





[bookmark: _Toc68190770]Executive summary
 
This report will look at the Change Management Policy and obstacles faced by the management of the ‘Little India’ Restaurant . There is a brief introduction about the business history and the external and internal challenges the business faces. The Change Management aspect have been examined using established models and methods such as ‘Kotter’s Eight Steps’ and ‘Lewins Three Steps Model’. 
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Introduction

The goal of this report is to identify, apply and manage change within an organisation. The report will look at implications arising from change and examine the ways in which they can be directed and aligned to the organisations goals. The macro and micro environments of the organisation will be considered, and leadership styles and policies created to benefit the organisation. The report will take into consideration existing company culture, and tailor the change management policy by applying known models and theories of change to align with the company expectations. It will also look at the impact it might have internally and externally when implementing changes in the business and the environmental changes it will have after COVID-19 pandemic. Change Models have been used to show how changes have taken place, the positive and negative impact they have on the business, showing how changes was managed in the internal environment. Furthermore incorporating any issues that have been managed through the process of change in leadership style. Business have cultures - this report will analyse the culture of the business and evaluate the company’s culture to get an understanding of the impact it has on the company after the changes has been made. Models and theories have been brought forward to enhance the understanding process of the business and what they are doing right and wrong. Models that have been illustrated in this report are well known and very profound in business fields. Many businesses use and implement models and theories around the business place, and as a result have enjoyed greater success.
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	POLITICS
	Tax reform, health and safety, leaving the EU


	ECONOMICS
	Inflation rate , consumer confident is low due to COVID-19


	[bookmark: _Hlk68185765]SOCIAL
	Healthy eating, fast food, vegetarian, good image, population, cultural change


	TECHNOLOGY
	Technological advancement, CCTV, online order, social media, complain is easier for customers


	LEGAL
	 regulatory authorities, food hygiene, Discrimination law


	ENVIROMENTAL 
	[bookmark: _Hlk68188332]changing trends, labour costs. Climate. Environmental Change



 
PESTLE has been used to find out about the external factors about Little India restaurant and the affect it will have moving forward from tax reform to changing trends. According to Tan (2012)  PESTLE analysis as an analytical tool which is used to identify and understand the macro environment of a business or an organisation. Using PESTLE is useful in summarising all the findings that can impact your organisation. The PESTLE tool can be used in all kind of  environment. Political, Economic, Social, Technological, Legal and Environmental. The PESTLE tool will be used to explore all factors that will influence Little India restaurant  which has being outlined in this report. The PESTLE tool analysis is being used to scan the external factors, that is  also known as macroenvironment.
Political 
Political is a major problem for Little India restaurant as the UK has left the EU, what kind of law will come in to force for the food or hospitality industries because after certain time there is  new government taking place and the law is always changing so there is not always a  political stability. The government can raise the tax which Little India restaurant might not be able to afford and will have impact on the profit. 

Economical 
customer confidence is low due to the Covid-19 Pandemic. Not many people are going out as they had before, economic growth is in the decline because of the virus. Little India suffering with the Covid-19 Pandemic and  is causing businesses to close. At the moment Little India is serving takeaway food, but the business is still slow, and the moral of the employees is low.
SOCIAL
People used to go out about few times a week to eat out, sometimes healthy food to fast food for example burgers and fish and chips. Little India relied on these customers for its business to come and dine in. unfortunately the customers can not come in because of the Government restriction.

TECHNOLOGY
Technology is emerging really fast and having  detrimental affect on all business, technology such as Just Eat, Deliveroo, Uber Eats and many more these are online food delivery services and have taken the world by storm and are evolving rapidly day by day. Little India does not have these platform currently. Most orders are done manually, it would have been effective have more orders through theses technology.




LEGAL

This is about law and regulation that can have an influence in a business, for example it can involve regulation such as health and safety, have consumer laws and their rights, employee rights and advertising standards.
Because of the government legislation Little India was struggling at first but now is maintain the Social Distancing law. Governmental people are coming and inspecting if all the regulations is followed properly, if found guilty of any regulation not followed according their  might be  penalty.

