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[bookmark: _Toc181555325]Introduction
The report examines a change management approach through which Barclays can boost its competitive position and offer improved customer experience by advancing digital features. Barclays has exhibited significant advances in the sector of digital at the same time, the organisation has to face issues which are associated with bureaucracy, organisational culture and technological complexity. Hence, the expectations of the consumer in the digital space are very high and Barclays must adopt a change plan that will help to transform the business and to fully integrate digital technologies. They start the report on the company by looking at the current position of Barclays and the trends that have been observed over the recent past, and the influence of the external factors such as the changing landscape in financial regulations and the trend of advancement in technologies. It then discusses a critical analysis of change management models appropriate for Barclays as well as the role of culture in change. The last part outlines a specific change management plan, including financial, communication, and evaluation strategies likely to overcome the mentioned issues to enable Barclays to manage change and sustain its growth in a competitive environment.

[bookmark: _Toc181555326]Brief Overview of the Company
UK’s largest multinational bank, Barclays has a good influence on the financial service sector. The Barclays financial service delivery encompasses; retail banking, investment banking, wealth management, corporate & business banking among other clients are across the world. To sustain the quality services rendered and remain relevant in the market, the bank has tried to adopt the core values of digitalisation. For instance, it can expand on mobile banking for its consumers, and improvements in digital cash solutions which enable Barclays to address its customers’ needs and fit into the new age digital trends.
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 Figure-1: Barclays logo (Barclays Bank PLC, 2023)
Nonetheless, Barclays has a list of questions that portray the current state of the company as you will see here below. It is worth bearing in mind that the bank competes in a growing market, which is already saturated with traditional and emerging fintech rivals. Moreover, the requirements of the regulatory bodies – especially those in the UK and EU – challenge the company in multiple areas affecting operation and finances. Also, external factors like inflation are also exhibited to have effect on Barclays’ profitability and its loan portfolio.
Internally too Barclays has also embarked on some reorganisation efforts in a bid to improving efficiency and cutting on costs (Alvesson, 2015). This pressure for productivity is occurring in the backdrop of a globally uncertain economy; Barclays has had to adapt to this by ensuring there is operational stability. In order to overcome these problems, the bank has gone on with advanced processes of risk management and, at the same time, it has underlined the need for product-oriented approach. In the current environment, Barclays is caught between growth plans and necessary investments in technology, compliance, and business continuity, to be prepared for the intricacies.
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[bookmark: _Toc181555328]Recent History of Barclays 
In the recent past, Barclays has been undertaking several strategic objectives to enhance its competitiveness in the market and respond to new threats. Acknowledging the escalating customer interest in alternative banking delivery channels, Barclays has embraced the digital transformation agenda as a strategic priority to sustainably satisfy the interest while optimising efficiency (Armenakis, 2009). For instance, considerable advances have been made at the Bank in developing mobile application and online platforms for all-round services by catering for the growing group of technology-savvy customers and consequently placing the Bank strategically in an expanding and highly technological financial sector.
However, Barclays has also been faced by significant scandals and pull back in its financial performance. In mid-2012, the bank became involved in one of the biggest scandals of recent years – manipulation of the LIBOR interest rate, which brought the bank a number of fines and seriously affected its reputation. This meant calling for additional internal controls and of course, increased organisational transparency. It has sought over the years to recover from the negative publicity through improving the compliance function, strengthening risk governance mechanisms.
[bookmark: _Toc181555329]External Environmental Factors

Figure-2: External environmental factors (Balogun, 2008)
Digital Disruption
The enhanced use of digital products has brought about the most significant challenges to banking industries such as Barclays bank. Fintech firms also began to provide simple and inexpensive financial solutions that increase pressure on Barclays to improve its digital presence (Beer, 2000). Traditional banking faces headwinds in the form of new challengers that have targeted new and existing customer base that prefer mobile-first services such as Monzo and Revolut who are purely mobile apps offering banking and financial services.
