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On 3rd May 2022, Post Office workers in the UK went on a one-day strike over a pay dispute. The workers were upset because their wages had been frozen for 2021 and for 2022, they were only offered a 2% pay increase plus a one-off payment of £250. Given that the Retail Price Index (RPI) inflation had reached 9%, the Communication Workers Union (CWU) called this offer "exceptionally poor". This strike brought to light the need for effective ways to manage and resolve such conflicts in organisations. (Robson, 2022).
This report aims to look at the strike using ideas from stakeholder theory and conflict resolution. It will use a stakeholder analysis model to identify and explain the key groups involved in this dispute. Additionally, it will explore different ways to resolve conflicts and suggest the best approach for this situation. The report will also propose ways to reach a solution that benefits all parties involved. Finally, it will reflect on how learning about conflict resolution and stakeholder theory has prepared the author for real-world applications.

The report is organised as follows:
Stakeholder Analysis: This section will use a stakeholder analysis models to identify the key groups involved in the pay dispute and explain why each group is important.
Conflict Resolution Styles: This section will discuss different conflict resolution styles (John Kotter's 8-Step Change Model, Lewin's Three-Stage Model of Change) and the use of tool called Thomas- Kilmann Conflict Mode Instrument (It is a model for handling conflict) the components such as avoidance, accommodation, collaboration, competition and compromise will be used. It will recommend the most appropriate style for resolving the Post Office strike.
Proposal for a ‘Win-Win’ Solution: Based on the stakeholder analysis and conflict resolution discussion, this section will suggest ways to achieve a solution that benefits all parties.
Reflection on Acquired Knowledge: This section will reflect on how the theories and concepts related to conflict resolution and stakeholder management have prepared the author for real-world applications.
Conclusions and Recommendations: The final section will summarise the key points of the report and provide recommendations for the Post Office on how to handle similar situations in the future. It will also suggest areas for further research.
By following this structure, the report aims to address the issues faced by the Post Office during the strike and provide strategies that can be used in similar situations in other organisations. Using the principles of stakeholder theories and effective conflict resolution can help organisations manage disputes better and find fair solutions for everyone involved.


