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The author has been asked to investigate how leading and implementing workplace change affect the organisation culture. The author has decided to focus and critically analysis the change of Morrisons Plc supermarket, where the organisation focused on a big change in introducing home delivery service to compete with other big supermarkets.  
The author has concluded and made recommendation for the organisation named to be more up to date with their competitors and new technology services.  
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[bookmark: _Toc45325635]1.0 Introduction 
The purpose of this report is to critically analysis the nature of change in an organisation and evaluate complex concepts relating to leadership in relation to change management. For this report the author will discuss the importance of change, also the author will reflect on their own experience at working in Morrisons, where the author considers how the change affected leadership and management. This report will offer critical insight into the criteria being evaluated, presents fair and reasonable evidence by using a variety of research to compile this report. This include Module hand-outs, textbook, Journals, Website, videos, interviews, colleague handbook and attending lectures online. 





















[bookmark: _Toc45325636]2.0 Findings Morrisons Home Delivery  
[bookmark: _Toc45325637]2.1 History of Morrisons
According to Morrisons’ corporate (2020), Morrisons was first founded by Williams Morrisons in 1899 as an egg and butter stall under the name Wm Morrisons limited. William’s son Ken Williams later in 1952 took over the company at the age of 21. The company opened its first supermarket in 1961 which then became a public limited organisation in 1967. However, it was not until 2004 that the organisation opened its first supermarket in Swansea, where they introduced home delivery as a change in 2018. There are currently 494 stores and 11,000 employees working in Morrisons all around the UK. The products and services they provide include food, grocery, clothing, online shopping, click and collect and petrol garages.

[bookmark: _Toc45325638]2.1.2 Change 
The change that is being examined, is looking at how Morrisons plc made a change in introducing home delivery to compete with other large supermarkets and to focus on organisational growth. According to Morrisons’ chief executive, David Potts (2020), this change is beneficial for shareholders, as Potts believe they will invest more into the online shopping. Although each region has their own leaders, the final delegation of daily tasks comes directly from the headquarter. This major change was implemented directly from head office, however, the author argues that the change is both top down and bottom down types of change, as top-down change is where the leaders implemented the change from head office but also bottom down as all levels were involved in the process such as team leaders and employees etc (Eby, 2018).  
According to Chittor (2012), change is important as it encourages innovation, and without change organisations may find themselves falling behind their competitors. Change is also, important in organisations to allow employees to learn new skills, explore new opportunities and exercise their creativity in ways that ultimately benefit the organisation through new ideas and increased commitment.  A change can lead to many positive aspects, for example in retaining a competitive edge and remaining relevant in the market (Aguirre & Alpern, 2004). The change in Morrisons was an opportunity which influenced and encouraged innovation and helped develop staff morale. However, according to the author, this change was not popular with employees adjusting to the internal environment, as some had the fear of not adapting to change. Keeping that in mind, leaders were able to develop resilience and change the mindset of employees in developing them into great team leaders and encouraged them with the long-term benefits of the change which can be seen in this current situation, where online shopping is more effective. Team leaders realised developing resilience was an effective way for individuals to deal with disruption and adapt to change. This approach was a key capability for managing change and helping employees to deal with the change more proactively and positively. (Cameron & Green, 2020, p. 53) According, to the author, those who were able to embrace the change, gained much more in personal development by working with the new strategies.  

[bookmark: _Toc45325639]2.1.3 Operational growth and Capability 
Although the change affected all aspects of the organisation the impact and focus were more on the operational growth and capability, as Morrisons had to aim to provide a high quality of services. As the time is crucial now, customers are demanding more, therefore, Morrisons needs to be the best they can be, to deliver better value for money. And although with the current pandemic which effected the economy, this was opposite for Morrisons, as the employment was much higher for the home delivery department to meet with the daily demands. A statement from the chief executive David Potts (2020) has applied that this change is already effective and has seen an increase in sales for the home delivery department.  The plan for Morrisons’ operational capability, was to influence and focus on building capability and tracking progress throughout, which can play in enabling diverse workforce to develop the skills further so that they can deliver excellent services more efficiently and effectively. Saunila et al (2019, pp. 537-561) states that operational capability gives unity, integration, direction to resources and operational practices, by providing both explicit elements such as practices, and tacit elements such as skills sets for handling various problems and uncertainties. This can be seen during this change, as to exploit resources were necessary to specialise skills, knowledge, communication and motivation for the change to be effective. 