ENVIROMENTAL 

This is about the impact on the environment, this is conducting all business in  ethical way and a sustainable manner. When conducting business these  matters should be taken into consideration population, carbon footprint, changing trends, labour costs. Climate. Environmental Change. Little India does not do much about carbon footprint they use lots of packaging, they are very slow at caching up to trends.
















[bookmark: _Toc68190773]History of organisation

Little India is a Restaurant of Indian Cuisine serving dining-in meals, as well as a take-away service. The Restaurant has been in operation for three years and is not doing as well as initially hoped when opened. According Munjal and Sharma (2012), for a business to be more productive the business will need to have some innovative practices and approach that can help in a time of need. Without having done any research in to how a business should operate, making suitable business plans and implementing them the business was failing, it was inevitable as it was not going as planned - failure was imminent.  
The business was targeting all segment of the market and was very hopeful of attracting customers but did not do much research on how to bring customers. Many restaurants are shaped by inspiration that they might have got from somewhere or having courage just to open one - additionally sometime just luck (Artunian, 2021) however Little India did not have any plans. It was doing quite well at a stage where they did not require aid or support, but it was not sufficient enough for them to maintain a good healthy overall profitability in the organisation. The highlights for the business were that they really had good friendly staff, the location was good, and they gradually managed to get customers in through the doors with hard work and determination. The organisation has changed some of its recipe and business was doing quite well again, the curry’s have become Britons favourite dishes - this adaptation on external influence has gained recognition on the national level (Buettner, 2008).
Since the global COVID-19 pandemic the business has become very hard to maintain. The pandemic is continually causing disruptions on how businesses are generally operated (Sahoo, 2020). Small businesses are offering takeaway services but the profitability it is nowhere near the amount they would have gained if the restaurant were to be operational in a pre-covid working world but that is not enough. Many restaurants are closing or will close resulting to employees losing their jobs, their livelihoods, or worried about losing their jobs. People are generally cautious, and rightly so, of going out due to the pandemic and the potential dangers associated with its spread. As a result of this, near enough all businesses are impacted and thus is the economy. In a bid to combat and resolve this issue, the government have been giving out loans to organisation to ‘help out’, even after the lockdown. However, this poses the very serious question which all small business owners are battling with - If by some chance, the business opens again. will they be able to pay back the loan and how much prices will they have to put on the menu in a realistic level  in order to make a substantial revenue? (Sonwalkar, 2021) 
Many of our basic freedoms and necessities have been impacted by the pandemic. The government has been forced to restrict many liberties and have brought in laws and policies which are hindering many aspects of our lives, movements, and choices. Lockdown is one of the policies having the greatest negative effect on Little India.
As a result of the countrywide lockdown, customers are having to stay at home and can only order a take-away meal as opposed to dining in which  normally accounted for approximately 60-70-% percent of the sales.  The reduction in sales has had a catastrophic effect on people and on businesses (Colburn, 2020) and Little India has suffered greatly from this.
COVID-19 has dramatically changed the external factors of organisations in an unprecedented way. From processing and transport to logistics as well as momentous employees shifts in demand. Many of these disruptions are a result of policies adopted to contain the COVID-19 of the virus (Oecd, 2021). Little India does not have cash reserve - in fact, they go from week-to-week basis. The restaurant is trying to do the best it can to navigate through this pandemic to generate enough money to survive. The restaurant is small, it holds about 30 people at any one time, after the lock down the rent is still the same but this time, there is less income. Beyond lost sales the restaurant is trying simply to survive the proprietor of the business is worried it might close the doors to customers permanently. As COVID-19 surged across the UK, if infected, consumers and workers alike will suffer with cough, headache, fatigue, sore throat (Fisher, and Heymann). To avoid or to minimise the effect of the virus, employees must follow the NHS guidance and government recommendations whereby they were a face mask and use hand sanitisers. The managers must also make sure all rules are followed and sufficiently implemented to the government’s regulation. The business is also in the risk of customers walking in to their doors for takeaways service with a potential deadly virus thus leaving staff exposure to the virus. Supply have been hard to come by for example hand sanitisers, soap, in general cleaning product since the start of COVID-19 pandemic, it has been very hard to locate these products as everyone is buying these products (DeFranco, 2021). Timetables have also changed so you can no longer open till late, rather it has to be early closer as government announced  (BBC - Home, 2021). Many changes the restaurant has face since the COVID-19 pandemic, the business has to adjust to all the changes enforced because of the pandemic. The restaurant  is not busy at the moment it only employees few staff to operate, If someone has the virus at work they have to close for two weeks because of the isolating rule (GOV.UK, 2021).
[bookmark: _Toc65098705]
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Competing in the  world of technological advancements which are happening every day , demands from organisation are also changing (Gravells, 2010). It has become most necessary to adapt and acquire different skills and leadership style for a person to work and gain an advantage, 
Little India restaurant adapted to some changes and style that benefits the organisation. Furthermore a leader can change a particular style they deem feet as to when a situation demands, from solving problems to improving the performance in the workplace (Martinuzzi, 2021). There are many leadership styles from being Autocratic Style to Laissez-Faire Style these styles are opposite to each other, according to Morrison and Milliken, (2000) having a voice is defined as a communication tool. Little Idia restaurant  Leadership style is more Democratic style approach this benefits the business by enhancing innovation and creativity, it is believed voice remains an important issue in business organizations where Little India restaurant is trying to implement changes slowly by talking to their employees. This highlights the role of the business leader being imperative to the moral of staff and the success of recovery of the business in a post covid world. Leader of the restaurant must consider not only the survival of their business, but the health, both physical and mental wellbeing, of their employees. This not only creates a healthy work environment, but when the leadership has a strong sense of unity within their staff, the workers are more likely to work to their full potential to ensure the successful relaunch of the business.
It can be said that being successful at management changes have great benefits and rewards and it is very crucial for business to survive and stay successful in this competitive business environment (By, 2005). This is as crucial as ever during and after the pandemic. Strategic change is the movement of a business getting away from its resent state toward some of its desired future state to increase and hold a  competitive advantage in business. Little India restaurant is trying to approach bringing about harmony among the business strategy and structure moreover bringing human resource systems and the larger environment. Strategic change involves the organisations culture, technical and political aspect (iEduNote, 2021). 
[bookmark: _Toc65098706]
[bookmark: _Toc68190775]Changes 

