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[bookmark: _Toc133674940]Executive Summary
Change is important for every organization as organizations need to adapt it so as to strive and thrive in the modern economic environment. Ritz, a universal luxury hotel in Washington D.C is one of the organizations that have had to adopt to the constantly evolving economy. This report aims to analyse the changes that the hotel has faced recently. The report will also analyse the key change models for managing the changes; including planned and emergent change models and the changes experienced from the application of these models. Additionally, the report examines the key driving factors for change at Ritz Carlton. These factors include culture, leadership, competition, digitalization, social, political and economic factors. Finally, the report examines resistance factors to change. This paper concludes that change is critical for any organization, and its adoption at Ritz Carlton has helped and still remains important for keeping the business afloat throughout the unpredictable economic environment.


[bookmark: _Toc133674941]Introduction and background to the organization 
Ritz is a universal luxury hotel that is distinguished by its top-tier service delivery to customers. The hotel has its headquarters in Chevy Chase, Maryland in Washington D.C. The hotel has expanded its market niche to more than 30 hotels in 24 different countries. Celebrities and politicians have found Ritz hotels to be fascinating and this is expressed through their loyalty and the referrals the customers give (Golden & Zajac, 2001). Extreme nobility and luxury dictate most of the engagements in the hotel; this has led to the nickname "the roof of the world" (Haveman et al., 2001). However, the hotel does not operate in a vacuum, it has to encounter forces in the marketplace and embrace change to remain strategic and competitive in the dynamic world. Change has been inevitable to the hotel making it important to adjust and keep abreast with the current trends. 
There are various reasons why Ritz is obliged to adopt change in their hotel management and operations. Pradipta et al. (2023) articulates that over the recent past, the market has been volatile and faced with challenges like the Covid-19 pandemic which has necessitated that organizations change the way they do business. Pradipta et al. (2023) observes that lockdowns led to the reduced number of clients among all Ritz Hotels globally a situation that calls for the need to adopt new strategies. Besides, the world is rapidly revolutionizing, with technological advancements taking the centre stage in how business is conducted. Ritz has had to change its culture to embrace an online presence which is a strategic intent for competitiveness (Bordia et al., 2004). Moreover, the competitive pressures have influenced change in the organizations as they strive to maintain their competitive edge and thrive in the market. Furthermore, pressure from customers has pushed the organization to adopt a change to fulfil their changing tastes and preferences (Baker et al., 2014). Legislative institutions have also influenced change in the hotel organization as they formulate new guidelines for the operation which the hotel management has had to comply with. The need to discover and optimally use new skills has also led to a change in the organization. 
[bookmark: _Toc133674942]Key change management models
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Lewin’s theory provides three phases that can be followed to manage change in an organization. The phases include unfreeze, change and freeze, for an organization to successfully get to the desired change it is important they manage these phases effectively. Unfreeze entails identifying the area where change is needed and preparing on how that change will be achieved. The second phase entails change; this is the stage where things get done and actual change is implemented. The last phase according to the theory is freeze; once the desired change has been achieved the organization ought to solidify the change to make sure they do not draw back to the previous trends and norms.
[bookmark: _Toc133674943]Planned Change Management Model
The planned change model is a structured approach to change that encompasses a series of steps, including diagnosis, planning of events, implementation, and evaluations. In Ritz Carton, the planned change model has been optimized to introduce new hotel designs, technological advancements that reflect new norms, and also employee training programs. For instance, the organization optimizes the model in new branding strategies which entails a rebranding exercise and the introduction of new design concepts to create a modernized and luxurious ambiance. This initiative has been observed to increase market share by 20% annually (Hammersley, 2010).
The strength of planned change is that it allows the organization to manage changes in a structured and systematic manner. It provides a clear roadmap for change, which makes it earlier for employees to understand and follow (Sakano & Lewin, 1999). The weakness of the model entails it being inflexible and slow to respond to changing conditions. The rigid structure of the planned change model may prevent Ritz Carlton from responding quickly to changes in the market.
[bookmark: _Toc133674944]Emergent Change Management Model
The emergent change management model entails an adaptive tactic to change that allows organizations to respond quickly to changing circumstances. This model is built on the notion that change is a constant process, and organizations need to be flexible to succeed (Haveman et al., 2001). In Ritz Carlton, the emergent change model has been used to introduce new customer service initiatives, employee empowerment programs, and sustainability practices.
The strength of the emergent change model is its flexibility and adaptability. It allows organizations to return quickly to changes in the market, which is essential in the highly competitive industry (Claessens et al. 2000). The weakness is reflected in the chaotic and unstructured aspect, which may result in confusion and resistance among employees. Lack of a clear roadmap for change may lead to resistance and confusion among employees in the organization (Gaylen et al., 2009).