Thus, it is not surprising that Barclays has focused on increasing the digital services, starting with increasing the functionality of the mobile application and ending with the integration of artificial intelligence in communication with customers. “Barclays Mobile Banking” and “Pingit” are products that are developed to support banking via smartphone, which corresponds to the tendency of mobile availability. Also, using the AI-based chatbots to solve customer service issues ensures fast results, with less human intermediary.
Economic Uncertainty 
Interest rate, inflation, GDP growth have significantly influenced Barclays’ performance and its strategic actions (Burnes, 2004). Brexit and COVID-19, the two black swan events and economic instability defines the UK’s economy which in turn, defines Barclays risk such as; Increasing number of rate swings and Consumer sentiments. These have affected the flow of funds to borrowers and deserving investment instruments thus the revenues of Barclays’ bank.
The issues relating to Covid-19 caused contractual risks to escalate and Barclays had to provide a large amount of provision against loans losses due to their customer and borrowers’ financial stress. Despite efforts by the bank to pre-emptively manage risk hence reducing avoidable losses, the pandemic exposed the banking sectors to macroeconomic shocks. Also, inflation and interest effects have been mixed in terms of the effect on Barclays as discussed (Cameron, 2019). Although there is an increase in the quantity of net interest margins as a result of high interest rates, the flow of loan business which can come from individuals and companies can be hampered because they do not want to borrow money which they will be charged highly to repay.

Regulatory Environment 
Barclays maintains its operations in the financial sector, which is very much regulated by the UK and the EU regulators. New acts like the GDPR and business conduct rules, set by FCA, require protection and high levels of disclosure. Furthermore, the globalisation of the LIBOR scandal also increased expectations for compliance with the regulations from the regulators to Barclays and to increase the executive compliance programme to meet those expectations.
It has also influenced how Barclays has managed climate risk (Champy, 2016). Similarly, the regulation has also played a role where Barclays has to- Cross your eyes. This is because world bodies enlarged their concern on the impact of carbon junior Barclays has devised strategies of minimizing its carbon display and accepting environ-mentalism. The bank had a plan to be Net Zero by 2050 and has progressively cut its exposure to fossil fuels, as it began to follow both legislative and sociopolitical pressure for sustainable finance. 
Technological Advancements 
Barclays has gone further than adopting digital banking to incorporate technology in its operations as well as improving its services. Leveraging the big data, the bank has been able to strategically designed their services in such a way that it will suit different clients (Christensen, 2015). For instance, Barclays looks into how consumers expend their money through personal spending habits so as to guide customers towards the right service and product to make them recoil with us.
In investment banking, Barclays has used automation in trading thereby lessening the human interface in the transmission of trades and thus cutting out on errands. Through the application of automation, the bank can also handle large numbers of trading transactions in a shorter span of time. But getting the technology in place needs a balance from going overboard on it since it can minimize the human interaction part with the banking institutions.
Shifting Customer Expectations 
Self-service and one-stop shopping attitudes that is common with consumers today have impacted Barclays’ services (Cummings, 2018). Customers’ reliance on digital platforms has become steadfast as they are no longer keen on climbing through the ladder of ‘traditional banking’, which compels Barclays to ramp up investment in its mobile and online channels. The strategies that the bank has taken in an endeavour to create and introduce the new services including contactless payments and online account management.
Additionally, ethical concerns are important to young customers putting Barclays under pressure to prove its corporate preoccupation with social justice. Therefore, there is the increased transparency for Barclays, which discloses its sustainability and social responsibility projects (Davis, 2015). Another factor that works in favour of putting emphasise on corporate social responsibility is that it is good business practice in accordance with the principles of the contemporary consumer; therefore, Barclays is able to keep on building its brand image as the one that is friendly to the environment.