[bookmark: _Toc45325640]2.2 Models 
According to Hussain et al. (2016, pp. 123-127) change is important for organisations in growing in a competitive environment. Therefore, using Change models such as, Kurt Lewin’s model to plan and implement the change in Morrisons, they were able to modify their strategies, process and structure effectively, where they saw a vision of introducing home delivery in their store as their competitors were already ahead of them (MindTools Video, 2014) (Erne, 2016 pp. 1-23). Bisel & Barge (2011) states that organisational members are more likely to undertake change if they believe that it is urgent, therefore, Morrisons would have failed if the change didn’t take place (Kotter 2020). The vision was clear from the planning stage as there was room for improvement as it was also, an inevitable feature in the economic pace of business (Williams, 2016). During the unfreezing stage it was important for Morrisons to understand why the change was necessary and how they can accept the change. They were then able to plan the change and was prepared to manage for the transition by challenging their beliefs, values, attitudes and behaviour which is ‘customers come first’ (Morrisons Corporate 2020) (See Appendix 1).
The first stage was successful, as the transition of knowledge was smooth between Head Office and the store itself. Therefore, the implementation stage went ahead with the help of Ocado which is an online supermarket (Morrisons corporate, 2013). The arrangement between them during this stage was an advantage for Morrisons, as they were able to double their home delivery services in different areas such as Swansea (Rodionova, 2016). 
As the change was internal there were uncertainties amongst employees, which meant coaching was vital at that stage as it was important to show the individuals the benefits of change. Therefore, by applying the Kubler Ross curve model, Morrisons were able to understand the stages of personal transition which helped them understand how people would react to change and why it was important for employees to adapt and change accordingly (Insights, 2020) (See Appendix 2). Applying this approach also worked well for employees, team leaders and Morrisons itself, as during the change stage, Morrisons were able to implement home delivery service effectively by allowing employees to give feedback, and to make them realise that change can be more productive in serving their consumers. During this stage it was also, important to employ the right person for the change stage, as with previous home delivery experience this would make the change more effective and that one person would be responsible for the implementation process also: it reduces training cost (Newton, 2019). According to Morrisons’ internal information during this stage, Morrisons hired an external service manager, as they believed external recruitment brings innovation ideas for management strategies and creating a forward-thinking approach that stimulates both advancement and growth (Balance Point, 2016). 
During the final stage of refreezing, it was important for Morrisons to ensure that people did not revert to their old ways of thinking or doing prior to the implementation of the change, therefore, it was important to symbolise the act of reinforcing, stabilising and solidifying the new state after the change and anchoring the changes in Morrisons’ culture. This according to Applebaum et al (2012), helps value the vision and build on the change. The pandemic worked in Morrisons favour, as during this stage they were able to adjust to their behaviours and work ethics, as they needed to put customers’ demands first (Butler, 2020). 

[bookmark: _Toc45325641]2.2.1 Benefits of Kurt Lewin’s Model & others 
The author argues that, organisations who uses a change model can help increase the risk of jeopardising the organisational performance, productivity and survivability. Therefore, according to Smith (2018) the benefit of using Kurt Lewin’s model is that the model is still relevant in organisational change. The model is a good method to bring about a mentality change amongst employees and creating awareness of the change. Grossmeier (2020) states, that Lewin believed his way of thinking could help an individual improve lifestyle behaviour changes that were sustained over time, and success change only occurs when the people within the group make their own personal transitions, allowing the organisation to move forward and reap the benefits. Lewin’s model of change was praised by Edgar Schein “I am struck once again by the depth of Lewin’s insight and the seminar nature of his concepts and methods and have deeply enriched our understanding of how change happens and what role change agents can and must play" (Cummings, Bridgman & Brown, 2016). However, Lewis (2012) states that the model has been criticised for being too simple, therefore the author argues that Lewin’s model can have missing pieces when it come to the implementation stage, as the planning stage takes a long time there could be insecurity amongst employees during the implantation stage, where employees feel the pressure of their performance. However, an article written by Burnes (2004) argues that this change model is still relevant in organisations. Dunphy, Griffiths & Benn (2007, p. 104) also argue that it is important to support and value the attitudes of an individual and that the leaders are required to expand the knowledge of the change, to institute a high performance which can build commitment. Therefore, the author believes applying change models can make a difference in effectively making a change and sustaining it (See Appendix 3).