[bookmark: _Toc172921803]Stakeholder Analysis
[bookmark: _Toc172921804](Freeman’s)
To resolve the pay dispute crisis at the Post Office effectively, it is crucial to conduct a comprehensive stakeholder analysis. This analysis will identify the key stakeholders involved and justify their importance in resolving the issue. Using Edward Freeman's Stakeholder Theory, stakeholders will be categorised based on their power, legitimacy and urgency. This model helps prioritise which stakeholders need to be engaged and how their interests can be balanced.
According to Freeman (1984), businesses have responsibilities to a broad range of stakeholders, not just shareholders. This theory emphasises that groups and individuals who are affected by or can affect the organisation's activities should be taken into consideration. The implications are that companies have obligations to these groups beyond what is legally required, aiming to create value and maintain accountability for the welfare of society and the continuity of the organisation (Freeman, 1984). 
Clarkson (1995) supports this by stating that the firm operates within the larger system of society, which provides the necessary legal and market infrastructure for its activities (Clarkson, 1995).
The main goal of a stakeholder analysis is to give decision-makers information about stakeholders and groups that can impact their goals. It helps to predict problems, gain support from key stakeholders and improve the organisation's services and communication with different groups and individuals. (Freeman, 1984; Freeman, et.al., 2010).
[image: The original stakeholder model (Freeman, 1984) ]
[bookmark: _Toc171108962]Figure 1: The original stakeholder model 9 FREEMAN,1984) SOURCE RESERCHGATE.NET
The first key stakeholders are the employees, represented by the Communication Workers Union (CWU). The power of the employees is high because they can strike and disrupt operations. 
A company must manage its finances and care for society and the environment to be legitimate and meet the expectations of stakeholders such as employees, customers, communities and investors.
Their legitimacy is high because they form the primary workforce and their concerns about fair wages are legitimate (Freeman, 1984). 
The urgency for addressing their issues is immediate due to the pay and working conditions dispute. Employees are directly impacted by pay policies and their satisfaction is crucial for maintaining smooth operations and productivity. Engaging with them is essential to address their problems and prevent future disruptions (Donaldson and Preston, 1995).
The process of legitimacy involves innovation, local validation, diffusion and general validation (Johnson, et. al., 2006). 
Widely accepted schemas and beliefs foster the stability of actions and practices, even if they are suboptimal, which can lead to inefficiency and inequality in groups and organisations.
The second important stakeholders are the Post Office management.
Management holds high power since they make important decisions regarding pay, policies and negotiations. Their legitimacy based on their responsibility for the financial health and strategic direction of the organisation. The urgency for management is also high as they need to resolve the dispute quickly to restore normal operations and maintain public trust. Management must balance financial constraints with fair employee compensation. Effective engagement with the union and other stakeholders is necessary to reach a sustainable resolution.
The third group of stakeholders includes the customers. Their power is moderate, although they do not have direct control over operations, their satisfaction significantly impacts the organisation’s reputation and revenue. Their legitimacy is high as they are the end-users of Post Office services (Clarkson, 1995).
The urgency for customers is moderate since their immediate concern is for uninterrupted services. Maintaining customer trust and satisfaction is vital for the Post Office's long-term success. Transparent communication and customer service improvements are essential to reassure customers during the dispute resolution process.
The fourth stakeholders are the owners and shareholders. They possess high power as they influence major strategic decisions through financial control. Their legitimacy is high given their interest in the financial health and profitability of the organisation. The urgency for owners and shareholders is moderate because while they are not immediately affected by the strike, however long-term profitability and stability are important for them. Their support is needed for any financial decisions regarding pay increases. Engaging them ensures alignment on strategic decisions and financial sustainability (Freeman, 1999).
The fifth group consists of the government and regulators. They hold high power due to their ability to impose regulations and influence public sector policies. Their legitimacy is also high as they oversee compliance with labour laws and fair wage practices. The urgency is moderate since regulatory actions may not be immediate, but their influence is significant. Their involvement ensures that resolutions are compliant with laws and regulations. Collaboration with the government can also provide additional resources or support.
The final stakeholders are the media and public opinion. The media has moderate power as they shape public perception and can influence stakeholder actions through coverage. (Kanagarajoo et. al., 2019). Their legitimacy is moderate as they act as a voice for public concerns but do not have a direct stake in the matter. The urgency is high because media coverage can rapidly escalate the issue, impacting the organisation’s reputation. Managing media relations is crucial to maintaining a positive public image. Transparent communication can mitigate negative coverage and build public support.
To effectively resolve the crisis, the Post Office must prioritise engaging with employees and management, given their high power, legitimacy and urgency. Initial steps should include facilitating open dialogues, with regular meetings between management and the CWU to discuss grievances and negotiate terms. Transparent communication about financial constraints and possible compromises is essential.
Involving customers and the public is also important. Keeping customers informed about service disruptions and efforts to resolve the issue is important. Using media to communicate the organisation’s commitment to fair practices and resolution efforts can help manage public perception.
Engaging owners and shareholders requires presenting a balanced view of the financial implications of various resolution strategies and seeking their support for a fair and sustainable pay structure. Collaboration with government and regulators involves ensuring compliance with labour laws and seeking governmental support where possible. Engaging in public-private dialogues to explore potential solutions and support can be beneficial.
By understanding the power, legitimacy and urgency of each stakeholder, the Post Office can develop a targeted engagement strategy that addresses the concerns of all involved parties. This approach will not only help resolve the current dispute but also strengthen stakeholder relationships for future challenges. (Belinga, 2024).
This stakeholder analysis lays the foundation for exploring appropriate conflict resolution styles in the next section.
Freeman's stakeholder theory is excellent in its approach to considering all stakeholders, emphasising ethical and balanced decision-making. However, during periods of significant change, such as the situation on June 3, 2022, during the strike at the WUK Post Offices, this approach might not be the most effective. In such dynamic and potentially contentious scenarios, the matrix stakeholder theory could be a more practical tool. By allowing for a more focused understanding and prioritization of stakeholders based on their influence and interest, the matrix stakeholder theory facilitates more targeted and efficient management strategies. This approach can help address immediate concerns and strategically allocate resources to manage the situation effectively.
Freeman says: “If you can get all your stakeholders to swim or row in the same direction, you’ve got a company with momentum and real power. Saying that profits are the only important thing to a company is like saying, ‘Red blood cells are life.’ You need red blood cells to have life, but you need so much more.” (Stainton H, 2023)

