


A Critical Analysis Of Zoom Inc.’S Rapid 
Transformation During The Covid19 Pandemic
 
 




  
 
 
 
 
 


 
Module Name: Change and Stability Management
 
Student Name: Xiaoyu Zhang
 
Number: 2216733
 




1

CONTENTS
 
 
EXECUTIVE   ………………………………………………………………1
  
1. INTRODUCTION …………………………………………………….…1
 
2. THE ZOOM. Inc ………………………………………………………....2

2.1 THE NATURE OF CHANGE ……………………………………..5
 
2.2 THE FORCE FIELD ANALYSIS ………………………………...5
 
2.2.1 THE DRIVERS FOR THE CHANGE………………………………………………….……………..6
 
2.2.2 THE RESISTERS FOR THE CHANGE  ……………………7
 
2.3 THE STAKEHOLDER ANALYSIS ………………………….…..8
 
2.4   LEWIN’S   THREE-STEP MODEL………………………………………………………………...…..9
 
2.5  KOTTER’S  EIGHT-STEP MODEL………………………………………………………….…….….10
 
2.6 EVALUATION OF ZOOM INC. …………………………….….12
 
3. RECOMMENDATIONS  ………………………………………….….12

4.CONCLUSION …………………………………………………….…….14

REFERENCE…………………………………………………………....….18



EXECUTIVE
This report explores Zoom Inc.'s transformational path during the COVID-19 epidemic, which saw a record-breaking increase in demand for its video conferencing software. The rapid change management procedure of Zoom Inc. is examined critically, covering a number of topics such stakeholder analysis, change drivers and inhibitors, and the use of Lewin and Kotter change management models. The essay also evaluates how well the business handled the unanticipated increase in demand while underlining the difficulties encountered during the change process. The report's assertion that Zoom Inc. has successfully positioned itself for future success comes as its conclusion. Zoom Inc. has successfully navigated these changes by placing a strong emphasis on communication, cooperation, and technology developments.
A fundamental change in how corporations conducted business was brought about by the COVID-19 epidemic. The demand for video conferencing software increased as distant work and virtual interactions became the new standard, propelling Zoom Inc. into the limelight. In-depth analysis of Zoom Inc.'s change management strategy is provided in this essay, along with an examination of the driving and impeding forces behind the organization's capacity for change.



1. INTRODUCTION
Particularly during times of crisis or transformation, change management is a crucial component of organizational success (Rune, 2005). Businesses must be able to react rapidly and successfully to stay competitive as they deal with growing market disruptions and competition. This necessitates a thorough approach to change management, which includes determining the forces driving and preventing change, including stakeholders, and creating and putting into practice efficient change management solutions.
Albrecht, S.L., Connaughton, S. and Leiter, M.P. (2022) argued that the change management procedure at Zoom Inc., a provider of video conferencing software that underwent a significant transition as a result of the COVID-19 outbreak, will be the main topic of this essay. The essay will review the company's change management practices and analyze critically how it handled the unanticipated spike in demand. The article will also go into the difficulties encountered during the transformation and offer suggestions for assuring future success.

[bookmark: _Hlk133494349]2. THE ZOOM  INC
Over the past few years, Zoom Inc., a provider of video conferencing software, has seen significant growth and success (Dominic, 2022). Since its establishment in 2011, the company has grown to be well-known in the fields of online collaboration and remote work. Video meetings, webinars, and conference rooms are just a few of the video conferencing options provided by Zoom Inc. (Dominic, 2022).
Millions of individuals started working remotely and relied on video conferencing software to communicate with coworkers and clients as a result of the COVID-19 pandemic, which had a substantial impact on the company's business operations (Karl, K. A., Peluchette, J. V., & Aghakhani, N. 2022). Although Zoom Inc. was unprepared for this sudden rise in demand for its services, it was able to quickly adjust and respond to the new market circumstances.
According to Nuryana, Z., Pangarso, A., & Zain, F. M. (2021), the excellent corporate culture, leadership, and emphasis on innovation and customer satisfaction at Zoom Inc. are only a few of the reasons for its success (Roger Dooley, 2020). The business has a reputation for offering dependable, high-quality video conferencing solutions. It has been observed by Archibald, M. M., Ambagtsheer, R. C., Casey, M. G., & Lawless, M. (2019) that to serve its expanding customer base, it has also made significant investments in infrastructure and new technologies.