Ultimately, the Ritz Carlton has used both planned and emergent change management models to drive change in the organization. While the planned change model provides structure and clarity, the emergent change model allows for flexibility and adaptability (Fondas & Wiersema, 1997). To achieve success, Ritz Carlton needs to strike a balance between these two approaches and adopt a hybrid approach that combines the best elements of both models (Haveman et al., 2001). This will enable the organization to manage change effectively while remaining competitive in the highly dynamic hospitality industry.

Kotter's eight-step change model 
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John Kotter's eight-step change model was put forward in his book Leading Change, which is widely regarded as a fundamental work in the field of change management(Mert, A, 2023). Kotter's theory is a simple and easy road map that provides leaders with reference to ensure that the correct steps are taken when it comes to planning and managing change.
This model also has its own limitations in the context of the modern reform plan - although it encourages to be inclusive as much as possible, but it is quite traditional.
In addition, these 8 major steps are too detailed and strict, it makes people feel very rigid lacks the flexibility required by the reform project. One of the most important key points in Kotter's theory is to create "sense of urgency", which will affect employees' feedback.
[bookmark: _Toc133674945]Changes Experienced 
Approach that Ritz-Carlton could use to foster innovation is bricolage. Bricolage refers to the process of creating something new by combining different resources that are readily available. According to Senyard et al. (2014), bricolage is a path to innovativeness for resource-constrained new firms. Ritz-Carlton could use this approach to foster innovation by encouraging employees to come up with new ideas and solutions to problems by combining existing resources.
Another approach that Ritz-Carlton could use to improve its service delivery is through employee voice behavior. Employee voice behavior refers to the expression of ideas, opinions, and concerns by employees about the work environment. Morrison (2011) argues that employee voice behavior can lead to improved performance and innovation within an organization. Ritz-Carlton uses this approach to encourage employees to share their ideas and concerns about the organization's service delivery, thereby leading to improved performance.
Causation and effectuation processes could also be used to foster innovation within Ritz-Carlton. Causation refers to the process of identifying goals and then developing a plan to achieve those goals. Effectuation, on the other hand, involves using available resources to create new opportunities. Chandler et al. (2009) argue that causation and effectuation processes influnces innovative outcomes. Ritz-Carlton could use this approach to foster innovation by identifying its goals and then developing a plan to achieve those goals, while also using available resources to create new opportunities (Tadry, 2000).
In response to these challenges, Ritz-Carlton implemented a series of changes to improve their service quality and innovation. One of the changes was to empower their employees by providing them with the necessary resources, training, and support to deliver excellent service (Zollo et al., 2002). From the observation of the experiences in Ritz it is important to ensure that every employee understands the company's mission, vision, and values, and was committed to delivering excellent service. There is need of tools for employees to take ownership of their work and to feel empowered to make decisions that benefits Ritz Company (Gaylen et al., 2009).
.
[bookmark: _Toc133674946]Application of the models 
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The planned and emergent change management models can be utilized for both incremental (small-scale) and large-scale change programs. The application of these models would differ based on the scope and nature of the change being implemented.
For incremental change programs, the planned change management model would be more suitable as it provides a structured and systematic approach to change (Shirey, 2013). This model involves a series of steps such as diagnosis, planning, implementation, and evaluation. The diagnosis stage involves assessing the current situation and identifying areas for improvement (Faccio & Lang, 2002). The planning stage encompasses setting goals and objectives for Ritz, developing a change plan, and identifying the resources required to effect changes in Ritz organization. The implementation stage entails executing the plan and making the necessary changes, while the evaluation stage involves assessing the effectiveness of the change and making adjustments as necessary (Farrell & Whidbee, 2002). This model can be utilized to implement small-scale changes such as introducing new procedures or policies, updating technology systems, or providing additional employee training.
According to Ahmad et al. (2002), the emergent change management model would be more suitable as it provides a flexible and adaptable approach to change for large scale change program. This model is based on the idea that change is an ongoing process, and organizations need to be flexible and adaptable to succeed (Song et al., 2002). The emergent change model involves identifying the need for change and then experimenting with new ideas and approaches to determine what works best (WU et al., 2010). This model can be utilized for large-scale changes such as restructuring the organization, introducing new product lines, or changing the business strategy.
[bookmark: _Toc133674947]Driving factors for change 
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Morrison (2011) articulates that, like any other organization, Ritz Carlton has to adapt to changes in the business environment to remain competitive. Various factors are observed to drive change in the organization which includes both internal and external factors. The various factors are critically evaluated to present how they drive change and influence business operations in the Ritz organization.
