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Executive summary  
This report examines Netflix's strategic transformation from a DVD rental service to a global streaming platform, highlighting key milestones such as the introduction of streaming in 2007, international expansion in 2010, and the launch of original content in 2013. These changes were driven by technological advancements, changing consumer preferences, and increased competition.
The report analyses Netflix’s strategic initiatives through the lens of change management frameworks. It examines how Netflix adopted new technologies, produced original content and expanded into the international market using appropriate change management frameworks and their impact on the company’s market position and sustained growth. The analysis underscores the significance of integrating various change management models to manage these transformations effectively. Netflix utilized planned models like Lewin's and Kotter's to provide structure for implementing new strategies, while emergent models like ADKAR emphasized adaptability, experimentation, and continuous learning in dynamic environments.
Recommendations for Netflix include enhancing communication and stakeholder engagement, integrating a mix of change management models for both large-scale and incremental changes, strengthening employee support systems, maintaining a customer- centric approach, regularly assessing change and measuring effectiveness through key performance indicators, and managing resistance through a clear vision and sense of ownership. 
By mastering strategic planning, adaptability, stakeholder engagement, customer focus, technological innovation and employee involvement, Netflix has ensured sustained growth in a competitive and dynamic streaming industry.













Introduction & Background
Netflix was founded in 1997, as a DVD rental service, ultimately evolving into a streaming giant with over 200 million subscribers and presence in over 190 countries today. Netflix has undergone several changes since its inception (Hosch et al., 2024). The most notable changes were the introduction of streaming on demand service in 2007, international expansion in 2010 and launch of original content in 2013. These changes were primarily driven by the rapidly evolving technological environment, shifts in consumer preferences, and increased competition. To remain competitive, it was inevitable for Netflix to continuously adapt to the market demands and technological advancements. 
Figure 1. 
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Figure 1 shows a timeline of the major changes that took place within Netflix.

Purpose of the Report
This report analyzes Netflix's strategic initiatives, including its expansion into original content production, adoption of new technologies, and expansion into the international market. It assesses the implementation of these strategic changes using appropriate change management frameworks, examining their impact on Netflix’s market positioning and prospects for sustained growth. The analysis will highlight key change management models that have been instrumental in Netflix’s remarkable transformation over the years.
Research Methodology
The research for this report primarily utilized secondary data collection methods. This included analysis of Netflix’s annual reports, press releases, industry reports, and relevant academic and industry literature on change management. Additionally, insights were drawn from publicly available data, media articles, and case studies related to Netflix's strategic initiatives.
Key Findings
Overall, Netflix’s shift towards original content led to a significant increase in its subscribers. Despite increasing competition Netflix market share remained stable, indicating effectiveness of its strategic changes. Revenue growth and profitability also improved. Figure 2 below shows the growth in Netflix subscribers.
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Source: Richter, 2021
Change Management Models
In the following section we will analyse the different change management models and how Netflix applied them in managing change. 
Planned Change
Planned change is a deliberate approach to prepare an organization for change. It involves a structured approach to implementation of new strategies, vision, culture processes and behaviors of an organization (Indeed 2022). Some common planned change management frameworks include the Lewin’s Change Management Model and Kotter's 8-Step Change Model. Below, we will analyze how Netflix applied change management models to effectively manage change and evaluate their success.
Lewin's Change Management Model 
Kurt Lewin’s change management model consists of a three-step process: unfreezing the current state, making changes, and refreezing new practices into organizational culture (Hussain et al., 2016).
Unfreeze stage: Netflix created awareness for the need for change due to technological advancements and shifting consumer preferences. For instance, in 2013, the CEO of Netflix stated in memo to employees and investors regarding the company’s commitment to shift from just distributing content digitally to becoming a leader in producing original content (Anthony, Trotter, and Schwartz, 2019). 
Change stage: Netflix implemented these changes by acquiring new technologies, building the capacity of its employees, negotiating licensing agreements and continuously innovating to stay ahead in a highly competitive market. 
Refreeze stage: Netflix solidified these changes into its organizational culture by embedding new practices, innovation, and creativity into everyday operations. Netflix continues to invest in the production of original content, employee development, and continuous improvements to its streaming platform to maintain these advancements (Daidj and Egert, 2018).

Lewin’s approach is often considered simple and straightforward, yet it remains relevant and can be adapted to complex and dynamic environments. Lewin’s model can be integrated with other emergent change models to leverage the strengths of both planned and emergent strategies (Burnes 2004).  