[bookmark: _Toc181555330]Change Management Models and Strategic Change Analysis
Managing change is critical to organisations today especially those operating in multiple environments such as banking industry where competition is high and operating environment is highly regulated (Deal, 2012). Over the years, Barclays has experienced many external forces which include; Political, legal and social issues, Economic instability, Technological advancements and Customer change. Barclays has implemented various change management models to assist it transform itself as a competitive outfit. This section reviews various change management frameworks and demonstrating how Barclays has dealt with change and the kind of leadership that has been applied to those changes/processes.
[bookmark: _Toc181555331]Key Change Management Models 

Figure-3: Key change management models (Dobbs, 2015)
Lewin’s Change Model 
Lewin’s Change Model or The Three-Stage Model of Change Management is one of the oldest strategies grounded on a three-step process: “Unfreeze – Change – Refreeze.” This model involves elements of war before initiating change (Unfreeze), during and after change (Change), and working towards re-establishing new parameters (Refreeze).
Barclays used elements of Lewin’s model in the course of the post-LIBOR scandal restructuring. The ‘Unfreeze’ stage embraced acknowledging the requirement for cultural/operational change in some of the most crucial aspects notably Transparencies/Compliance (Graetz, 2011). It was done by admitting previous misdeeds, which are common for Barclays, and making organisation ready for change in its values, which are based on ethical norms and standards. The “Refreeze” stage were to help in saturating these practices and create a set culture of Ethical Standard.
Critique: While doing so, the paper identified that Lewin’s model offered a clear approach to change because of its linearity, although it may not be fully appreciated for reflecting the fact that Barclays likely requires change on an ongoing basis. The accumulative “Refreeze” phase of the model is less applicable for the dynamic environment where Barclays operates, requiring permanent changes.
Kotter’s 8-Step Process for Leading Change 
Kotter’s model can be categorised as an extended framework because it comprises of eight steps when it comes to leading organisational change and implementing these changes among the following include building pressure, building change coalition, setting the vision, change message development, changing the culture, achieving small and incremental wins, anchoring of change (Kotter, 2016).
Barclays acted in accordance with Kotter’s 8-Step Process during digital transformation projects. Understanding the need to fight fintech firms, Barclays formed a guiding coalition made up of the company’s top managers to initiate the digital transformation process. For example, Barclays recently launched digital initiative – a mobile banking app is a clearly defined, and relatively short-term initiative that offers tangible evidence of the effectiveness of digital banking to the customers. Some of the designed apps were successful, thus providing further evidence for the continuous development of digital solutions that was crucial for the bank (Lewin, 2017). Barclays has been able to incorporate Kotter’s strategies into a strategic change process since the firm has consistently nurtured digital culture and customer-oriented perspectives.
Critique: Kotter’s model has been valuable for Barclays when it meant building a clear framework pertaining to the subject of digital change management but it is truly leadership-sensitive and language-oriented. In these cases, when communication failed to occur, such as during internal restructuring, resistance to change emerged, meaning that the success of the model depends on ongoing senior manager and employee involvement.
McKinsey’s 7-S Model 
The McKinsey 7-S model is seven organizing variables – strategy, structure, systems, staff, skills, style and shared values which must be all synchronised hence influence organisation change (Hayes, 2018). The model is more useful in such organisations like Barclays since all the factors have an impact on change processes.
When Chairman Marcus Agius moved to refocus on digital banking as well as investment banking, Barclays used the 7-S Framework to match them up structures. The strategy to improve digital solutions called for a change in the organisational structure, in that combined IT centers and aligned infrastructure for digital offerings. Thus, Barclays nurtured values that are stated as common in the industry and the organisation; and aligned them with the development of skills.
Critique: Barclays was able to use the 7-S Framework to implement a wide-ranging change in the organisation which included working on the organisational structure as well as the culture (Lewin, 2017). However, the elements are connected, which at times was problematic, because a shift in one direction, for example, lack of adequate digital competence among employees, could slow down developments in other areas as well.