[bookmark: _Toc133674948]Internal Factors
Culture
Culture refers to the norms and ways of doing things in a particular setup. Domenico (2010) observes that organizational culture can be a significant driver of change. The Ritz Carlton culture is grounded on excellence that emphasizes exclusive customer service and attention to detail to ensure efficiency in the manner that the businesses run. This culture has been impactful in the organization, it has helped Ritz to remain competitive in the highly competitive market by providing the customer with high-quality service and amenities. The culture in the organization has also been a driver of change in the organization's approach to sustainability. The organization through its culture embraces environmental responsibility, which has influenced how the organization manages its resources including water and energy as they seek to uphold sustainable initiatives (Gaylen et al., 2009). The culture of sustainability has necessitated changes that focus on reducing carbon footprint and being more environmentally responsible. Ritz has reduced carbon footprint by 1000 tonnes by adopting sustainable initiatives, 96% of all lights withing their hotels are LED this has cut down electricity cost by 25%. Besides, the hotel through sustainability has reduced water and gas expenses by 10% (Hammersley, 2010). These key aspect of sustainability reflects the changes that has been experienced and contributes significantly to the firm’s bottom line.
Leadership
Domenico (2010) presents leadership as a significant driver of change. The leadership team in the organization is observed to be committed and innovative and focused on continuous improvement. Gill (2010) articulated that leadership has been an important driver of change in the organization by taking a leading role in the introduction of new products and services, updating technology systems, and implementing new employee training programs based on the current need. These leadership qualities have been instrumental in revolutionizing daily activities in the organization (Bovey & Hede, 2001).
The leadership is also focused on sustainability and has been responsible for overseeing the organizational sustainability initiatives. Moreover, the leadership team has significantly driven change in how the organization approaches sustainability by identifying areas of concern where a change is necessary and coming up with opportunities for improvement and implementation of the new sustainability initiatives (Pradipta et al. 2023).
Power 
Ritz Carlton is part of the Marriot international group which has significant influence in the hospitality industry; this aspect gives the organization significant power to make things happen and control changes in the market (Baker et al., 2014). The power has been a significant driver for change as it gives the company access to various resources and funding that enable the organization to be innovative and remain competitive in the market (Gordon et al., 2000). The power is impactful in the organizational approach to sustainability. Gill (2010) articulates that Ritz has been able to bring change through the partnership that is necessitated by its power in the market. For instance, Ritz has been able to foster a partnership with Clean the World, a non-profit organization that recycles soap and toiletries from hotels and distributes them to needy communities. Recycling has reduced the negative impact on environment by 18% (Hammersley, 2010).
[bookmark: _Toc133674949]External Factors
Political factors 
Gaylen et al. (2009) observes that political factors can be drivers of change in the Ritz organization. The hotels are situated in different political environments implying that the politics of a particular country can significantly impact the operations of Ritz. Changes in government policies can impact Ritz significantly, these changes include taxation policies, labour laws, and regulatory guidelines (Wenzel et al., 2021). Legal changes can also impact the organization's approach to sustainability, such as the introduction of new regulations on waste management and carbon emissions (Ahmad et al., 2002). For instance, changes in migration policies can impact the movement of clients and also areas where employees can be hired.
Economic factors
Ritz has been in operation for a while and has experienced various economic situations such as recession periods and booms. These changes can significantly impact the revenues generated and the profitability of an organization by 75% (Ekvall, 1996). Economic changes can also impact customer behavior and spending patterns which can significantly influence the organization's marketing and sales strategies. Scott and Bruce (1994) articulates that these economic factors have forced the organization to adopt cautionary strategies that promote flexibility and cushion the organization from adverse conditions. 
Social factors 
Social drivers have also been influential in bringing change to Ritz's organization. Changes in social trends and attitudes have a significant impact on organizations' operations. Ritz has been faced with changes such as customer preference and behavior over time which has necessitated them to adopt new strategies to satisfy customer requirements and sustain their classical products and services (Gordon et al., 2000).
Technological Factors
One of the technological factors affecting change is digitalization. Ritz embraces digitalization as a way of enhancing the customer experiencing and reinforcing the organization to remain competitive (Ekvall, 1996). Online presence is of necessity in the current market. Organizations need to optimally use their online presence to reach a wide range of potential customers and advertise the various services and products they offer globally (Morrison, 2011). Digitalization has also changed how organization approaches sustainability. According to Domenico (2010), Ritz has introduced digital systems to monitor their energy and water consumption to reduce waste. The organization has also introduced digital platforms where they share its core values and policies that promote its sustainability initiatives to customers and employees (Farrell & Whidbee, 2002). Through digitalization the firm has been able to increase their profit margin by 24% annually.
[bookmark: _Toc133674950]Resistance factors to the change
Levin’s force field model asserts that the restraining forces has a significant influence on the behaviour of both the group and individuals, ultimately deciding the fate of change. The theory provides that the driving force motivate and steer employees towards the new state, therefore, it is essential to take the driving forces of change strategically to ensure that the predetermined objectives of the planned change are being achieved (Bovey and Hede, 2001). Conversely, the theory provides that restricting factors should not be overstated as they dictate how much can be achieved. 