[bookmark: _Toc172921805]Matrix Stakeholder Theory
Stakeholder identification is one of the first tasks when starting a new project. Collaboration with local facilitators is essential to get the situation under control quickly. (Reymond P, 2014).
Matrix stakeholder theory is a tool used to identify and prioritise stakeholders based on their level of influence and interest. Stakeholders are plotted on a grid, which helps organisations determine which stakeholders need the most attention and resources. (Stainton H, 2023).
The grid typically includes the following categories:
	STAKEHOLDER CATEGORY
	DESCRIPTION
	STAKEHOLDERS

	HIGH INFLUENCE, HIGH INTERST
	Key players who need to be closely managed.
	Employees, Management, Unions

	HIGH INFLUENCE, LOW INTERSET
	Powerful stakeholders who need to be kept satisfied.
	Government Bodies, Suppliers

	LOW INFLUENCE, HIGH INTERSET
	Stakeholders who should be kept informed.
	Customers

	LOW INFLUENCE, LOW INTEREST 
	Stakeholders who require minimal effort.
	Local Community



[image: A white grid with blue letters
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[bookmark: _Toc171108963]Figure 2: Who really matters? A stakeholder analysis tool source: https://search.informit.org/doi/epdf/10.3316/informit.733413362842369


This work attempts to allocate stakeholders into above grit and the classifications are as follow:
High Influence, High Interest (Top right corner of the matrix)
Employees (A) Directly affected by working conditions and have the power to disrupt operations. Their high influence comes from their ability to halt services and their high interest is due to the direct impact on their employment and working conditions.
Management (B) Decision-makers with significant interest in resolving the strike to ensure operational continuity and organisational stability.
Unions (C) Represent employees and have substantial influence in negotiations, with a high interest in protecting workers' rights and securing favourable conditions.

High Influence, Low Interest (Bottom right corner of the matrix)
Government Bodies (F) Can mediate or intervene but have broader interests beyond the immediate conflict. Their influence is high due to their regulatory power, but their interest is lower compared to the direct stakeholders.
Suppliers (E) Depend on continued operations for their business but are less directly affected by working conditions. They hold significant influence due to their role in the supply chain, but their immediate interest in the conflict is moderate.

Low Influence, High Interest (Top left corner of the matrix)
Customers (H) Depend on postal services but have limited direct influence on the resolution of the strike. Their interest is high as the strike affects their access to services, but they lack the power to directly influence the outcome.

Low Influence, Low Interest (Bottom left corner of the matrix)
Local Community (P) Affected by service availability but have minimal power to influence the strike’s outcome. Their interest and influence are both lower compared to other stakeholders, as the strike's impact on them is indirect.


[bookmark: _Toc172921806]Advantages and disadvantages 
According to Philippe Reymond, stakeholder identification is essential when starting a new project or addressing a situation that needs resolution or planning. Businesses and organisations must evaluate the advantages and disadvantages of specific models or theories to find the best approach for achieving a win-win outcome.
The Power Interest Matrix provides a clear visual representation of stakeholders, helping quickly identify and prioritise those who need immediate attention. This is crucial during crises like the Post Offices strike, where quick decision-making is necessary (Brugha et. al., 2000).
Categorising stakeholders allows for more effective resource allocation, ensuring high-priority stakeholders receive the necessary attention, leading to faster conflict resolution. (Benna et. al., 2016).
By ensuring that high-priority stakeholders receive the necessary attention in the post office strike context this means that key players like employees, management and unions, who have high influence and high interest, can be given immediate and focused attention. This targeted approach facilitates faster conflict resolution, as resources can be strategically directed to manage and negotiate with these primary stakeholders, leading to quicker and more effective decision-making during the strike.
The Power Interest Matrix helps in developing specific engagement strategies for different stakeholder groups, improving communication and relationship management (Nguyen et.al., 2018).
The Power Interest Matrix could have been useful during the Post Office strike by helping prioritise stakeholders and streamline communication. However, in this case, it is advisable to view this as a disadvantage. The scenario indicates a need for complementary models. (Example Kotter’s or Lewin’s model can provide a more nuanced and responsive strategy for managing change and stakeholder engagement during such critical events.)
It should be combined with dynamic models for better adaptability and responsiveness in complex situations like the Post Office strike.