Changes are very difficult in business however applying Kotter’s management change tool will help the whole process to go smoothly for Little India restaurant. Not everyone will accept change, some will be hesitance and others will just go ahead with it. It is very important to make them warry of change and guide them through the process of change. Kotter’s 8 change model is quite easy to follow. Kotter's model of change (1996) is very popular  process model for changes of management style (Appelbaum, et al., 2012).
The Eight Step Change Model is planned to bring continuing changes to any organisation, and every single step is equally as important in achieving this and managing change - must understand on every stage fully in order to be able to implement the model correctly.
There is always change in our life or business and life dictates that we all change for the good, voluntarily or it may be involuntarily. However, Little India is sometimes met with resistance, notably in organizations that have been in operation for a long time. If you are a manager within a company or one of the leaders who make everything work, implementing some key changes can be such an intimidating and hard prospect, as Little India restaurant have found out especially having the list of daily challenges that has already been accompany any business undertaking. Adapting to change is necessary as Little India restaurant did adapt to change, for example emptying their hot plate and putting takeaway meals inside to keep food warm rather than just letting it sit on the table, furthermore organisation that are operating in a successful system or methods for a substantial amount of time need to uphold and update their practises this ensures durability and adjustment over time. (Biedenbacha and Soumlderholma, 2008). Little India restaurant had to update their system as the old system did not really work for example  writing on paper order pads and not going digital. They later got a PDQ system and went digital. This is Kotter’s eight change model and how it will be implemented in workplace change. Changes are always there and are going to happen that is inevitable. Having competition and changed that lets us see what we should do in the future (Armenakis and Harris, 2009).
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[image: change-management kotters change model gary tremolada change manager]
Fig: 1 Kotter’s 8 Management Steps                                              (Gary Tremolada, 2021).


