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[bookmark: _Toc216899632]EXECUTIVE SUMMARY
This report presents a comprehensive strategic change management plan for Octopus Energy, a rapidly expanding renewable energy provider operating in an increasingly turbulent and technologically advanced industry. The organisation faces a range of environmental pressures including digital disruption, rising customer expectations, regulatory demands, and international growth. These pressures require Octopus Energy to strengthen its technological infrastructure, enhance its organisational capabilities, and ensure that leadership and culture continue to support innovation and adaptability. The proposed change initiative is the enhancement and expansion of the company's AI-driven Kraken platform across all markets. This initiative addresses key challenges such as scalability, cybersecurity, data accuracy, customer service expectations, and global operational differences. The change is analysed through established models including Lewin’s Three-Step Model, Kotter’s Eight-Step Process, and Pettigrew’s context, content, process framework. These theoretical lenses highlight the importance of structured planning, environmental awareness, and leadership influence.
Leadership at Octopus Energy plays a crucial role in how change is managed. The organisation demonstrates strong transformational and situational leadership behaviours, which help motivate employees and reduce resistance. The organisational culture defined by autonomy, openness, sustainability, and innovation also supports change by fostering creativity and employee engagement, though it can create challenges such as inconsistency or change fatigue.
The strategic change management plan outlines clear objectives, a communication strategy, financial considerations, stakeholder engagement, risk mitigation, and an evaluation process. Ultimately, the report concludes that Octopus Energy is well positioned to implement this change successfully and strengthen its competitive advantage in the global renewable energy market.
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A Change Management Analysis of Leading and Implementing Strategic Change at Octopus Energy

[bookmark: _Toc216899633]Introduction to Octopus Energy
Octopus Energy is a UK-based renewable energy supplier founded in 2015. The company has grown rapidly and now serves millions of customers across the UK, Germany, Spain, and other regions. Its business model focuses on using technology, especially data analytics and artificial intelligence, to lower operating costs and offer flexible tariffs using renewable energy sources. The company is also known for its strong customer service, transparent communication, and commitment to environmental sustainability.
Octopus Energy operates the “Kraken” technology platform, which helps manage energy supply, customer accounts, billing, and demand forecasting. This platform has become a competitive advantage and is now licensed to other energy suppliers internationally. The company’s vision is to help create a greener, cheaper, and more efficient energy future by using innovation and customer-centric strategies.
As the newly appointed Change Manager, this report will explore the internal and external challenges Octopus Energy faces, especially due to digital disruption, economic uncertainty, changes in customer expectations, shifts in energy regulations, and competitive pressures in the renewable energy market. The report will develop a strategic change management plan grounded in recognised academic frameworks.
[bookmark: _Toc216899634]Recent History and Environmental Changes Affecting Octopus Energy
[bookmark: _Toc216899635]External Environmental Change using the PESTLE analysis
The PESTLE model helps analyse the political, economic, social, technological, legal, and environmental factors shaping Octopus Energy’s operations (Johnson et al., 2017).
Political Factors
Energy policy in the UK and Europe has shifted strongly towards renewable sources. Government incentives for green energy, such as subsidies for solar power, have created opportunities. However, political instability such as Brexit has affected labour markets, supply chains, and investment uncertainty (Helm, 2017).