[bookmark: _Toc172921807]Disadvantage 
The Power Interest Matrix may not adapt well to rapidly changing environments. The Power-Interest Grid is not static, the influence/power and interest of stakeholders can change over time. (Doyle, 2022)
During the Post Office strike, using the Power Interest Matrix might not work well. As things change, stakeholders' influence and interest can also change. It is important to be realistic. For example, if a stakeholder who was not very important before suddenly becomes powerful, we need to quickly update the matrix to handle this change well. Another problem is that the matrix oversimplifies things and does not account for how power shifts and expectations change quickly (Hendricks, 2023).
The Post Office strike situation calls for a more flexible approach. The Power Interest Matrix does not handle well the changing influence of stakeholders during such events. It needs to be updated frequently to stay accurate, which a fixed model cannot do effectively.
In conclusion, while the Power Interest Matrix is clear, its nature can be a problem in today's fast-changing situations. We need other dynamic models to adapt better.

[bookmark: _Toc172921808]Conflict Resolution styles
[bookmark: _Toc172921809]Thomas-Kilmann Conflict Mode Instrument (TKI)
This section explores different ways to handle conflicts, focusing on understanding and mapping out everyone involved in the process. The goal is to find solutions that benefit everyone and minimise any negative impact. It is important to carefully consider each approach to make sure it fits the specific situation, like the issues at the Post Office.
Conflict is common in organisations and can either lead to positive changes or cause problems if not managed well. (Abbas, 2022). 
There are different resolution styles, and each one has its own strengths and weaknesses. Styles like Thomas- Kilmann Conflict Mode Instrument end its elements: accommodation, avoidance, competition, collaboration and compromise are most common for a good leader and for those who understand how to manage conflicts (Andreev, 2024). 
[image: A diagram of a company
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[bookmark: _Toc171108964]Figure 3: two-dimensional model of conflict-handling behavior is adapted from “Conflict and Conflict Management” by Kenneth Thomas in The Handbook of Industrial and Organisational Psychology, edited by Marvin Dunnette (Chicago: Rand McNally, 1976)
The Thomas-Kilmann Conflict Mode Instrument (TKI) helps people understand how they handle conflicts by measuring two things: assertiveness (how much you focus on your own needs) and cooperativeness (how much you focus on others' needs). It identifies five ways people deal with conflict:
· Competing: You push for your own way without considering others. You try to win.
· Collaborating: You work with others to find a solution that satisfies everyone.
· Compromising: You and the other person each give up something to find a middle ground.
· Avoiding: You ignore the conflict and hope it goes away.
· Accommodating: You give in to others' needs and let them have their way.
The TKI helps you see which style you use most and guides you on when to use each style effectively. (Thomas, et.al., 1976).
For example, in the Post Office conflict, where stakeholders may have different expectations and disruptions can occur, a collaborative approach could help bring everyone together. This style encourages open communication, builds trust and allows for creative solutions to address the root causes of the conflict. 
According to Gallup, 84% of U.S. employees work across multiple teams, making robust teamwork and collaboration essential, especially in increasingly digital work environments where 39% of employees feel collaboration is lacking. Using expert panels to integrate these approaches can yield significant improvements in organizational performance. (Taylor, 2024).
On the other hand, avoiding conflict might calm things temporarily but could make problems worse if not dealt with. Similarly, competing to win might assert one side's interests strongly but could damage relationships in the long run.
Choosing the right approach depends on understanding the situation well and aiming for solutions that support the organisation's goals while keeping disruptions to a minimum. By carefully considering these styles and their impacts, organisations can manage conflicts effectively and ensure everyone involved feels satisfied. Additionally Combining such techniques like TKI and for instance MBTI can improve teamwork and conflict management, achievable through expert panels, as Deliveroo did. Deliveroo improved communication and collaboration with MBTI and similar approaches could help resolve issues in other organisations like the postal service, demonstrating that exploring different solutions yields positive results.
(Deliveroo case study available at: https://www.themyersbriggs.com/-/media/Myers-Briggs/Files/Resources-Hub-Files/Case-Studies/Deliveroo_case_study.pdf)