Whether you are thinking of a small change to one more process, or a system wide change to a business, it is very common feeling of uneasiness and intimidation by the scale of the challenge. As a leader you are aware that change needs to happen imminently for the business to thrive, but there may be obstacles in your path about delivering it. Where can you start? Who do you involve? How do you manage to see it through to the very end? There are many models, theories about how to implement change in organisations. This is Kotter’s eight step to change model.




Create Urgency
According to Kotter (1995), for change to happen, it really helps if the whole organisation appreciates and wants it. Developing a great sense of urgency around the need for change to happen. This probably may help you with the initial motivation to get things moving along. The changes that are happening must be portrayed accurately or the information will not be understood (Kotter, 1997).
[bookmark: _Hlk63685640][bookmark: _Hlk63685523]In the organisation urgency was not implemented as Kotter suggested in his eight steps, in fact the attitude of Little Indian restaurant  was more ‘let’s wait for few weeks and see how the business operates’. This ‘wait and see’ attitude proved problematic for the business survival. There was no vision or urgency to make any progress. The leadership style was very relaxed and there was no sense of resolve in any matter relating to Little India restaurant. However as time went by, for the business to survive, the leadership style had to change for the better. The leadership style was managed by being Authoritative Style. This style is a mark of a confident leader who goes forward and sets examples and energises everyone along the way, this leadership style encourages people and help the people see where the organisation is going, furthermore what is going to happen when they reach there (Martinuzzi, 2021). Little India restaurant leader made the employees feel confident about themselves and made them feel very energetic thus creating an atmosphere to adapting to change for the better of the business. 
These are the point Little India restaurant did to manage change: 
· Identifying potential threats to the organisation , and show scenarios  showing what could happen in the future if the threats are not eradicated..
· Examining all potential opportunities  that should be exploited to the maximum.
· Starting discussions and giving dynamic and very convincing reasons to getting employees talking and giving idea’s.
· Requesting support from local customers, outside influencers and own industry general people to strengthen your ideas.
The restaurant adapted to the creating an urgent management system by identifying what was needed to change because of COVID-19. From being a Laissez-Faire Style leader who just let its employees do whatever they were doing and had least amount of oversight on them (Martinuzzi, 2021). Having changed the leadership style to Authoritative Style the changes was managed very effectively as all the information on what needed to change  was conveyed to everyone and was understood what their role was.
Form a powerful coalition
According to Kotter (1996), a person cannot single-handedly make change to an organisation. Changes should be made with people that are in high power and is critical to it success. These people should have this:
1. Position Power: have lots of  key people on board because those that are left out of the coalition cannot block any progress.
2. Expertise: everyone must point their view so that informed decisions can be made to progress in the organisation.
3. Credibility: everyone in the group should be respected by the people in the organisation, so that the group will be taken seriously by all the employees.
4. Leadership: having enough proven leaders and be able to drive the change process to the desired goal.
The restaurant leader of Little India restaurant managed to get together with their experienced employees and formed a coalition. The objective of the restaurant and food service establishments is to give highest-quality food and more ever exceptional service to its customers while staying within the food and labour costs in this Pandemic so that the restaurant can make a profit. This goal was only achieved with the cooperation and high support of all of the employees. Even with the getting together with all of the business employees and forming a coalition in this COVID-19 pandemic the business still was not as it was before the pandemic, but it now had a purpose and a style that manifested because of the pandemic. The leader formed a coalition and identified key members to act as leaders or champions and embedded them in the business.
Create a vision for change
This task is creating a clear vision of transformational change; without outlining clear vision the whole process of change and objectives will dissolve and be very confusing, furthermore take the organisation in to wrong direction. Vision for change and having a strategic plan was necessary to extend management's overall thinking and to address a longer-term issue and changing competitive dynamics (Flamholtz and Kurland, 2006). Once you have a clear vision it is very easily understood by your employees, first steps are always the hardest. According to Washington and Hacker (2005) leaders that understand change get very attached by the idea and think the idea will not fail.
The restaurant had a vision for change but was very slow at implementing any change at all. The culture of the business was very laid back, ‘we will change if necessary’. It became imminent that change had to be actioned because of COVID-19 and the leadership took drastic measures to insure they stay in business. The front of house was decorated for example they got new chairs and table, made the waiting area more spacious as no customers was going to dine in. Got online application like JUST EAT - this platform gave them more business. Without the vision for change it would have been a very hard struggle.