Economic Factors
The energy crisis of 2021–2023 caused sharp increases in wholesale energy prices across Europe. Many energy companies collapsed due to rising costs, but Octopus Energy expanded by taking over struggling suppliers and maintaining strong financial resilience due to its technology platform. However, customers' rising cost-of-living concerns created pressure to keep tariffs affordable while still investing in renewable energy infrastructure.
Social Factors
Customers increasingly prefer environmentally responsible companies. Younger generations especially demand cleaner and more transparent energy providers (Davis & Stephenson, 2018). This trend benefits Octopus Energy, but also increases expectations for trustworthy communication, flexible tariffs, and technological convenience.
Technological Factors
Digital disruption is one of the most significant forces affecting the energy industry. Artificial intelligence, smart meters, predictive demand systems, and automated billing have transformed customer expectations. Octopus Energy’s Kraken platform gives it an advantage, but AI also creates new challenges, including data security, system reliability, and staff training needs.
Legal Factors
Energy companies must follow strict regulations regarding pricing, consumer protection, emissions, and renewable energy standards. The UK energy regulator Ofgem sets rules for tariff caps and market conduct. Failing to comply could damage the company’s reputation and lead to penalties.
Environmental Factors
The global shift towards sustainability provides opportunities, but climate change also presents risks: extreme weather can disrupt supply, increase peak demand, and require expensive infrastructure upgrades.
[bookmark: _Toc216899636]Microenvironment using Porter’s Five Forces
Porter’s Five Forces helps assess industry competition (Porter, 2008), and is used in this report to analyse the microenvironment because it is an effective tool for understanding the competitive pressures that directly influence organisational change and strategic decision-making. By examining industry rivalry, customer and supplier power, the threat of substitutes, and barriers to entry, the model helps identify where competitive pressure is strongest and where change is most urgently required. In the context of Octopus Energy, this analysis supports informed decisions about the direction, scale, and focus of change by highlighting the need to strengthen digital capability, improve customer retention, and enhance operational efficiency. As a result, Porter’s Five Forces is particularly useful within change management because it links external competitive conditions to internal capability development and long-term strategic direction.
1. Rivalry among existing competitors – High
Many renewable suppliers compete on price, customer service, and digital innovation. Rivals such as British Gas and EDF have large resources. Competition increases pressure on margins.
2. Threat of new entrants – Moderate
Barriers to entry are lower due to technological solutions, but high capital requirements and regulation still limit new competitors.
3. Bargaining power of suppliers – Moderate to High
Wholesale energy prices fluctuate and suppliers of renewable energy infrastructure (solar, wind, smart meters) hold some power.
4. Bargaining power of customers – High
Customers can easily switch providers, and comparison websites encourage price-driven decisions. Octopus must therefore maintain strong customer satisfaction.
5. Threat of substitutes – Moderate
Home solar panels, battery storage, and off-grid solutions may reduce demand for traditional energy supply.
Overall, the external environment is highly dynamic. This uncertainty requires strong organisational capability and adaptability.
[bookmark: _Toc216899637]Internal Environment using SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	· Strong technology platform (Kraken) that reduces costs and improves efficiency