[bookmark: _Toc172921810]John Kotter's 8-Step Change Model
John Kotter's model for change involves an eight-stage process. First, Kotter emphasises the importance of establishing a sense of urgency. Second, forming a guiding coalition or team to lead the change is essential. Third, a clear vision should be created to guide the change effort, along with strategies to achieve that vision. Fourth, this vision needs to be communicated extensively to everyone involved. Fifth, it is crucial to remove obstacles that might obstruct the change and allow people to take action. Sixth, planning for and achieving short-term wins is important and those contributing to these wins should be rewarded. Seventh, consolidate the gains from early changes and use the momentum to drive further changes. Finally, the changes need to be placed into the organisational culture to ensure they are sustained and implemented successfully. (Kuepfer, 2023).
[image: A diagram of a step by step

Description automatically generated]
[bookmark: _Toc171108965]Figure 4: Dr John Kotter's 8 Steps to Change
According to Jain Mohit in his article "Kotter’s 8-Step Change Model: Advantages & Disadvantages" (2019), the author describes the advantages and disadvantages of the model. The advantages include its ease of implementation, clear step-by-step process, emphasis on stakeholders’ involvement and the importance of creating a sense of urgency. However, the disadvantages are that it can be overly focused on urgency without enough detail, is sequential and time-consuming and being top-down, it limits employee participation, potentially causing frustration. (Mohit, 2019).


Based on fundamental steps of this theory, the management to be able manage the Post office strike would have to consider starting from step one which would lead to:
Create Urgency
· Action: Explain to everyone how serious the strike is.
· Goal: Get people to act quickly.
· Challenge: Employees might not see the urgency.
Form a Coalition
· Action: Bring together leaders from different areas.
· Goal: Get strong support from the top.
· Challenge: Getting leaders to agree and work together.
Create a Vision
· Action: Develop a clear plan and vision for change.
· Goal: Provide clear direction and motivation.
· Challenge: Making sure everyone understands the vision.
Communicate Vision
· Action: Use meetings, emails and other methods to share the vision.
· Goal: Keep everyone informed and aligned.
· Challenge: Ensuring everyone gets the message.
Remove Obstacles
· Action: Find and eliminate barriers to change.
· Goal: Make it easier to implement changes.
· Challenge: Identifying and removing all obstacles.
Create Quick Wins
· Action: Show early successes in the change process.
· Goal: Build motivation and confidence in the change.
· Challenge: Keeping people engaged after initial successes.
Build on Change
· Action: Use early successes to drive bigger changes.
· Goal: Ensure continuous improvement.
· Challenge: Maintaining ongoing engagement and momentum.
Anchor Changes
· Action: Make new behaviours part of the company culture.
· Goal: Make sure the changes are permanent.
· Challenge: Ensuring the changes stick long-term.


Assuming that Kotter’s 8-Step Change Model could be suitable for addressing a postal strike, it must be implemented effectively. This report also explores other options. Kotter’s model is strong due to its structured approach and focus on leadership and communication. However, its potential time consumption and top-down approach might present challenges. To ensure success, it is crucial to balance the model’s steps with the need for swift action and greater employee involvement. Risks associated with using Kotter's 8-Step Change Model in a postal strike scenario include employee resistance, poor communication and inadequate leadership support. These issues could obstruct the change process. Success requires clear communication, strong leadership and sufficient resources.