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The strategic change in Barclays has been centered on operational competitiveness, digitisation, and adherence to regulatory requirements and structural adjustment. It is apparent that digital transformation is a continuous process, with Barclays in a position where it must respond to the disruption in the financial technologies sector as well as clients’ increasing expectation to engage with highly digital, advanced banking solutions (Martin, 2002). It proposes an omni-digital approach, digital banking, and transforming customer experience through digital means, artificial intelligence, and mobile applications. In achieving these objectives, Barclays has embraced systems transformational and systems adaptive leadership practices to create conscious overall leadership direction on systems transformation, recruited leaders who can motivate subordinates through change.
The second strategic change is regulation since Barclays is subjected to high regulation standards. In response, the bank has stepped up compliance and risk management measures and promoted accountability measures. To perform this shift, both transactional and transformational leadership systems proved necessary (Schein, 2010). Transactional leadership was focused on policies and procedures, while transformational leadership emphasised acceptance of ethical standards and shares compliance-related goals.
[bookmark: _Toc181555333]Leadership Styles in Change Management 
Various leadership styles have been sound instrumental in the Barclays with regard to managing change. Team transformation culture, motivating employees, leading by example and increasing organisational commitment have been core activities to the digital transformation of the bank. Such leadership style encouraged Local Barclays to transform culture and to adapt new technologies for employees that were consistent with the long-term vision of Barclays.
One of the most common forms of leadership in managing regulatory compliance has been transactional leadership focusing on rules and regulations (Smith, 2003). It is well suited for a conservative industry such as is banking because it reminds one of high levels of policies compliance. Due to crafting the compliance policies and also for ensuring that adherence to these standards attracts nice things in the organisation, transactional leaders such as Barclays have ensured discipline and avoidance of risks.
There is also the ability through adaptive leadership to manage the institution during the uncertain economic period. One has seen flexibility at Barclays, where adaptive leaders have been able to change strategies whenever there seemed to be pressure from the outside world. Such leadership was apparent during the COVID-19 crisis, Barclays shifted to a virtual environment to execute services for its customers (Stacey, 2011).
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This paper scoping is a focused examination of Barclays PLC Company where Barclays’ culture will be discussed based on its history, market position, and the regulatory systems in that market. Until now, culture in banking has been compliance with the rules, stability, and fear to take risks, which are important to sustain customer and regulator confidence (Stokes, 2017). Nonetheless, Barclays has also received reputational threats, especially after cases such as LIBOR rate manipulation in the financial year ended 30 June 2012. Therefore, it has strived to change the organisational culture and introduce culture of transparency, ethical and customer orientated.
Barclays’ cultural values today are centered around five key pillars: self-respect, employee respect, company services, best quality, and responsibility. These values define how employees should behave, the policies to be followed, and the processes for decision making within which change initiatives take place (Davis, 2015). This culture stresses a compliance and ethical tone, especially with Barclays’ obligations, as well as the generally high-risk exposure that financial institutions receive regularly.
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Figure-4: Culture as Enabler and Barriers to Change (Champy, 2016)
Compliance-Driven Change
The last decade has witnessed increased accentuation on compliance and accountability in organisations, especially Barclays following regulatory issues and eradications of reputational dilemmas. It influences the role of regulatory-imposed change management where employees being used to following policies seamlessly address change management endeavours. 
In addition, there are implications that the framework has been influential in changing the perception of the bank’s employees with regard to the principles of ethical behavior leading to easy implementation of governance reforms (Balogun, 2008). They must actively follow high compliance rules thus avoiding cases of regulatory breaches. As a result, Barclays culture served as a micro-force that brought trustworthiness and reliability in the environment that is inherently unpredictable with financial services. Thus, the overall cultural compatibility of Barclays with the regulations has let the bank handle most compliance related changes without much of a fuss.
Customer Centricity and Digital Transformation 
Apparently, the culture changes now in Barclays where the company focuses more on the client has also been seen to align with its efforts in embracing the digital shift. With change in consumers’ demand, Barclays has the principle of product differentiation and convenience in the provision of its banking services. Implementing this change of culture supports the organisations move towards digital, as employees are encouraged to use technologies that improve their relation with the customer (Christensen, 2015).