Despite its success, Zoom Inc. faced a number of challenges during its transformation (Burnes, B. 2019).These included resistance to change, impact on company culture and operations, and the need for rapid expansion of infrastructure. However, the company was able to overcome these challenges by focusing on communication and collaboration and involving employees in the change process (Barrow, J. M., Annamaraju, P., & Toney-Butler, T. J. 2017)
In conclusion, Zoom Inc. is a video conferencing software company that has experienced significant growth and success in recent years  (Nuryana, Z., Pangarso, A., & Zain, F. M. 2021). The company's response to the unexpected increase in demand during the COVID-19 pandemic can serve as a model for effective change management, observed by Boland, J., Banks, S., Krabbe, R., Lawrence, S., Murray, T., Henning, T., & Vandenberg, M. (2021). By focusing on communication, collaboration, and technology, Zoom Inc. was able to navigate the challenges of rapid transformation and position itself for continued success in the future.
2.1 THE NATURE OF CHANGE 
[bookmark: _GoBack]The nature of change in the video conferencing industry is dynamic, influenced by various internal and external factors. By employing a freemium business strategy and charging nothing for meetings lasting up to 40 minutes and with 100 participants, Zoom Inc was able to stand out in the crowded market (Zoom support, 2020).  The company bet on users converting to subscriptions thanks to its superior user experience. However, the emergence of free offerings from Google and Facebook has increased competition for non-business users (Rod, 2019). There are also uncertainties regarding whether the unexpected video boom can outlive the pandemic as nations and states progressively come out of lockdown, despite statements from some corporations, like Facebook and Twitter, that remote working may eventually become the standard for many employees. Additionally, the overuse of video and the trade-offs of being always-on and connected apply just as much or more to video, according to Nast, C. (2020), a senior analyst for digital workplace at research firm Gartner. The security and privacy issues surrounding video conferencing, as demonstrated by Zoom's Zoom Bombing controversy, are also a significant challenge that companies in this space must address to retain customer trust and preserve their reputation. As Zoom has discovered, having a product that is seen as versatile and simple to use may not be sufficient to satisfy users. While Zoom seems to be staying steady so far, Nast, C. (2020) thinks that it might take some time for the effects of new competitors with substantial financial resources to manifest. The uncertain future of remote working and the video boom has made it risky for companies to invest fully in this space, and joining the video battle fray right now could be a significant challenge (Aboulezz, O. 2021)

2.2 THE FORCE FIELD ANALYSIS
The force field analysis is a useful tool for understanding the driving and restraining forces behind a particular change initiative. In the case of Zoom Inc., the driving forces for change include both internal and external factors. Internally, the company's culture of innovation, strong leadership, and commitment to customer satisfaction has enabled it to quickly respond to increased demand for video conferencing services (Cao, X. 2021). Externally, the impact of COVID-19 on the global economy and the increased demand for video conferencing services have driven the company's growth.
According to Atlantis Press (2022), however, there are also restraints that might prevent Zoom from being successful. One of these is the appearance of free services from rivals like Google and Facebook, which may draw some of the non-business user base away (Kingsley-Hughes, Adrian. 2021). The ambiguity surrounding the development of remote work and video conferencing is another restraint. Many workers may decide to return to their offices when nations and governments eventually emerge from lockdown, which could reduce demand for video conferencing services (Stokel-Walker, Chris. 2021).
Zoom must continue to develop and enhance its user experience, security, and privacy controls in order to combat these limiting factors. In order to spot possible dangers and possibilities, the company must likewise closely watch its rivals and the larger industry (Productmint. 2021). Zoom can successfully navigate the challenging environment of the video conferencing sector and maintain its success by skillfully controlling the driving and restraint forces.
2.2.1 THE DRIVERS FOR THE CHANGE
Zoom Inc. experienced transformation as a result of both internal and external influences. Internally, the company's dedication to innovation, customer satisfaction, and its capacity to react rapidly to rising demand were key factors in fostering change (Mckinsey. 2021). An important influencer of change was the CEO's dedication to the corporate culture and customer satisfaction  (Emilia Bratu. 2020). The main forces behind change on the external front were the COVID-19's effects on the world economy, the rise in demand for video conferencing services, and the requirement for swift infrastructure growth (Ben Goodey. 2023). These reasons generated a previously unheard-of rise in demand for video conferencing software, which Zoom Inc. benefited from by putting in place efficient change management techniques.

2.2.2 THE RESISTERS FOR THE CHANGE
The biggest barriers to change at Zoom Inc. concerned the effects of the unexpected rise in demand for its services (Michael Gale. 2021). The pandemic's quick expansion and change as well as the ensuing increase in demand put a substantial strain on the company's resources, particularly its operations, customer service, and infrastructure. As a result, the business had a number of difficulties managing the unexpected transition, including resistance from staff members who were having a hard time adjusting to the new work environment and increased workload. Hector Aguilar (2020) observed that the business also encountered resistance from the outside in the form of heightened competition from other providers of video conferencing software and worries about security and privacy (Tom, 2020). The business employed a number of methods, such as boosting investment in infrastructure and security, working with stakeholders, and supporting staff members during the transition, to overcome these resistances (John Corrigan. 2022).