The driving factors of change according to the theory include; positive perception by the stakeholders, being reasonable to embrace change, embracing logic to drive the change, being conscious and taking the prevailing economic situation into account. Once these factors are leveraged and aligned with the objectives of the planned change, favourable results of the change implementation phase are attained. On the other hand, restraining forces include, negative perception and emotion of the various stakeholders responsible for change, this constrains the achievement of objectives. It is important for Ritz to optimize on the driving factor while the retaining forces should not be overlooked. 
While in some cases it is possible to introduce change (new ideas, systems, and processes) in an organization without facing significant resistance, resistance to change is a common phenomenon in organizations (Westpal & Fredrickson, 2001). Ritz has a long history of success and a strong culture that is deeply ingrained in its employees making it challenging to introduce change. Morrison (2011) articulates that introducing changes can be a challenging and hectic task which can be due to factors such as; organizational culture, communication problems, and lack of understanding or acceptance by key stakeholders. 
Organizational social and psychological culture can play a significant role in resistance to change. According to Lewin’s organizational climate theory, certain types of organizational cultures may be more conducive to creativity and innovation than others. If Ritz's culture values stability, predictability, and tradition over innovation, it may be difficult to introduce new ideas or processes that challenge these values (Simons et al.1999). To overcome this challenge, Ritz may need to engage in a deliberate learning process to develop dynamic capabilities that enable it to adapt to changing environments (Zollo & Winter, 2002). 
Moreover, individual factors can also contribute to resistance to change. Lewin’s suggests that factors such as personality traits, job characteristics, and work environment can influence an individual's propensity to engage in innovative behaviour. If Ritz employees are not accustomed to taking risks or experimenting with new ideas, they may be resistant to change (Ahmad et al., 2002). To address this challenge, Ritz may need to provide training and development opportunities that encourage employees to embrace innovation and take calculated risks.
External factors can also contribute to resistance to change. Pettigrew (1990) proposed that regulatory punctuations can disrupt organizational domains and lead to changes in CEO succession and performance. If Ritz is facing external pressures such as changes in regulations or market conditions, it may be more difficult to introduce change (Corbin & Strauss, 1990). To address this challenge, Ritz may need to engage in strategic planning and scenario analysis to anticipate potential disruptions and prepare accordingly.
How to know when the change program has been completed
It is important to establish clear objectives which will be worked towards. Before starting the project, it is crucial to establish clear objectives that define what is expected to be accomplished (Ekvall, 1996). This offers a point of reference and for assessment of the effectiveness of the program. This involve measuring changes in key performance indicators, like productivity, profitability, customer satisfaction, and employee engagement (Ahmad et al., 2002). It may also involve conducting surveys or focus groups to gather feedback from stakeholders, including employees, customers, or suppliers. Moreover, developing metrics can be helpful, metrics serve to measure the success of the change program. The metrics developed will be SMART (specific, measurable, achievable, relevant, and time-bound) to facilitate the process of ascertaining how well change has been realized (Tahura, 2022). 
Embarking on monitoring progress regularly to assess whether the change program is achieving its objectives is also vital (Moynihan et al., 2001). Monitoring will present an opportunity to identify areas of concern where adjustment can be done and also ascertain key milestones in the change program. After implementation of the change program it is important to conduct a post-implementation review to evaluate its effectiveness (Moynihan et al., 2001). This review includes an assessment of whether the program achieved its objectives, whether it was completed within the allotted time and budget, and whether the various benefit realized outweigh the cost incurred.
[bookmark: _Toc133674951]Conclusion and Recommendations
Based on the analysis of Ritz Carlton's changes and driving factors, here are some recommendations for the business:
· Foster a culture of innovation: The bricolage approach can be utilized to encourage employees to experiment and create new services using available resources. 
· Develop differentiated leadership styles: Leaders should tailor their leadership style to suit the needs of different employees or groups. 
· Continuously monitor external factors: Given the impact of political, economic, social, and technological factors on the hospitality industry, Ritz Carlton should continuously monitor these factors to anticipate changes and take proactive measures to adapt to them.
· Leverage the power of the Marriot International Group: Ritz Carlton should collaborate with other brands within the group to share best practices, knowledge and expertise, which can help them to stay competitive in the market.
In conclusion, adopting change is essential for any organization, and Ritz Carlton's adoption of it has aided and continues to be essential for surviving the volatile economic climate. It is important to contemplate soliciting response from employees, customers, and other stakeholders to gain understanding into the effectiveness of the change program. Feedback is essential in giving first-hand information from the stakeholder in the company on how their experiences have improved following the change program. Moreover, it is important to engage in continuous improvement of the change program. This initiative will ensure that the organization remains responsive to changing circumstances and retains its competitive edge. 
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