Mobile banking app, touchless payment services, and voice-enabled assistance system, established in the bank portray, a customer-centric approach. That is why Barclays hasn’t experienced major difficulties in the implementation of these digital initiatives: employees understand that such changes are relevant to customer requirements. This culture of focusing on the customer helps the staff members to embrace the digital technologies, and take responsibility of advancing customer engagement.
Bureaucratic Challenges 
Although Barclays has established improvements in terms of the agility and customer orientation of the firm, there are definitional elements of banks’ bureaucratic culture that pose risks to change (Alvesson, 2015). Like in most of the big financial companies Barclays has many layers of authority and very strict documentation procedures. Such a characteristic can frustrate a change program by making it hard to provide the necessary organisational response in a timely fashion.
For example, when seeking to manage resources well and reduce costs, Barclays came up against problems in departments where workers had been trained to expect definite procedures. This cautionary culture sometimes has negative impacts to the organisation and especially in implementing change initiatives requiring proactivity. Furthermore, it is also stressed that bureaucracy create barriers that sap employees’ energy, resulting in change fatigue and loss of commitment at change initiatives. 
Role of Leadership in Shaping Culture 
It is strongly with leadership to ensure that cultural values promote change subsequently management (Hayes, 2018). Barclays’ leadership has engaged in a process of transforming the organisational culture through encouraging ethical business practices, customer orientation and creativity. For example, the senior leadership has put in place training, meetings, presentations, and workshops that assist employees to remember the culture’s essential aspects and appreciate the need for change.
The continental shift to use of digital services has been largely influenced by the use of transformational leadership in Barclay’s. CEOs have encouraged employees to adapt to the change and ensured them they get the necessary materials to enable them to change. Moreover, Barclays have also paid much attention in ethical leadership, most especially after the LIBOR scandals that they have implemented which is indeed important in maintaining the corporate culture in the organisation (Smith, 2003). It has emerged that leaders at the workplace have ensured that there are communication channels that are available to the employees and can be utilized in the future for purposes of impact assessment – that is keeping the employees informed and supported during the change process.
Cultural Resistance and Change Fatigue 
Organisational culture always presents a major obstacle to change since people always have culture that determine their way of doing things. At Barclays the patterns of cultural resistance noticed is change fatigue, where employees are overwhelmed by several changes taking place simultaneously. For example, as the organisations transformed digitally, employees are also transforming in terms of regulatory compliance, structure, and so forth which cause overwhelm feelings.
Change resistance is often associated with attitude, especially among the workforce, that does not possess adequate skills to handle new practices, systems or tools (Lewin, 2017). As a result of this, Barclays has embarked on training its employees to enable them develop into the right model of the transformation. Nevertheless, strong, steady support along with constant and open communication is critical to overcoming change exhaustion, and therefore, to maintaining cultural fit throughout change at Barclays.
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Streamlining Digital Integration and Customer Experience 
Thinking of the problems that Barclays faced regarding the digital model and organisational culture, the change model targets the simplification process of digital merger for the upgrade of customer experience. While Barclays has increasingly adopted digital banking to the current generation, it is still possible for the company to enhance the access, mobility, and support services to consumers in this digital environment since it has to compete with new emerging fintech companies (Dobbs, 2015). The proposed change therefore involves creating an omni-channel digital service, or a single personalised platform that encompasses all forms of client interface, whether it’s a mobile application, internet banking or branch services. This change will also deal with culture by minimising complicated procedures for the workers.
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Budget Outline for Streamlining Digital Platform 
The plan to advance the conventional digital platform further necessitates the development of a good financial plan (Champy, 2016). The high-level budget would include costs related to technology upgrades, employee training, marketing, and evaluation:
· Technology and Infrastructure: $15 million for building a platform, integrating with cloud service, deploying security protocols and data management systems.