Communicate the vision
Having a communication is a critical fact of the business change process this surely reduces uncertainty (Bordia et al., 2004). It was stated that communicating clearly and making the employees understand the clear vision of the business this leadership style saw more positive state of mind of the employees on the organizational change. These employees felt very confident in change (Nelissen and van Selm, 2008). Weekly meeting was a key factor for employees to be more open and be trustworthy, this illustrates good communication.
Communication was never an issue for Little India restaurant, but the vision was not clear cut. The leadership was not convinced they can take the restaurant to another level. There are small businesses that are able to develop with the help of applying models and theories into moderately large organisations in terms of profitability without increasing their employees to a great extent, and so avoid the administration associated with increased staff numbers (Trapp, 2021). The business leader did sit with the staff and finally communicated a vision to go forward. They decided to paint the restaurant, have a colour that attracted people passing by and put sign post everywhere near the restaurant telling potential customers that they are making food for you to collect or have it delivered. Making the business more digital friendly by advertising on Facebook, Instagram, and third-party food application. Doing leaflets door to door with QR codes on the menu, giving discount codes Instagram competitions (share on your story and tag the restaurant for a chance to win a free meal!). Offering digital training for staff to be more computer literate.

Empower action
Employees have lot of ideas and visions they often portray this to the organisation, however just by communicating their ideas is not always enough, there are many obstacles in there was that they need help. According to Kotter, (1996) empowering employees you have to look at four obstacle these are:
· structures
· skills
· systems
· supervisors 
Giving training to employees it will be very successful because this helped the employee to have a sense of responsibility (Denton, 1994).
The restaurant did have a manager but all the time the employee did not have much power to change things around, but COVID-19 has changed the way everyone looks at things. The employee had obstacle to overcome for example the chef did not like the changes that was made, and the staff objected on some of the changes. The barriers that were identified was removed if the problem is not removed this can hinder the progression of the business.



Create quick wins
[image: ]
Fig: 2 short-term wins                                                (Real IRM  Leading Enterprise, 2021).
Creating small wins is crucial because this gives you confidence for your long-term goal, this brings momentum for you and the business to go further. By this stage, the organisation has established vision of change and begun executing them. Small wins give confidence to employees and leaders this reassurances them that they are on the wright track (Reichers et al., 1997).
Little India restaurant had many small wins most of the time, but after the pandemic the wins was not consistence. COVID-19 had changed the whole dynamic of doing businesses. The change was managed by looking at the future goals. What the restaurant needed was to survive and stay afloat in the business environment. The leadership style changed to and implemented long term goals to survive, for example the restaurant would open one hour early than normal because it only did takeaways and not all the staff needed to come on time or they were given extra day off, there were not much work to do in the restaurant as there were no one to dine in. 