It is thus recommended that Lewin’s planned change model be combined with other adaptive strategies to address the complexities of modern organizational environments, such as that of Netflix. It is further suggested that for planned changes to be successful, elements such as organizational culture, technological and human resource development, and resource availability all need to be involved in the change process (Talima, 2012). 
Kotter's 8-Step Change Model
Kotter’s 8 step model is a structured approach to managing change which is focused on people. The model provides 8 steps to achieve successful change including, establishing a sense of urgency, building a guiding coalition, developing a vision and strategy, communicate the vision, remove obstacles, generate short term wins, consolidate gains and anchor new approaches in culture (Hodgetts, 1996).
To complement the simple and straightforward approach of Lewin’s model, I would recommend, as an advisor to Netflix, applying Kotter’s 8-step model to guide the company's transition from a DVD rental service to a digital streaming platform and original content producer, involving the following steps:
Create Urgency: Netflix created a sense of urgency by highlighting the competitive landscape, shifting consumer preferences, and the need to differentiate from competitors by transitioning from a DVD rental model to digital streaming and producing original content. 
Building a Guiding Coalition: There was a need to form a coalition of leaders and managers from IT, customer service, content producers, marketing and other departments to collaboratively drive the change efforts and support the transition. Proactive management, creating a clear vision, and fostering diverse perspectives in decision-making are essential for successful change. Different management styles should be tailored to various stakeholder groups to maintain momentum and enthusiasm (Elearn Limited, 2007).
Create a Vision for Change: Develop a clear vision for the company's future direction, focusing on becoming a leader in original content and continuously improving its digital platform.
Communicate the Vision: Constantly communicate the vision through various channels, including media, town hall meetings, marketing campaigns, press releases, and social media engagement, to highlight and promote Netflix as a content creator, ensuring everyone understands and supports it.
Remove Obstacles: Remove barriers that could hinder the change effort. This may include addressing technological advancements by investing in streaming infrastructure, improving user experience, and enhancing customer support.
Generating Short-term Wins: Generate short-term wins by celebrating milestones such as increased subscriber numbers, successful licensing agreements, high viewer ratings, and industry awards, to maintain momentum and building confidence.
Consolidate Gains: Reinforce changes by integrating streaming services into Netflix's core business strategy, building content library, expanding global reach, and exploring international markets.
Anchor New Approaches in Culture: Ensure that the changes are sustained by embedding them into the company's culture, fostering a culture of innovation and adaptability through continuous feedback and improvement in streaming technology and content selection (Dornbrack, 2023).
Kotter’s work emphasizes companies to be agile to be able to adapt to the fast-changing business environment. It further emphasizes the importance of both leadership and management. Leadership is important to set the direction and inspiring people while the role of management is equally important to ensure handling of the day-to-day operations. Kotter critiques the reliance on a single leader and advocates collective leadership and a supportive organizational structure (Hodgetts, 1996). 
It is further suggested that transformation must be an ongoing process and requires gradual progression to be able to last long. There needs to be an emphasis on viewing transformation as a prolonged, structured process, avoiding shortcuts, and carefully managing each stage to ensure successful and sustainable organizational change (Kotter, 2006).
Emergent Change
While planned change refers to a deliberate, structured approach, emergent change models take a different approach by considering uncertainty and complexity. The model emphasizes adaptability, experimentation, and continuous learning to be able to manage unpredictable environments (Ansar,2023). 
One of the emergent models that may be applied to Netflix to navigate through the challenges it may face in implementing changes is the ADKAR model. The ADKAR model focuses on the importance of individual involvement. The model has five main objectives including awareness, desire, knowledge, ability and reinforcement which build upon each other to address individual readiness to change (Ariestyadi and Taufik, 2020).
ADKAR Change Management Model
Applying the ADKAR model to Netflix's transition from DVD rentals to streaming services, and subsequently to producing original content, involves addressing specific change needs at each stage:
Awareness: Communicate to both employees and customers about the transition from DVD rental to streaming due to changing consumer preferences, market trends and technological advancements. For the shift towards the production of original content, stakeholders need to be educated on the company’s strategic goals to differentiate itself from competitors and gain greater control over the content library for long-term sustainable growth.
Desire: Emphasize the importance of motivating employees and stakeholders to embrace the new business model by cultivating enthusiasm through showcasing the benefits of change, offering creative freedom, and sharing success stories.
Knowledge: Employees need to be provided with the necessary skills and knowledge to support the transition to streaming digitally as well as production of original content. 
Ability: There is a need to ensure that customers can access and operate the new models. This required upgrading the technological infrastructure, providing customer service and developing and improving user friendly interfaces. 