· Excellent customer service reputation

· Flexible leadership style and innovative culture

· Strong sustainability brand
	· Rapid expansion may create operational pressures

· Heavy dependence on technology increases cyber risk

· Training needs due to new systems and digital processes
	· Expansion into international markets

· Growing demand for renewable energy

· Use of AI to enhance forecasting and customer personalisation

· Partnerships with electric vehicle companies
	· Rising energy prices and global economic instability

· Increasing competition

· Changing government regulations

· Cybersecurity risks



[bookmark: _Toc216899638]The Impact of Digital Disruption, Online Technology and AI
(Located in Appendix A)
[bookmark: _Toc216899639]Evaluation of Change Management Models and Strategic Change at Octopus Energy
This section helps identify how Octopus Energy manages change by applying established academic models. The aim is to show how structured change processes can help the organisation respond to external pressures such as digital disruption, regulatory changes, competitive threats, and evolving customer expectations.
[bookmark: _Toc216899640]Lewin’s Three-Step Model and Its Relevance to Octopus Energy
Lewin’s (1951) model suggests that organisational change takes place in three stages: unfreezing, changing, and refreezing.
Unfreezing
Unfreezing involves preparing employees for change by communicating why the change is necessary. For Octopus Energy, unfreezing occurs when leaders highlight external pressures such as rising customer expectations for digital services, the need to expand the Kraken platform, or challenges due to swings in energy prices. Employees need to understand the urgency and risks of not adapting. This is particularly important in a company that values innovation but is expanding rapidly, which can lead to pockets of resistance or anxiety.
Changing
The changing stage involves implementing new processes and behaviours. For Octopus Energy, this includes upgrading AI systems, restructuring teams during international expansion, integrating new suppliers into Kraken, and developing new tariff models. Staff training and cross-functional collaboration are essential. Lewin argues that change must be supported by new skills, information, and systems to be successful (Lewin, 1951).
Refreezing
Refreezing stabilises the new behaviours so they become part of the company’s culture. For Octopus Energy, this means embedding digital capabilities, reinforcing new customer service standards, documenting processes, and revising staff performance systems. The risk with high-growth companies is that they continuously change without refreezing, causing instability. Therefore, Octopus Energy must formalise learning and develop strong internal communication strategies.
Critical Reflection
Lewin’s model is simple and provides a clear structure. However, some critics argue that modern organisations operate in constantly changing environments, so refreezing may not fully reflect reality (Burnes, 2017). For Octopus Energy, continuous innovation is necessary, meaning the company must balance stability with agility. Nonetheless, Lewin helps demonstrate the psychological process employees undergo, which is vital when implementing digital changes.
[bookmark: _Toc216899641]Kotter’s Eight-Step Change Model Applied to Octopus Energy
Kotter’s (1996) framework expands on Lewin by emphasising leadership and communication.
1. Create a sense of urgency
Octopus Energy often highlights climate change, rising energy prices, and outdated industry practices to motivate staff. This supports proactive innovation.
2. Build a guiding coalition
Leaders, engineers, customer service managers, and technology teams collaborate on major initiatives, such as launching Kraken internationally. A multi-disciplinary team strengthens decision-making.
3. Develop a vision for change
The company communicates its long-term vision clearly: “driving the global green energy revolution.” This aligns employees behind a common purpose.
4. Communicate the vision
Octopus Energy uses internal newsletters, Slack channels, online town halls, and training sessions to communicate changes effectively. According to Kotter, communication must be consistent and transparent.
5. Empower employees
Staff are encouraged to make decisions, suggest improvements, and challenge outdated processes. This supports innovation and increases ownership of change.
6. Generate short-term wins
Launching new tariffs, improving customer satisfaction scores, and expanding Kraken partnerships provide early evidence that change is working.
7. Consolidate improvements
Successes are used to support further expansion and investment in technology.
8. Anchor change in the culture
Sustainability, innovation, and customer-centred thinking are core values embedded into recruitment, training, and leadership behaviour.
Kotter’s model fits Octopus Energy well because it emphasises transformational leadership, empowerment, communication, and long-term cultural alignment all of which are visible in the organisation. However, critics argue that Kotter’s model may be too linear (Todnem, 2005). In rapidly changing markets, change often occurs in overlapping cycles.
Planned approaches (e.g., Lewin, Kotter)
These assume change can be organised step-by-step. Octopus Energy sometimes uses planned methods when implementing large system upgrades or entering new markets. For example, integrating a newly acquired energy company into Kraken requires detailed planning, training, and clear milestones.
Emergent approaches (Mintzberg, 1994)
Emergent change arises from ongoing interactions, feedback, and unpredictable events. Octopus Energy operates in a volatile environment where energy prices, government regulations, and customer expectations shift quickly. Therefore, emergent change is necessary. Teams work flexibly and adapt solutions continuously, often using agile project methods.
Participative approach (Mumford, 2006)
Octopus is known for involving staff in problem-solving. For example, employees are encouraged to propose improvements through internal innovation channels. Participation increases commitment and reduces resistance.
Political approach (Pettigrew, 1985)
Change often involves negotiations between different stakeholder groups. For example, implementing sustainable energy tariffs may require negotiation between investors, staff, customers, and regulators. Recognising the political nature of change helps managers anticipate resistance.
Octopus Energy benefits from a hybrid approach combining planned and emergent methods. Planned stages are useful for technology rollouts, while emergent flexibility supports innovation. Political awareness is vital in a regulated sector, and participation supports strong internal culture.
[bookmark: _Toc216899642]Pettigrew’s Context, Content and Process Model
Pettigrew (1987) argues that successful change depends on understanding:
· Context (internal and external environment)
· Content (what the change includes)
· Process (how the change is implemented)
Application to Octopus Energy
	Element
	Relevance to Octopus Energy

	Context
	Highly competitive market, technology-driven disruption, sustainability expectations, regulatory oversight

	Content
	AI adoption, customer service transformation, new tariffs, international expansion

	Process
	By using agile teams, strong communication, stakeholder alignment, iterative improvements