[bookmark: _Toc45325642]2.3 Swot Analysis 
[bookmark: _Toc45325643]2.3.1 Strength 
According to Mehta et al (2016) customer loyalty is important, therefore, adapting the services based on customers’ need is important. The strength in implementing a change is that Morrisons can remain competitive even during the crisis of economic (Pandemic). Therefore, implementing home delivery gave customers the freedom of shopping from the comfort of their homes. Their loyal online customers are also a strength for Morrisons, as customer retention helps boost profits, because loyal customers already have trust in the service and, therefore more likely to come back (Bernazzani, 2020) (Lee & Jung, 2019). Rodger & Nisbet from Wales Online (2020) state this has been proven to be a success during the pandemic, as home delivery sales have increased, which also saw Morrisons double their online slots (Pugh, 2020).
[bookmark: _Toc45325644]2.3.2 Weaknesses 
EPM (2018) states from McKinsey 7s framework, that one of the weaknesses for change can be resistance from employees during a busy period (lockdown), the lack of knowledge about coming changes and the fear of the unknown, as one cannot predict the future. Therefore, it is important to have a clear strategy and structure of the department, and according to the author’s own experience, one of the weaknesses for the department is adapting to new technology which crashes time to time. This is a disadvantage when they are busy during this period as it slows down the picking, which means customers get their goods delivered late. In addition, Lack of consistency in customer satisfaction due to low stock or no stock due to shortage of delivery (Trustpilot 2020).

[bookmark: _Toc45325645]2.3.3 Opportunities 
There are many opportunities when a change takes place. For example, Morrisons can work harder to provide the stimulation and satisfaction that keeps good effective employees on board which makes the transition easier (Piwowarczyk, 2017). By introducing home delivery, Morrisons opened many opportunities to develop their culture, such as recognising the work employees put in to be effective. 

[bookmark: _Toc45325646]2.3.4 Threats 
Morrisons has seen many threats from the change. For example, disruption to their warehouse workers where they had to make room for the implementation stage and the resistance from employees which is a common risk according to Shore, (2016). Also, the impact which had on customers due to pickers being on the shop floor and overcrowding. Another one of their threats is the customers’ online reviews, where 43% of customers are criticising of the services and products (Trustpilot 2020). Therefore, Morrisons needs to change the way they behave, as it shows they are not consistence when it comes to their services, which can result in a decline in morale (See Appendix 4) 

[bookmark: _Toc45325647]2.3.5 PEST Analysis 
According to CIPD (2020), it is important for Morrisons to assess their external environmental factors closely which can affect the company internally, the aim is to make decisions quickly based on the current situations. Political factors in Morrisons are given importance, as the government policies can influence the way Morrisons delivers their service. According to Morrisons’ (2020) home delivery department, they have seen an impact on political, economic, social and technological factors since the lockdown was implemented. For example, the sudden change of political stability saw the department employ more staff to meet the high demands of consumer’s daily needs, which the team leaders were able to manage effectively. However, due to the high volume of work, employment training was a major setback, as it cost the company time and money to implement health and safety measures and put these in place throughout the store. The store’s website was at risk because consumers were queuing to place orders, which saw an incredible increase in demand. However, at times, due to technological issues with their app, the picking used to be slow which resulted in sending deliveries out late (See appendix 5). 

[bookmark: _Toc45325648]2.3.6 Need for Change 
Stephan (2016, pp. 1250-1281) states that a change can bring in negativities in the workplace, for example, a change can affect the culture of the organisation and result in employee resistance to change. However, the author argues that according to Chittor (2012), change is important for organisations, to explore new opportunities and build on their creativity, which ultimately will benefit the organisation through innovations and commitment (Schilke, 2018). Therefore, there are more advantages of a change in organisations, as according, to BBC News (2016), Morrisons realised they need to make the change in order to compete with other supermarkets and gain more customers (See Appendix 6). However, Micro and Macro environments also have a significant impact on the success of organisational activities, and therefore, such environmental factors must be considered in-depth during the process of creating a strategic plan. Considering these factors will improve the success of an organisation’s marketing campaign and the reputation of the organisation in the long-term (Gregg, 2018). Depending on the micro and macro environment analysis, an organisation can either be effective in implementing a change or not, depending on the present situation they face. The influence of micro-environment that influenced Morrisons’ change, affected their routine activities and performance but only for a short time, such as their employees adjusting to the new norm of home delivery pickers etc., and their suppliers having to meet the extra demand to deliver raw materials due to the pandemic. However, the biggest influence was their competitors who were ahead of them with the change (See Appendix 7).

