Target 

Customer Satisfaction (CSAT) +15% 

Net Promoter Score (NPS) +12 points 

Customer Response Time -30% 

AI Resolution Rate 70% of routine enquiries 

Employee Productivity +20% 

Service Centre Costs -12% 



 

 

Performance data should be reviewed quarterly by senior management to ensure the 

project remains aligned with Tesla's strategic objectives. 

In addition, qualitative evaluation methods including customer surveys, employee 

interviews and service quality audits should complement quantitative performance 

measures.  

Combining both approaches will provide a comprehensive assessment of the 

effectiveness of the change programme. 

 

Expected Outcomes 

If successfully implemented, the proposed AI-powered Integrated Customer 

Experience Platform is expected to deliver significant strategic benefits for Tesla.  

Customers will experience faster response times, improved service quality and more 

personalised support, while employees will spend less time on repetitive administrative 

tasks and more time addressing complex customer needs. Operational efficiency 

should improve through greater automation and predictive maintenance, leading to 

lower service costs and stronger customer loyalty. Ultimately, the proposed change 

will strengthen Tesla's competitive position by aligning technological innovation with 

high-quality customer service, ensuring the company remains resilient in an 

increasingly dynamic automotive industry. 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 Proposed Change Management Timeline 
 

 

 

 

 

 
Table 14 Change Management Timeline 

Phase Activities Duration 

Phase 1 Planning, stakeholder consultation, project approval Months 1–2 

Phase 2 AI platform development and employee training Months 3–6 

Phase 3 Pilot implementation in selected service centres Months 7–9 

Phase 4 Performance evaluation and system improvements Months 10–11 

Phase 5 Global rollout and continuous monitoring Month 12 onwards 

 

 

Executive Summary: Strategic Change Management at 
Tesla 

This report highlights that while Tesla leads the EV and sustainable energy transition, 

maintaining its competitive advantage requires evolving beyond pure technological 

innovation. In an environment shaped by fiercer competition, shifting customer 

expectations, and economic and regulatory shifts, Tesla must align its technology, 

leadership, organisational culture, and people. 



 

 

Conclusion: 
Overall, this report has shown me that Tesla’s success depends not only on developing 

advanced electric vehicles, AI and automation, but also on how effectively the company 

manages people, leadership, organisational culture and customer relationships. Tesla 

operates in a highly competitive and constantly changing automotive industry, so it must 

continue adapting to technological, economic, customer and regulatory changes. 

Through analysing change management models such as Lewin’s Three-Stage Model and 

Kotter’s Eight-Step Change Model, I learned that successful technological change requires 

more than introducing new technology. It also requires clear communication, employee 

involvement, strong leadership and continuous evaluation. I also learned that transformational 

leadership could help Tesla encourage innovation and motivate employees, but leadership 

must be balanced with effective communication and employee engagement. 

The proposed AI-powered Integrated Customer Experience Platform could help Tesla improve 

customer service, responsiveness and operational efficiency by combining AI and automation 

with human support. This would allow Tesla to benefit from technology while still maintaining 

the important human element of customer service. 

Personally, completing this report has helped me develop a better understanding of 

how technology, people, leadership and organisational culture are connected. I learned 

that introducing new technology does not automatically guarantee success; organisations 

need to prepare employees, communicate change effectively and consider the needs of 

different stakeholders. I also improved my understanding of strategic change management, 

leadership and how businesses can respond to external pressures. 

Most importantly, I learned that successful transformation is not simply about having better 

technology. It is about ensuring that technology and people develop together. This learning 

has helped me understand how organisations such as Tesla can use innovation while also 

managing employees, customers and organisational change effectively. I believe this 

knowledge will be valuable for my future studies and career because it has improved my 

understanding of how modern organisations can remain competitive in a rapidly changing 

business environment. 
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