[bookmark: _Toc172921811]Lewin's Three-Stage Model of Change
Lewin’s 3-Stage Change Model, created by Kurt Lewin, helps organisations manage change. It has three steps: Unfreeze, Change and Refreeze.
In the Unfreeze step, companies prepare for change by explaining why it is needed, analysing current problems and creating urgency to motivate employees.
In the Change step, companies start making the change. They keep everyone informed, provide training and celebrate small successes to keep people motivated. This step ensures the change is smoothly adopted.
The Refreeze step makes the change permanent. Companies reinforce new behaviours, reward those who adopt the change and offer ongoing support. By doing this, the new changes become a regular part of the company’s culture, ensuring they last long-term. Lewin’s model is simple but effective for lasting change. (Malik, 2022).
The implementation of those steps is visualised in the table below: The structure of the table allows the demonstration of the three stages while showing the gaps that can be improved by the application of different models.




	Stage
	Actions
	Example
	Goal

	Unfreeze
	Explain the Problem: Clearly communicate to employees why changes are needed due to high inflation.
	Inflation has reached 9%, and we understand that a 2% pay increase is not enough. We need to find a better solution together.
	Prepare everyone for the upcoming changes and get them on board with the idea that change is necessary.

	Analyse Issues: Understand the problems causing dissatisfaction.
	Wages were frozen in 2021, which has caused financial strain for many workers.
	
	

	Create Urgency: Highlight the need for immediate action and cooperation.
	The CWU has highlighted the inadequacy of the pay offer, showing the urgency to address this issue quickly.
	
	

	Change
	Propose Fairer Pay: Offer a pay increase that better matches inflation and employee needs.
	We will propose a pay increase that aligns more closely with the current 9% inflation rate to better support our employees.
	Implement the new pay structure smoothly and ensure employees understand and support the changes.

	Communicate Regularly: Keep employees informed through regular updates.
	We will hold weekly meetings to update everyone on the progress of negotiations and next steps.
	
	

	Offer Training: Provide information sessions to explain the company’s financial situation.
	We will hold sessions to explain our budget and financial constraints to ensure transparency.
	
	

	Celebrate Small Wins: Achieve and celebrate small successes to keep morale high.
	We have negotiated a one-off payment higher than £250 as a gesture of goodwill and commitment.



	
	

	Refreeze
	Solidify Changes: Make the new pay structure a permanent part of the company’s operations.
	We will update our payroll system to reflect the new pay rates permanently.
	Ensure that the new pay structure becomes a stable and accepted part of the company’s culture.

	Reward Supporters: Recognise and reward those who supported and adapted to the change.
	We will publicly thank and reward union leaders and employees who helped negotiate.
	
	

	Collect Feedback: Regularly gather feedback to identify and address any ongoing issues.
	We will conduct regular surveys to get feedback on the new pay structure.
	
	

	Provide Ongoing Support: Continue supporting employees to ensure the changes stick.
	We will set up monthly check-ins to address any concerns and provide ongoing support
	
	



When implementing a new strategy, plan or solution, there are both advantages and disadvantages to consider. The approach provides clear, well-defined steps for managing change, which helps in creating a structured plan. However, it is beneficial to examine whether accelerating simple steps by adding more objectives could enhance clarity and create a more precise vision. Employee involvement is encouraged, promoting open communication and reducing resistance. The model is also flexible and can be adapted to specific situations. However, challenges include the time required, as the steps may be slow and problematic in urgent situations. Additionally, implementing the model demands resources, such as time and effort for communication and training.
Lewin’s 3-Stage Change Model can help solve the Post Office pay dispute by providing a structured way to manage change. It ensures that everyone understands why changes are needed, supports the implementation and accepts the new pay structure, leading to a more stable work environment. However, the process needs careful planning and sufficient resources to be effective.