This model highlights that Octopus Energy must continually analyse the environment, design appropriate solutions, and implement change with strong leadership.
[bookmark: _Toc216899643]Change Management Challenges at Octopus Energy
Despite its success, the organisation faces several challenges:
Digital Overload
Rapid technological development can overwhelm staff. Training is necessary for employees to use new systems confidently.
Resistance to Change
As highlighted in Week 6 material, resistance often arises due to fear, loss of control, or perceived threats (Henderson & Tushman, 2015). In a fast-growing company, new staff may struggle to adapt to constant innovation.
Communication Gaps
As the organisation grows internationally, communication must be consistent across different cultures and locations.
Maintaining Culture During Expansion
Week 8’s culture theory suggests that rapid growth may dilute shared values. Leaders must preserve the organisation’s innovative spirit while adding structure.
Balancing Innovation and Stability
As Lewin’s critics highlight, continuous change can destabilise employees. Octopus must avoid change fatigue.
[bookmark: _Toc216899644]Leadership, Change Management, and Organisational Culture at Octopus Energy
Leadership and organisational culture play a central role in shaping how Octopus Energy manages change. Because the renewable energy industry is heavily influenced by digital transformation, regulatory shifts, and evolving customer expectations, leaders must guide employees through uncertainty while maintaining clarity, motivation, and stability. At the same time, organisational culture determines how employees interpret change and how willing they are to adopt new behaviours. This section examines leadership styles, relevant theories, leadership skills, and cultural influences within Octopus Energy.
[bookmark: _Toc216899645]The Role of Leadership in Organisational Change
Leadership is one of the strongest determinants of whether change succeeds or fails. Yukl (2010) describes leadership as a process of influencing others to achieve shared objectives, a definition that demonstrates why leadership becomes especially important during periods of uncertainty. When organisations undergo major changes such as adopting new AI tools, expanding internationally, or restructuring departments employees often feel unsure about what the future will look like. Leaders must therefore explain why change is happening, provide reassurance, and help employees understand how their work contributes to the broader organisational vision.
At Octopus Energy, leaders emphasise transparency, openness, and continual communication. These behaviours reduce anxiety by giving employees a clear picture of why digital upgrades, tariff adjustments, or structural changes are necessary. When employees understand the reasons behind change, they are more willing to participate, cooperate, and adapt.
[bookmark: _Toc216899646]Leadership Styles at Octopus Energy
Transformational leadership is highly visible at Octopus Energy. Transformational leaders motivate followers by communicating a compelling vision, encouraging new ideas, and strengthening commitment to shared values (Bass & Riggio, 2006). Octopus Energy’s leadership regularly promotes the message that the company exists to drive a greener and fairer energy industry. This purpose-driven approach inspires employees and makes them more enthusiastic about adopting new technologies and supporting strategic transformation.
Transformational leadership also involves empowering staff, giving them freedom to innovate, and encouraging collaboration across teams. Octopus Energy supports this through flexible working practices, open communication channels, and opportunities for staff to shape solutions. This environment helps reduce resistance and encourages creativity.
However, transformational leadership alone is not always sufficient. There are moments when Octopus Energy must adopt a more transactional style, particularly when dealing with regulated processes that require precision, such as billing accuracy or compliance standards. Transactional behaviours such as setting targets, monitoring performance, and providing structure help ensure operational reliability. This blend of leadership styles enables the organisation to remain both innovative and stable.
[bookmark: _Toc216899647]Leadership Theories Relevant to Octopus Energy
(Appendix B)
[bookmark: _Toc216899648]Leadership Skills Needed for Managing Change
Katz’s (1955) three-skill model highlights the range of skills leaders need to manage change effectively. These skills are particularly important at Octopus Energy due to the highly technical and dynamic nature of the energy sector.
Katz’s Three Leadership Skill Areas:
	Skill Type
	Application at Octopus Energy

	Technical Skills
	Understanding the Kraken platform, AI tools, data analytics, renewable energy systems, and regulatory frameworks. Leaders require enough technical knowledge to make informed decisions and support technological change.

	Human Skills
	Communicating clearly, listening actively, motivating teams, resolving conflict, and building trust during uncertain periods. These interpersonal skills help reduce resistance and support collaboration.

	Conceptual Skills
	Interpreting environmental trends, making strategic judgements, understanding industry interdependencies, and creating long-term plans. Conceptual skills help leaders align change initiatives with the organisation’s overall mission and strategy.