Reinforcement: Reinforce the benefits of the changes and continuously review and gather feedback to improve the streaming platform and original content. Celebrate success and foster a culture that promotes creativity and innovation. 
By applying the ADKAR model, Netflix can effectively manage change by addressing challenges at each stage and maximizing the adoption of new business strategies. Burroughs (2019) attributes Netflix's successful change management to its promotion of flexibility, adaptability, experimentation, and continuous improvement based on feedback.
Satir Change Management Model
The Satir change management model is a five-step change model that describes the effects of change on feelings, thinking, physiology and performance. It consists of five stages including late status quo, resistance, chaos, integration and new status quo (Smith 1998). Netflix could apply the Satir change management model to facilitate smoother transition and sustained growth.
Late Status Quo: Before any change Netflix operated in a familiar, stable environment with established norms and practices. It is important to analyse the existing state and begin discussions on areas of improvement and prepare stakeholders for the required change. 
Resistance: Resistance is inevitable, and it is essential to acknowledge this by providing clear and consistent information on why change is necessary. All stakeholders need to be included in the planning process to develop a sense of ownership.
Chaos: This is the transition stage which involves a lot of uncertainty and challenges such as building a new platform, acquiring licensing agreements and developing new skills within the workforce. These can be mitigated by providing exceptional leadership, management, training and resources and maintaining open and free communication. 
Integration: In the integration stage, new processes, technologies, and platforms start to take shape. It is crucial to track progress, address any issues, gather feedback, and provide customer support to fine-tune the new systems and reinforce the new behaviors through incentives and recognition.
New Status Quo: At this stage, the new state becomes the norm, and the change is fully integrated. For instance, streaming became Netflix's core business, and its original content received global acclaim, allowing Netflix to expand internationally. To ensure sustainable growth, it was crucial for Netflix to continuously improve its user interface and original content.
According to Challa and Jena (2024), despite early missteps, Netflix achieved substantial growth through digital streaming, original content, and global expansion. This success was attributed to a customer-centric focus, maintaining customer trust, open communication, and encouraging adaptability, innovation, and creativity. This is directly linked to the different steps of Satir change management model which not only addresses technical and operational aspects but ensures that emotional and psychological needs of stakeholders are effectively managed. 
Utilization of Change Models for Incremental and Large-Scale Change
This section examines how Netflix utilized different change management models to navigate both incremental and large-scale changes, ensuring sustainable growth and adaptability.
Incremental Change
For incremental changes, such as minor adjustments to the user interface or content strategy, emergent change models are more suitable. This approach allows Netflix to respond quickly to user feedback and market trends, adjusting and improving without disrupting core operations. An example is the use of the ADKAR model for managing changes, such as enhancing recommendation algorithms and the user interface to improve user experience. These changes are managed incrementally to ensure they are well received and smoothly adopted by both employees and users.
Large-Scale Change
In case of large-scale change such as transitioning from DVD rental to digital streaming or shifting towards the production of original content, planned approaches are more effective. These approaches ensure that large changes are implemented in a structured manner, preparing the organization and all stakeholders, and firmly establishing new practices. Change management models such as Lewin’s and Kotter’s address the technical, technological and human aspects required for successful transformations. 
Netflix’s strategic use of change management models for both incremental and large-scale changes exemplify the importance of tailoring appropriate frameworks based on the scale and nature of the transformation. By effectively navigating both incremental adjustments and large-scale shifts, Netflix has ensured continuous growth, adaptability, and sustained success in the competitive streaming industry.
Identifying and Dealing with Resistance using Stakeholders' Power-Interest (PI) Analysis for Netflix
There are many challenges associated with managing resistance. It is not only the technical changes but the human changes that require careful management. Resistance comes due to many reasons such as disrupted routines, fear of the unknown, loss of control, personal competence, lack of trust in management and poor communication (Lawrence, 1969).
A stakeholder’s power interest analysis can help identify key stakeholders and devise strategies to effectively manage resistance for the following key stakeholders:
High power/high interest:  These may include executives and senior management, major investors, and key content partners. These stakeholders need to be closely engaged in the decision-making processes and provided with a clear vision of the need for change. Investors should receive regular updates on financial performance, highlighting stability and growth potential. With major content partners, it is essential to maintain strong relationships and conduct mutually beneficial and transparent negotiations.
High power/low interest: This may include regulatory bodies and internet service providers. Netflix must ensure there is full compliance to regulatory requirements, stay up to date with any potential regulatory changes and maintain open communication. They must also maintain strong business relationships with internet service providers to address any technical issues effectively. 	