[bookmark: _Toc172921812]Proposal for win-win Solution
To fix the Post Office pay dispute, we could possibly have used Lewin’s 3-Stage Change Model but integrated to avoid limitations to the model. This could be a simple plan:
First, we need to explain the problem clearly to employees. Tell them that inflation is 9% and a 2% pay increase is not enough. It is important to understand their issues by acknowledging that wages were frozen in 2021, causing financial strain. Creating urgency by highlighting that the CWU called the pay offer "exceptionally poor" will help motivate everyone to find a solution.
Next, we should propose a better pay increase that matches inflation. For example, offering a pay increase close to 9% shows we are responsive to their needs. Keeping employees informed with weekly updates about the negotiations helps maintain trust. Providing training sessions to explain the company’s financial situation ensures transparency. Celebrating small wins, like offering a higher one-off payment than £250, keeps morale high and shows our commitment to making positive changes.
Finally, making the new pay structure permanent ensures long-term stability. Updating the payroll system to reflect the new pay rates shows we are serious about the changes. Recognising and rewarding those who supported the change, like thanking union leaders and employees, builds goodwill. Regularly collecting feedback helps us address any ongoing issues and providing ongoing support with monthly check-ins ensures the changes stick.

[bookmark: _Toc172921813]Addressing the Limitations of Lewin’s Model
· Simplicity: Lewin’s model is quite simple and linear, which can be both an advantage and a disadvantage. In today’s dynamic business environments, changes often do not proceed in such a linear and orderly manner.

· Lack of Emotional Consideration: The model does not adequately account for the emotions of employees and other stakeholders, which is crucial for the success of the change process. (Rueffler et.al., 2004)

· Static Final Stage: The “refreezing” stage may suggest that after implementing the change, the organisation should remain stable. Nowadays, organisations need to be flexible and ready to continuously adapt to new conditions.

[bookmark: _Toc172921814]Improvement to Lewin’s Model by implementations Kotter’s 8 stages change model
Kurt Lewin’s model of change has three stages: Unfreezing, Changing and Refreezing. To make this model more practical for today’s needs, we can add elements from John Kotter’s 8-Step Change Model. Kotter’s model provides detailed steps that can enhance Lewin’s basic framework.

[image: ]
(Source: Adapted from Kotter 1996)
Unfreezing step 1 prepares the organisation for change. To improve this stage:
· Create a Sense of Urgency (Kotter’s Step 1): Explain why change is necessary to motivate everyone.
· Build a Guiding Coalition (Kotter’s Step 2): Form a team of leaders who will support and drive the change.

Changing step 2 Changing is about implementing the new processes. To make this stage more effective the management would improve this step by:
· Developing a Strategic Vision and Initiatives (Kotter’s Step 3): Clearly define what the change will achieve and how.
· Communicate the Vision (Kotter’s Step 4): Keep everyone informed about the change and progress.
· Empower Broad-Based Action (Kotter’s Step 5): Remove obstacles and give people the tools they need to adapt to the change.

Enhancing the “Refreezing” Step 3
Refreezing ensures the changes stick. To strengthen this stage:
· Generate Short-Term Wins (Kotter’s Step 6): Celebrate early successes to build confidence. short term wins can be an essential part of the change management process. (Abbas, 2023)
· Consolidate Gains and Produce More Change (Kotter’s Step 7): Use early successes to drive further improvements. This step allows us to evaluate what worked well and what did not and to adjust accordingly. Start with smaller goals and gradually set more ambitious ones to maintain momentum (Aktas, 2024). It is also beneficial to involve additional influential people who support and are inspired by the vision of change. This approach helps prevent issues such as "silent quitting" by keeping employees engaged and motivated. (Daugherty, 2024)
· Anchor New Approaches in the Culture (Kotter’s Step 8): Make sure the new ways become part of the organisation’s culture. Focusing on the benefits of each step will help you promote key values in future business practices and foster the development of a new organisational culture by ensuring selection, promotion and succession process screen for talent who align with the norms and values that support the new challenges. (Tanner, 2023)