Mumford’s skills model builds on Katz by incorporating personal characteristics, career experiences, and environmental influences. At Octopus Energy, leaders who have worked across multiple roles tend to develop stronger situational awareness and problem-solving abilities. The unpredictable nature of the energy market also requires leaders to be resilient, adaptable, and creative.
[bookmark: _Toc216899649]Organisational Culture and How It Shapes Change
Organisational culture significantly affects employee attitudes and behaviours during change. Schein (2010) defines culture as the shared values and assumptions that guide organisational behaviour. Octopus Energy has a culture grounded in sustainability, transparency, innovation, and customer care. This culture supports ongoing change because employees are used to experimenting with new ideas and technologies.
Octopus Energy exhibits characteristics of both a task culture and a person culture. The organisation values teamwork and problem-solving, which are features of a task culture, while also valuing individual autonomy and personal contribution, which reflect a person culture. Together, these cultural traits encourage employees to take ownership of their work and explore creative solutions, making it easier to adopt new systems or processes.
Despite these strengths, culture also presents challenges. Rapid growth can weaken cultural cohesion, especially as new employees join from diverse backgrounds. The informality of communication in a high-autonomy culture may create inconsistencies across teams or international branches. Furthermore, continuous innovation can cause change fatigue, where employees feel overwhelmed by the pace of transformation. These challenges require careful leadership attention to preserve cultural strengths while adding appropriate structure.
[bookmark: _Toc216899650]Managing Resistance to Change
Resistance to change is normal and often stems from concerns about job security, loss of control, or perceived threats to competence (Henderson & Tushman, 2015). Octopus Energy experiences resistance when new technologies alter work routines or when organisational structures change. Leaders address resistance by communicating openly about the reasons for change, offering training to build skills, involving employees in planning discussions, and listening to concerns without judgement. These behaviours help build trust and reduce fear, making employees more willing to embrace change.
[bookmark: _Toc216899651]Strategic Change Management Plan for Octopus Energy
This final section presents a full strategic change management plan for Octopus Energy. It brings together the findings from earlier sections, applying appropriate change models, leadership approaches, and environmental analysis to propose a structured change initiative. The plan includes:
· The proposed organisational change
· Clear objectives
· Financial considerations
· Stakeholder and communication strategies
· An implementation plan based on established models
· Risk and resistance management
· An evaluation plan
This section concludes the assignment and is followed by a complete Harvard-style reference list.
[bookmark: _Toc216899652]Proposed Change Initiative
Based on the analysis in previous sections, the most urgent and strategically valuable change for Octopus Energy is the full-scale enhancement and expansion of its AI-driven Kraken platform across all customer service, billing, and forecasting operations, including its international markets. While Kraken is already a core strength, rapid expansion, rising customer expectations, and new regulatory demands mean the platform must be upgraded to remain competitive, scalable, and secure.
At present, several challenges justify this proposed change:
· The international expansion of Octopus Energy requires a unified digital platform that can adapt to different regulatory and market conditions.
· Customer expectations for personalisation, instant communication, and transparency continue to grow.
· Competitors are increasing their investment in automation, which risks eroding Octopus Energy’s competitive advantage.
· The company’s rapid hiring pace means new staff require systems that are easier to use, learn, and integrate into their work.
· Cybersecurity risks are rising across the energy sector, requiring stronger system architecture.
· Enhancing Kraken through AI improvements, system integration, staff capability development, and structural alignment will strengthen Octopus Energy’s resilience and global competitiveness.
[bookmark: _Toc216899653]SMART Strategic Objectives of the Change
The following four strategic objectives have been developed using the SMART framework to ensure the proposed change initiative at Octopus Energy is clearly defined, measurable, achievable, relevant to organisational priorities, and time-bound. These objectives directly align with the organisation’s need to strengthen digital capability, improve customer experience, develop employee skills, and support sustainable growth.
1. Digital Capability and System Performance
To enhance the performance and scalability of the Kraken platform by upgrading its AI and system infrastructure, achieving a minimum 25% improvement in processing efficiency across UK operations within 12 months.
2. Customer Service Improvement
To improve customer experience by increasing AI-led resolution of customer queries and reducing average response times by 30% within 9 months, while maintaining or improving overall customer satisfaction ratings.
3. Organisational Capability and Employee Readiness
To strengthen organisational capability by delivering structured digital and AI training to all relevant employees within 12 months, ensuring staff are confident, competent, and able to support the new system effectively.
4. International Scalability and Strategic Growth
To support sustainable international expansion by successfully deploying the upgraded Kraken platform in at least two additional international markets within 18 months, ensuring operational consistency and regulatory compliance.