· Training and Development: $5 million for training of the human resource to enable them adapt to these new technological tools by attending workshops and training sessions to demystify the new tools.
· Marketing and Customer Education: It separately outsourced $3 million for designing a communication strategy for informing the customers about how to utilise the newly added digital functions in order to enhance their popularity.
· Evaluation and Monitoring: $2 million to set up the monitoring solutions, as well as hiring a team for user testing and post launch analysis of the platform.
Total Estimated Budget: $25 Million 
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Engaging Internal and External Communication 
The communication plan should be very clear so that everybody can agree and the project can be rolled out more efficiently (Davis, 2015). The plan will be developed with regard to the internal consumers including the employees, the managerial staff, while the external consumers are the customers and the shareholders.
Internal Communication
· Pre-Launch: Hold online seminars and presentations in order to address audiences regarding platform’s functions and relating it to Barclays’ client-oriented policy. Use newsletters and intranet posts to disseminate information about organisational timelines, goals as well as other anticipated effects.
· Launch Phase: Conduct team meetings and have a help-desk that responds to questions that employees have at their workplace in the future.
· Continuous Engagement: Conduct frequent communication with employees to keep them informed on the change initiatives and achievement, even supply some success stories or feedbacks from the employees.
External Communication 
· Customer Education Campaign: Sent out a mass email, social media post, or SMS blast that highlights the new and improved digital services and guiding customers to the changes and improvements promoted under accessibility and security.
· Shareholder Updates: After each quarter, provide an outline of the platform’s influence on growth and customer retention during the earnings call with investment analysts, in order to show that Barclays is ready to embrace the digital future.
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Metrics and Monitoring Process 
To gauge the effectiveness of the digital integration and its impact on customer experience, the following metrics and evaluation methods will be implemented:
· Customer Satisfaction and Adoption Rate: Reliance on unweighted Net Promiser Score (NPS) and rates of digital adoption as the key metrics of customer acceptance. Customer feedbacks and use generated for every month will facilitate the direction of improvements and the overall aim to augment the usage.
· Employee Feedback and Productivity: Take simple polls or gather feedback, trusting how smoothly they navigate the new platform right and actual levels of confidence in it and if they continue to face certain challenges. Check on rates of output to determine whether the new tools have made it easier for them to work.
· Return on Investment (ROI): Monitor the revenues stimulated with the help of the platform referring to the overall customer interactions and loyalty. Describe the usage rates of the digital services and evaluate the cost-saving effects of reduced in-branch engagement in terms of their results within six to twelve months after the full implementation of the program.
· Compliance and Security Metrics: Since digital banking is likely to be operationally sensitive, metrics that will have to be kept track of include; system availability, the rate of compliance with regulations, and the rate of occurrence of security breaches. 
The following strategy correlates with Barclays’ long-term goals to transform customer experiences and construct a stable, IT-intensified structure. Through a meticulous consideration of the financial, communication, and evaluation extent of the issue, Barclays can withstand the prevailing trends in digital banking and evolution upheld as a competitive edge.

[bookmark: _Toc181555342]Conclusion
Barclays’ evolution from a traditional bank to a more digitized banking firm for a better experience clearly points to one important factor – change management. However, as the bank is exposed to changes in the operating environment such as the development of new technologies, an unstable macroeconomic environment, and changing regulations, there is a need to develop a strong change management plan that will help the organisation build its resilience so that it can protect its competitive advantage. The findings in this report imply for Barclays to rationalise its operations and to maintain customer orientation and innovativeness consistent with the implementation of its strategy. To overcome resistance and engage employees in the use of new digital tools and process Barclays should consider financial methods alongside cultural actions to change. The change management plan which includes more details on a financial interface, communication and a strong assessment approach empowers Barclays for performing change. Owning to this, the strategy bolsters the bank’s current requirements while simultaneously positioning Barclays for long-term success by providing the organisation with the tools to adapt, grow and remain relevant in a financial industry that is increasingly shaped by technology and the customer’s increasing demands.
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