Those options can be appropriate as they balance the needs of both employees and management. Clear communication helps employees feel heard and valued and proposing a fair pay increase builds trust and morale. Ongoing support and feedback ensure that employees are kept informed and their concerns are continuously addressed. By making the new pay structure permanent and integrating it into the company's culture, we create a sustainable solution that promotes a stable work environment. This comprehensive and balanced approach avoids the risk of rushed methods, making Lewin’s 3-Stage Change Model integrated with other models the most effective way to resolve the pay dispute at the Post Office.
If employees still resist, management should take extra steps to understand and address their concerns. They should hold more open meetings where employees can talk about their issues and management can listen and find out why there is resistance. Based on these talks, management should make changes that directly address the specific concerns of the employees. Making changes step-by-step can help employees get used to the new system gradually. (Miller K, 2020).
Involving key employees who are influential can help promote the changes among the rest of the staff. Increasing support through counselling, more regular check-ins and setting up a help desk can provide needed assistance. Management might also need to re-evaluate the pay offer and look at other incentives. If internal efforts do not work, bringing in a neutral third-party mediator can help find a solution. Throughout this process, it is important to be flexible, ready to change plans if needed and to show patience and commitment to solving the issues, understanding that resistance is a natural part of the change process.


[bookmark: _Toc172921815]Reflection on acquired knowledge 
Throughout the analysis of the Post Office strike and the exploration of various conflict resolution strategies, valuable insights into the importance of effective communication, stakeholder management and structured change processes have been gained. Understanding stakeholder theory has emphasised the necessity of considering the interests and influence of all parties involved, ensuring that solutions are fair and sustainable.
Learning about different conflict resolution styles, particularly the Thomas-Kilmann Conflict Mode Instrument and Kotter's 8-Step Change Model has provided practical tools for managing disputes. The TKI model's focus on balancing assertiveness and cooperativeness is crucial for finding win-win solutions, while Kotter's model highlights the need for creating urgency and building strong coalitions for change.
Applying the accelerated Lewin’s 3-Stage Change Model to the Post Office scenario has demonstrated the importance of preparing for change, managing the transition effectively and ensuring that new practices are firmly established. This model's simplicity and focus on communication and support make it particularly useful in real-world applications. However, it is important to recognise that some situations may require integration with other models to achieve a more accurate and comprehensive approach.
Based on my experience with this module, my understanding of conflict resolution and stakeholder theory has significantly prepared me for such situations at the workplace. Recognising the importance of identifying and engaging key stakeholders in any organisational issue helps in gaining their support and minimising resistance. Additionally, the ability to apply structured change models allows for guiding organisations through transitions smoothly, ensuring that all parties understand and accept the necessary changes.
Overall, this report has equipped me with a comprehensive understanding of how to approach and resolve workplace conflicts. It has prepared me for handling similar situations in a future career, ensuring the ability to contribute to creating a positive and productive work environment.


[bookmark: _Toc172921816]Conclusion and Recommendations 
The Post Office strike highlighted the need for effective conflict resolution and stakeholder management. By improving Lewin’s 3-Stage Change Model with Kotter’s 8-Step Change Model, we can manage such changes more effectively. This combined approach ensures that everyone understands the reasons for the changes, supports their implementation and accepts the new pay structure. Successful management of change requires careful planning and adequate resources.
To address the issues, the Post Office should implement combined Lewin's 3-Stage Change Model to provide clear steps and improve communication with employees. Offering a pay raise that aligns with the current inflation rate can help meet employees' needs and reduce dissatisfaction. Maintaining regular updates and meetings will keep employees informed and address their concerns. Providing training sessions to explain the company’s financial situation and decisions, along with ongoing support, is essential.
Recognising and celebrating small achievements will help keep morale high. Involving key employees in promoting the changes can facilitate smoother implementation. Continuously gathering feedback and being ready to adjust the plan as needed will ensure the change process remains effective. If employees still resist, considering a neutral third-party mediator can help resolve ongoing issues.
These steps will help the Post Office effectively address the pay dispute and create a more positive work environment for the future.
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The three stages are Unfreeze, Change and Refreeze Lewin’s Change Management Model: How to implement organisational change. (Channell, M.2021) https://www.tsw.co.uk/blog/leadership-and-management/lewins-change-model/#NaN
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