Build on the change
Leaders must prove that the changes they made are working for the better of the organisation. It is very tempting for leaders to declare victory in an emphatic manner after the signs of performance improvement are able to be seen or immanent (Kotter, 1995).
Having short term wins that does not really signify the full success. On every step of the way the leader should analyse the results to have an accurate account on seeing how the short-term visions are adding to the long-term visions. The leader must look at the outcomes to know what can be improved to make the vision plan successful and what things are already in the right.
The restaurant did build on it changes, and it sustained those changes throughout the COVID-19 pandemic. They utilised the front of house to pack orders, the fancy lights were turned off to save on energy, more concentration were given on online orders as customers sometimes were reluctant to coming out because of the pandemic. The leaders and the employees had a good understanding on the change and have been giving good services to customers.

Making it stick
To making all changes to stick the organisation must adapt this in their culture. The leader of the organisation must focus this and make the change as a culture the leader should ensure that the organisation values their vison to stick to change (Pratap, 2021). The business must also strive for constant renovation and action changes to improve rather than stay stagnant and become outdated and thus become a less appeasing option for consumers. 
The restaurant stuck to all the changes that was made in order for the business to grow and be in a state where they do not have to borrow money to stay afloat. Some changes include having online system in place and made all its employees adapt to its values. All of the changes was evaluated and checked to see if it was working as hoped for.



[bookmark: _Toc68190777]Implementing Change and Strategy  
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Fig: 3 work culture                                            (Heathfield, 2021).


Organisational culture is viewed as one of the most dominant factors contributing to the businesses success (Kane et al., 2018). The culture of the organisation is an important concept for all the people in  the profession. All businesses are made up of good relationships and human interactions. Moreover culture is therefore integral to the role of the profession and this should be managed and developed accordingly. The old culture of the Little India restaurant has been abandoned and the new culture of the restaurant is applied. All employees understand what their role is and what type of service is expected of them, for example giving a good customer service the way one talks to them using eye contact, showing a good body language, being understanding, and listening to any situation they might portray and being polite. This is the culture that has been integrated into the organisation. As the change happened in the restaurant it was very hard to get everyone on bord, not everyone wanted change as some of them were creatures of habit. Eventually the leader had persuaded them and re-assured them the culture needed to change to gain more profit for the business, that means more wages for all the employees. Having said that, all the employees got together and supported the change and new culture was in place. The leader have led by example and has establishing a culture team of  great employees who live and breathe the culture and they have them be the constant reminder to other  employees. This has been ideal because this cannot be accomplished all by yourself. The leader has become a positive role models for all the employees.
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Whatever kind of restaurant you have customer service is a top priority for the restaurant to  prosper. The restaurant needs to modernize its menu and attract potential customers, maintain them, and curate an experience that caters to their ever-changing needs. Staying at-home orders have made restaurants to do so very promptly. Because of the lockdown the restaurant can do online cooking classes, showing all the recipe that has been used to make the meal, this is one of the most secret aspect of the restaurant. Some of the spices are changing, the menu ever evolving while securing its signature dishes too. This highlights to the customer that the restaurant cares. 
While lot of people are working from home, most people are stuck to the same routine every day. People spend time in social media, because people cannot go out to meet their family and friends. Whilst on social media there are lots of advertisement  you see, having the restaurants advertisement  put in with very good pictures it is highly possible that the person watching the advertisement  or picture might probably order from you. It allows an opportunity to break up the monotony of lockdown living. Using the adds take customers to your own website instead going through a third-party app, for example JUST EAT and UBER EATS. This decreases any fees the third-party app takes, which will maximize your revenue.
Having looked at all of the restaurants changes and culture, the restaurant needed a great overall of change in order to maintain its self in this COVID-19 pandemic. Kotter’s eight step model was introduced to highlight what was missing and what needed change, furthermore Lewins three step model was also used to illustrate the problem of the restaurant and how the leader of the restaurant implemented the change. Recommendation was given to maximize the profitability and engaging with customer was a productive move for the organisation. Shareholders were inspired to come on bord because the leader of the business persuaded them to move forward as cultures needed to change. 
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