[bookmark: _Toc45325649]2.4 Leadership 
The change that is being examined in this report is the one looking at Morrisons’ operational growth by implementing a home delivery service to their Swansea store. According to Hogg, Knippenberg & Rast (2012, pp. 232-255), leadership is important for an organisation to grow and create effective vision and drive that can be sustainable. It is also important to have effective leaders for complex situations, where they can influence and advocate the change such as:
· Communication 
· Identifying key people 
· Delegating task 
· Setting objectives
· Collaborating effectively with other leaders 
· Increasing sustainability of the change 
· Increasing employee engagement 
· Continuing organisational value, beliefs and behaviour to support the change
However, the author argues there can be drawbacks of leadership in an organisational culture. Depending on the style the leader implements, such as being a democratic leader, where leaders gives employees opportunities to develop (Jakhar, 2017), or an autocratic style, where the leaders decide on goals etc. (Cherry, 2020). These all can make a difference in making the change a success (Prentice, 2004). During a complex situation the leader can feel isolated, therefore, it is important to maintain group morale and cohesion. The leader can also feel accountable at a complex situation and be blamed for the mistakes of others. Therefore, the author suggests it is important for leaders to delegate tasks to the right person for the right job and work as a team (Manning, 2016, pp. 44,52).  
[bookmark: _Toc45325650]2.4.1 Morrisons leaders 
The leaders were all internal staff who knew the culture of the organisation, therefore, the planning and implementing stages were effectively organised and helped the home delivery department run smoothly without any complications. However, the leaders at Morrisons needed to work as a team to manage complex issues, as there were some uncertainties and tough decisions to make from employing the right people and training them, this again helped during the planning stage, as all the leaders were on the same level to help grow the organisation for the future. It proved an advantage to translate complex issues into simple processes that the staff could understand and work upon. According to Chick (2019, p. 12) having a leader to deal with complex situations during the change can be an advantage, as measuring performance can be convoluting process. Since the beginning of the change therefore, leaders aimed to identify the right metrics to measure performance and the right type of incentives to drive performance improvement and become coaches when needed, where they can listen to employee’s feedback of the complex issues and help individuals grow (Chick 2019, p. 31)

[bookmark: _Toc45325651]2.4.2 Organisational growth 
As the author has mentioned in 2.1.3 the importance of the change which was to improve Morrisons’ growth in planning and implementing home delivery. During these stages, effective leadership was built on a solid foundation, consisting of a clear mission, a vision for the future, a specific strategy and a culture conductive to be successful without any hindrance from other team member or employees, as the mission was to be more competitive for the organisation to grow. 

[bookmark: _Toc45325652]2.4.3 Culture
Maintaining the organisations’ culture was important for the leaders at Morrisons, as it was important to lead by example, which was important for employees to follow the beliefs, values and attitudes of Morrisons which can also be an important step towards success and help foster effective communication which is a vital factor in business success (Morrisons, 2020). Attitudes towards decision making should be a team work as it helps with miscommunication and making wrong decisions. Leaders also valued time, as punctuality was a major step in getting deliveries out on time which showed consumers how they value their culture in serving their consumers first (Juneja, 2015).  