Low power/high interest: Stakeholders with low power and high interest include customers and employees. For employees, there must be effective communication about their role in the change, along with comprehensive training programs and continuous support (Indeed, 2023). Content producers should be empowered with creative freedom. Customers can be educated through targeted campaigns about the benefits of shifting towards digital streaming and original content. Continuous improvements to the platform, user experience, and content should be made based on customer feedback. Netflix also effectively implements pilot programs to identify potential issues early and gather feedback before a full-scale rollout.
Low Power, Low Interest: This may include the general public and other minor stakeholders. Their sentiments must be monitored, and any emerging issues may be addressed while maintaining a positive brand image. 
By identifying stakeholders based on their level of interest and power, Netflix can develop targeted strategies to manage relationships, address resistance, and ensure successful change management, thereby ensuring sustained growth. Key characteristics of Netflix’s smooth transitions include transforming the entire business model through technological advancements, continuous improvements, a customer-centric approach, and strategic partnerships with internet service providers and content producers (Allegretti et al., 2021)
Socio-Psychological Aspects of Resistance
In addition to the above-mentioned factors of resistance to change, resistance also comes from socio psychological aspects. They may include fear of losing status and disruption of social relationships. It is important for companies to understand these for effective change management (Dent & Goldberg, 1999). Netflix can mitigate resistance by ensuring employees feel secure and free to express concerns and experiment with new ways without fear of consequences. Building trust through consistent and honest communication and providing necessary support during the transition period is essential. Strategic agility necessitates a blend of trust, transparency, and a balanced emphasis on both technology and people. Netflix exemplifies this approach, being recognized as an excellent workplace that provides employees with a sense of purpose and actively involves them in decision-making processes (Souza and Romero, 2021).
Assessment of Change Program Effectiveness
Netflix can assess change program effectiveness through the following approaches.
Setting clear objectives: Netflix should establish specific and measurable objectives that align with their overall strategic objectives such as increased market share, enhancing user experience and satisfaction, and increased production of original content. 
Key Performance Indicators (KPIs): Track progress using KPI’s such as market share, customer satisfaction, subscriber growth, user engagement, improved revenue, content success and operational efficiency. 
Stakeholder Engagement and Feedback: Use surveys and interviews to assess employee morale and satisfaction. Additionally, monitor customer satisfaction and feedback via customer support and other media channels, continuously adapting strategies based on lessons learned.
Implementation of pilot programs: The effectiveness of change programs can be assessed through pilot programs that test new initiatives and allow for necessary adjustments.
Monitoring and evaluation: Continuously monitor and evaluate performance against key indicators. Celebrate successes by sharing success stories and acknowledge and address challenges transparently. 
Conclusion
Netflix’s transition from a DVD rental service to becoming a leader in global streaming, original content and its presence in over 190 countries demonstrates the company’s remarkable ability to adapt to technological advancements and consumer preferences. 
By leveraging both planned and emergent change management models, Netflix has navigated both large-scale and incremental changes effectively. The analysis of Netflix’s effective change management highlights the importance of integrating different models such as Lewin’s and Kotter’s model to address both technological and human aspects of transformations. Effective communication, stakeholder engagement, customer centric approach, and continuous improvements have been key to mitigating resistance and fostering a culture of innovation and adaptability. The application of ADKAR model highlights the significance of individual readiness and reinforcement in driving successful change. 
 Overall, by mastering a blend of strategic planning, stakeholder engagement, data analysis and customer centric approach, technological advancement and employee involvement has been critical in sustaining long term growth. Their adaptability and responsiveness to market shifts serves as a valuable lesson for other organizations operating in dynamic environments. 
Recommendations
This section will provide brief recommendations and the way forward particularly in the context of addressing change management. 
· Enhance Communication and Stakeholder Engagement: Continue to maintain transparent and consistent communication and use tailored engagement strategies using stakeholder analysis 
· Integrate Change Management Models: Continue to leverage a mix of change management models to effectively manage both large scale and incremental changes focusing both on technical and human aspects of transformation.
· Customer Orientation: Maintain a customer centric focus and stay up to date with market trends using customer feedback and continuously improve user experience and content quality. 
· Strengthen Support Systems: Encourage creativity, experimentation and continuous learning. Provide ongoing trainings to help employees adapt to new roles and technologies. 
· Continuous Improvement: Regularly assess the effectiveness of change using KPI’s and implement pilot programs to test new initiatives and make necessary adjustments based on feedback. 
· Manage Resistance to Change: Acknowledge and address change through a clear vision, communication, sense of ownership and providing necessary resources and support during transitions. 
By implementing these recommendations, Netflix can continue to lead the streaming industry, foster innovation, and ensure long-term success in a rapidly changing environment.
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