2.3 THE STAKEHOLDER ANALYSIS
Understanding the many people and groups that can be impacted by a specific change project as well as their views, interests, and potential influence on the change can be accomplished through the use of a stakeholder analysis. There are a number of important stakeholders to take into account in the case of Zoom Inc (Rani Molla, 2020) .
First off, there are the individuals, companies, and educational institutions who uses Zoom's video conferencing services. These stakeholders are looking for a dependable and approachable platform that enables them to connect virtually. Zoom must put the needs of its customers first by offering excellent customer service, developing new products, and responding quickly to any security issues (Morgan Schackelford. 2022).
The second factor is Zoom's workforce, which is essential to its success. As Zoom expands, it must make sure that it offers a welcoming, inclusive workplace that promotes creativity and encourages employees to take chances. (Nerys Williams. 2021)
The third group is Zoom's financiers, who stand to gain financially from the company's success. These stakeholders are looking for a successful and long-lasting business plan that will pay off their investments. According to Schoenenberg  K, Raake  A, Koeppe  J. (2014) , while focusing on profitability and sound financial management, Zoom must continue to innovate and broaden its product offerings.
Fourth, there are the lawmakers and regulators who might have an influence on Zoom's business practices. These parties are concerned with making sure Zoom abides by all applicable rules and laws, safeguards the security and privacy of its users, and gives back to the community.
The larger communities in which Zoom works are the last group. These stakeholders are drawn to businesses that are dedicated to sustainability, CSR, and having a positive social impact (Micah Alpern & Rosie Steele. 2022).
Zoom is able to create a thorough change management strategy that takes into account the interests and impacts of all relevant stakeholder groups. This strategy will assist Zoom in developing trusting connections with its stakeholders and developing a long-term, profitable business model.

2.4 LEWIN'S THREE-STEP MODEL APPLIED FOR THE CHANGE
A well-known framework for achieving change in businesses is Lewin's Three-Step Model. Three stages make up the model: unfreezing, altering, and refreezing. These phases offer a framework for successful change management and aid organizations in understanding the process of change.
The COVID-19 pandemic's unexpected rise in demand for video conferencing services in Zoom Inc.'s example led to the unfreezing stage. By identifying the areas that needed improvement and creating a strategy to address them, this stage involved getting the organization ready for change. By expanding server capacity, updating security protocols, and improving user experience, Zoom Inc. was able to quickly adjust to the new reality and meet the expectations of its clients (Atlantis Press, 2020).
In order to meet the rising demand for video conferencing services, new processes and technologies have to be implemented. To guarantee that the improvements were executed successfully at this level, considerable time and money were needed. Zoom Inc. was able to get through this stage by putting an emphasis on technology, collaboration, and communication. Lewin's Three-Step Model was successfully applied by the organization in order to immediately adapt to the unexpected spike in demand and create a dependable and user-friendly platform for video conferencing.
Establishing the new procedures and technology as the new norm is part of the refreezing phase. This stage is essential to ensuring that the adjustments made during the earlier phases are maintained and integrated into the operations and culture of the business. Although it is still too early to tell at this point, Zoom Inc. seems to be well-positioned for future success. The success of the refreezing stage can be largely attributed to the firm's emphasis on innovation, customer happiness, and employee engagement, as well as its dedication to company culture and leadership.
Lewin's Three-Step Model offers a helpful framework for comprehending and carrying out change in companies overall. It supports organizations in identifying areas for development, creating a strategy to address those areas, and successfully navigating the process of change. The successful transformation of Zoom Inc. during the COVID-19 epidemic serves as a shining illustration of the value of this methodology. With the help of this approach, Zoom Inc. was able to successfully and rapidly adjust to the new situation and offer a dependable and user-friendly platform for video conferencing, setting up the business for future success.