[bookmark: _Toc45325653]2.5 Change Agents 
According to McKinsey (2017), change is inevitable in any organisation, as change is a constant in the business world. Therefore, external and internal change agents are important for any change that takes place in an organisation such as, the internal agents have greater influence on the change as they are more familiar with the organisation’s culture which makes the change easier to vision and implement. This can be done by communicating effectively in order to align staff and inspire them to overcome hurdles in order to establish positive direction (Vos & Rupert, 2018). Bringing in external agents can also be an advantage as they can bring in new perspectives and diversified knowledge without the influence of the organisation’s culture and help employees adjust to new ways of doing things. However, the author argues that, whether an organisation appoints internal or external agents, the success only depends on the quality and workability of the relationship between the change agent and the key decision makers within the organisation (Grandison, 2018) (See Appendix 8).
During the planning and implementing stage of the change that was taking place internally at Morrisons, it was important for the organisation to hire someone with previous home delivery experience (Bagai, 2018) therefore, according to their internal sources, Morrisons was successful in hiring a change agent from an external organisation, who was previously a manager for home delivery (LinkedIn, 2020). This was an advantage for Morrisons, as internal agents such as store manager or personnel manager cannot be visible and available on the shop floor all the time. They were at ease knowing the planning would be successful without any hindrance because of the experience the change agent has. However, there were also other change agents internally who helped with the change such as:
· The store manager whose responsibilities were to delegate each task effectively and see the progress daily. 
· The personnel manager whose responsibilities was to hire the right people for the right job. 
· The warehouse manager whose responsibilities was to make sure there were room for the home delivery department as it took a lot of space with new technology, picking trolleys and storages. 
· Employees who were supporting with the change such as welcoming home delivery which was a big change for the store.
All the agents who were involved in implementing the change can say it was a success without any delays, as the success can be seen today with the increased demand for home delivery service (Butler, 2020, Canocchi, 2020) 










[bookmark: _Toc45325654]3.0 Conclusion 
The author has come to conclusion that Morrisons have effectively planned and implemented the change with the help from leaders and change agents. Morrisons aim was to implement home delivery service in their Swansea store to help the organisation grow and be more competitive. Therefore, they used models such Kurt Lewin to help them during the planning and implementing stage. They found the model to be useful as they were successful in maintaining both the organisation’s culture and their employees trust in believing this change is beneficial in the long run. However, there were weaknesses and threats during the planning and implementation stages, which saw Morrisons leaders work as a team to overcomes these issues, such as one of their weaknesses were their technology which used to crash during the busy period. Morrisons, also realised they have opportunities to grow, which can help them be more effective in maintaining the organisation’s culture, where they believe customer service comes first. During the implementing stage they were successful because they hired the right person for the job with previous home delivery experience. This was an advantage for leaders in Morrisons as they were able to handle other issues in the store. The author believes the change was successful because of the internal leaders who knew the organisation culture. Also, the leadership style the team followed as it was important to lead by example. Although there were many change agents in Morrisons such as store manager and personnel manager etc., this didn’t affect the way they managed their people but instead it made them stronger in believing the change is good for the organisation and all involved. This have proven to be effective as the demand for home delivery service have increased significantly, which means they are now in demand as their competitors. The author has also made some recommendation for Morrisons to stay effective in their leadership and marketing styles by following their company culture where they believe customers come first. 







 




[bookmark: _Toc45325655]4.0 Recommendation 
The author has made some recommendation of how Morrisons can plan and implement better in future (See Appendix 9 for recommendation)
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[bookmark: _Toc45325657]Appendix 1 Kurt Lewin Model used for Morrisons change 
	Unfreezing 
	Change 
	Refreezing 

	Saw a vision for the future (Home delivery)
	Implemented the change 
	Consistency with values, beliefs & attitude  

	Saw the competitive market which influenced the change

	Open communication between leaders and employees 
	Sustained the change 

	Created the need for change 

	Increased Customer service 
	Adjustment due to pandemic 

	Informed employees
	Developed more services
	Reinforced the change with new skills 

	Increased employment 
	Be more competitive
	Supported with training 

	Managed and understood the obstacles

	Involved employees to help with the change 
	

	Gained strong support from the store itself 

	Promoted and empowered action by clear communication 
	

	Involved store leaders in the planning for knowledge sharing 

	
	


(Greggs Learning, 2019) 

[bookmark: _Toc45325658]Appendix 2 Kubler Ross Curve Model
	Denial
	Anger
	Bargaining 
	Depression 
	Acceptance 

	Slow production 
	Realisation of the gravity
	Individuals will try to postpone the change 
	Employees feeling negative emotions 
	Accept the change 

	Employees focused on the past 
	Someone to blame 
	Try to compromise with the change 
	Demotivated 
	Move ahead 

	Important to communicate the change 
	Team leaders need to focus on supporting individuals 
	Come to sustainable solution as a team 
	
	Sustain training 




 




[bookmark: _Toc45325659]Appendix 3 The benefits of using a change model
	· Identifying potential


	· Creating opportunities


	· Anticipate challenges  


	· Reduces resistance


	· Creating effective communication 


	· Can measure results 


	· Accountability 


	· Increase confidence 


	· Contain costs associated with the change


(Hiatt, J M 2006)

[bookmark: _Toc45325660]Appendix 4 SWOT Analysis 
	Strengths 
	Weaknesses
	Opportunities 
	Threat 

	The brand name ‘Wm Morrisons’
	Adapting to new technology 
	Introduce home delivery in every store to meet local demands 
	Intense competition 

	Efficient supply chain and distribution network
	Research and development- internal system and external services 
	Acquisition of smaller companies and strategic partnerships can help the company grow 
	Change- due to pandemic 

	Online customer loyalty 
	Increase in demand for service that could become unsustainable in the current situation
	Innovations-invent and innovate products and services 
	Increased demand for the service due to current situation unsustainable for example, less staff

	24hrs online shopping 
	Delivery in a defined 2 hrs slot  
	Increase of home delivery service due to the lockdown 
	Organisations using free delivery as a marketing strategy to attract customers  

	Highly skilled workforce on home delivery 
	 Lack of consistency in customers satisfaction due to low stock or no stock 
	Potential new dispatch method 
	Home delivery app failing regularly 



[bookmark: _Toc45325661]Appendix 5 PEST Factors 
	Political 
	Economical 
	Social 
	Technological 

	Sudden change due to the pandemic 
	Government policy
	Recruitment 
	Morrisons.com website 

	Political stability due to lockdown
	Increase in employment- due to demands  
	Training 
	Queuing time  

	Contract Law- trading hours 
	Market structure 
	Donations to the vulnerable  
	App in store freezing 

	Trade barriers- shortage of stock 
	
	Health and safety in store 
	




[bookmark: _Toc45325662]Appendix 6 Advantages & Disadvantages of change
	Positives 
	Negatives 

	· Creates opportunities 
	· Organisations might not be ready for change 

	· Builds on innovations 
	· Effects the culture of the organisation 

	· Builds on efficiency 
	· creates complications 

	· Maintains company productivity 
	· Cost time & money 

	· Boost employee morale 
	· Loss of attachment 

	· Controls the cost of change 
	· Unwilling to take risk 

	· Monitors and evaluate effectively 
	· Less efficiency in employees 

	· Routine 
	· Major restructure effecting employees


 (Karl, 2015)












[bookmark: _Toc45325663]Appendix 7 Micro and Macro environment
	Microenvironment 

	· Customers who are important for the business need to adapt to the change 


	· Employees whose performance can affect the change


	· It is important for suppliers and distributors to reduce operational cost and improve efficiency


	· Competitors who are ahead of change


	· Shareholders and investors whose values are important for any change   


	· Public and media who has an influence on the organisations image




	A macro-environment fluences the economy such as:


	· Organisations need to abide by the political, health and safety laws etc

	· Organisations need to follow economic growth and inflation to be more effective and help the economy by creating employment for their local areas 


	· Changes in social trends can impact on productivity

	· Technology is the biggest influence as it creates new products and services such as Morrisons website etc



(Gregg 2018)

[bookmark: _Toc45325664]Appendix 8 Change agent
	Positives of internal agents 
	Negatives of external agents 

	· Advocate the change initiatives 
	· Cost 

	· Improves moral 
	· Can have poor planning and implementation 

	· Reduces resistance to change 
	· Poor communication 

	· Improves communication & teamwork
	· Insufficient resources 

	· Continuously involved in the change process
	· Not familiar with the culture of the organisation 

	· Guiding and supporting others 
	· Lack of leadership support

	· Tracking and managing objectives 
	· Unpredictable outcome 

	· Provides confidence and security
	· Time consuming 


(TEDx Talks, 2014)




[bookmark: _Toc45325665]Appendix 9 Recommendation 
	· Give opportunities to internal employees to become leaders 

	· Invest into more reliable technology 

	· Research and develop internal and external services such as WIFI, warehouse spaces

	· Improve customer service as feedbacks left on Trustpilot can damage the image 

	· New dispatch method to get deliveries out sooner for example have pickers work during the night 

	· Separate Wales and England home delivery site as customers get confused with the new laws on alcohol 

	· Use free delivery for marketing purpose 

	· Morrisons needs to extend their time slot from shorter slots as its more expensive to organise the delivery therefore, combining short delivery slots in the high density and high demand areas with longer ones for low-density areas would be worth thinking about.  


 (Trustpilot, 2020)
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