2.5 KOTTER'S EIGHT-STEP MODEL APPLIED FOR THE CHANGE
Establishing a Sense of Urgency: This phase entails coming up with a compelling justification for the change and persuading staff members of its necessity. Due to the unexpected rise in demand for video conferencing software brought on by the COVID-19 epidemic, Zoom Inc. felt compelled to act quickly to address the issue and the needs of its clients.
Establishing a Guiding Coalition entails assembling a group of powerful individuals who can drive the change effort within the organization. The leadership team at Zoom Inc. was instrumental in leading the change initiative and making sure the business could react quickly to the rise in demand (Saxon, 2022).
Creating a Vision and Strategy: This step entails coming up with a coherent and clear vision for the transformation as well as a strategy for how to get there. At Zoom Inc., a fundamental component of its vision and strategy for addressing the growing demand for its services was the company's focus on communication, collaboration, employee involvement, and new technology.
Sharing the Change Vision: In order to secure the support and the buy-in of all stakeholders, this phase is sharing the vision and plan with all of them. The leadership team of Zoom Inc. stressed the significance of swift adaptation to satisfy consumer expectations while addressing the need for change with all stakeholders and employees.
Empowering Employees for Broad-Based Action: In this step, employees are given the authority to take initiatives and make choices that advance the change process. In order to overcome change resistance and ensure that the company could adjust swiftly, Zoom Inc. encouraged employee participation in the change process.
Making Quick Wins: In order to gain momentum and inspire workers, this stage entails making quick wins. An important short-term victory for Zoom Inc. was the company's ability to quickly respond to the increased demand for its services and meet consumer expectations. This helped to generate momentum and support for the transition effort.
Consolidating Gains and Producing More Change: In this stage, the gains made in the preceding steps are combined and used as the basis for more change. The fact that Zoom Inc. was able to satisfy the rising demand for its services laid the groundwork for future growth and expansion.
Anchoring  New Approaches in the Organization's Culture: In order to make sure that the change is maintained over the long term, this stage entails integrating the new strategies and behaviors into the organization's culture. The emphasis on communication, cooperation, employee involvement, and innovative technology at Zoom Inc. became a part of the company's culture and contributed to its ongoing success.

[bookmark: _Hlk133494589]2.6 EVALUATION OF ZOOM INC.
Zoom Inc. has been successful in handling the COVID-19 pandemic's quick transition. The business saw an unheard-of rise in the demand for their video conferencing software, so it focused on effective change management techniques that prioritized communication, cooperation, employee involvement, and new technology. The company's success was greatly influenced by its dedication to innovation, client happiness, and swift responsiveness to rising demand. A smooth transition was also made possible by the company's CEO demonstrating the company's dedication to its culture and customer satisfaction.
The change, though, wasn't without its difficulties. Significant obstacles that the company had to overcome included security concerns, company culture , operations impact and resistance to change. By putting an emphasis on teamwork and communication as well as incorporating staff members in the change process, Zoom Inc. was able to address these issues. Lewin's change management model's unfreeze and change stages were successfully completed by the company as well, and it is still too early to say how well it will go with the final stage.

3. RECOMMENDATIONS
While Zoom's emphasis on video conferencing has been successful, expanding its service portfolio could help it stay competitive and attract new clients. Expanding into complementary services like online event management or collaborative tools is something to think about.
Address Security Concerns: clients' top priorities are security and privacy; by attending to these issues, Zoom can keep clients and uphold its brand. Think about making investments in more reliable security measures, boosting transparency regarding privacy practices, and giving customer trust top priority.
Continued Infrastructure Investment: Given the continued high demand for video conferencing services, continued infrastructure investment is essential to ensuring the dependability and caliber of services. Make sure the infrastructure of the business can grow and that resources are allocated to satisfy both present and future needs.
Employee Support: It was difficult for employees to adjust to the unexpected shift in the workplace during the pandemic; therefore support is essential to ensuring that they can function properly. To assist employees in acquiring new skills and adjusting to new technologies, think about providing training and development opportunities and giving employee wellbeing and mental health first priority.
Planning for sustainability in the long run is crucial because it is impossible to predict how long the pandemic and the resulting disruptions will persist. Develop a strategy for how the business will proceed if and when demand for video conferencing services declines or remote work becomes less common. This may entail expanding the range of services offered, creating fresh sources of income, and adjusting to market fluctuations.

4. CONCLUSION

As a result of an unusual increase in demand for their video conferencing software during the COVID-19 epidemic, Zoom Inc. has successfully undergone a quick change. The company's emphasis on collaboration, communication, and technology has contributed to its success in managing change. Zoom Inc. successfully navigated the transformation process by using the Lewin and Kotter change management models, addressing change-drivers including growing demand and stakeholder expectations.
Competition, ambiguity about the future of remote employment, and worries about security and privacy were some of the resistance to change that the organization had to deal with. By constantly innovating, enhancing the user experience, and making investments in infrastructure and security measures, Zoom Inc. overcame these difficulties. The business also did a stakeholder analysis to comprehend the motives and effects of diverse stakeholders, enabling the development of strategies that are specific to their needs.
Zoom Inc. should think about expanding its services in the future, taking security issues seriously, investing in infrastructure, supporting staff on an ongoing basis, and making long-term sustainability plans. By following these suggestions, Zoom Inc. can maintain its position as a leader in the competitive video conferencing market and achieve future success.
In general, Zoom Inc.'s transformation process serves as a model case study for businesses navigating change in uncharted territory. The organization is well-positioned for future growth and success thanks to its strategic approach, agility, and focus on stakeholder engagement.
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