(Find Justification in Appendix C)
[bookmark: _Toc216899654]Stakeholder Analysis and Engagement
Using principles from Freeman’s stakeholder theory, the following groups are identified as central to the change:
· Employees (customer service teams, engineers, analysts, managers)
· Customers (UK and international)
· Regulators (e.g., Ofgem, EU regulatory bodies)
· Investors and partners (including organisations licensing Kraken)
· Suppliers (technology providers, cybersecurity firms)
· Stakeholder Expectations and Influence
Employees expect training, clear communication, and support. Customers expect better digital service and transparency. Regulators expect compliance and stability. Investors expect efficiency and scalability. Each group can either support or hinder the change depending on how well the organisation engages them.
[bookmark: _Toc216899655]Communication Plan
Clear, frequent communication is essential for reducing resistance, building trust, and aligning stakeholders with the change vision. A multi-channel communication strategy should be adopted:
	Audience
	Message
	Method
	Timeline

	Internal

	



Staff
	Updates of the change progress
	Email
	Once a week

	
	Wrokshops and training demonstrations
	
Email
	
After change implemented

	
	Interactive Q&A sessions on Slack or Teams
	
Teams
	
Monthly

	
Senior staff/Management
	Visual dashboards showing improvement metrics
	
Group meeting
	
Monthly

	External

	Customer
	Announcements of change
	App and Email
	When needed

	

Consumer/businesses
	Transparent explanations of why changes improve service quality
	
Teams/ in person meeting
	

Every 3 months

	






Public
	Public statements on sustainability and technological development

Advertisements
	(TV,Radio,Billboards) 

	
Monthly

	
	

Updated FAQs and support guides
	


Website and App
	


Monthly



[bookmark: _Toc216899656]Financial Plan
While detailed figures depend on internal budgeting, a general financial framework for the change includes
Investment Costs
· AI system upgrades and technical development
· Licensing or integrating new technological tools
· Staff training and digital capability programmes
· Cybersecurity enhancements
· Hiring specialist engineers or consultants
Expected Return
· Lower long-term operational costs through automation
· Increased customer retention due to better service
· Higher system reliability and lower error-related costs
· Scalable international expansion generating additional revenue
· Improved regulatory compliance reducing risk of fines
The financial justification for the change is strong: while the initial investment is significant, long-term savings and competitive advantages outweigh upfront costs.
[bookmark: _Toc216899657]Implementation Plan (Using Kotter’s Model)
Kotter’s Eight-Step Model provides a structured and widely recognised approach suitable for Octopus Energy’s change initiative.
1. Create a sense of urgency
Leadership will emphasise rising competition, increasing customer expectations, and the risks of outdated systems. Data on energy market trends will strengthen the message.
2. Build a guiding coalition
A cross-functional change team including IT, customer service, HR, data science, and international market leads will coordinate implementation.
3. Form a strategic vision
The vision must be simple: “Kraken 2.0 a smarter, faster, safer platform powering a global green energy future.”
4. Communicate the vision
Leaders will communicate consistently through meetings, interviews, digital updates, and training sessions.
5. Empower employees to act
Barriers such as skill gaps, outdated routines, or unclear processes will be removed. Training and digital support will empower staff.
6. Generate short-term wins
Pilot tests will be run in selected customer service teams, demonstrating time savings and accuracy improvements.
7. Sustain acceleration
Success stories will be shared company-wide. As confidence increases, improvements will be rolled out internationally.
8. Anchor the change in culture
Digital innovation and data-driven decision-making will be reinforced through recruitment, performance evaluation, and team rituals.
[bookmark: _Toc216899658]Managing Resistance
Resistance is expected due to fear of job change, uncertainty, and skill gaps. Strategies include:
· Providing training and coaching
· Listening to employee concerns
· Offering reassurance about job security
· Involving employees early in the process
· Allowing staff to influence system design and testing
Leaders must show empathy, remain visible, and respond honestly, as recommended by Week 6’s discussion on human responses to change.
[bookmark: _Toc216899659]Evaluation Plan
To ensure the change is successful, Octopus Energy should evaluate progress through both qualitative and quantitative measures:
· Key Evaluation Metrics
· Reduction in customer service response time
· Increase in AI automation accuracy
· Employee satisfaction and confidence surveys
· Customer satisfaction ratings (NPS scores)
· Operational cost savings
· System stability and reduced outage incidents
· Compliance rate with regulatory standards
Regular reviews at 3-month, 6-month, and 12-month intervals will help determine whether adjustments are needed. Evaluation should be transparent, with reports shared internally to maintain trust.
[bookmark: _Toc216899660]Recommendations
Based on the analysis in this report, it is recommended that Octopus Energy continues to strengthen its digital capability by investing in the ongoing development of the Kraken platform. Enhancing AI functionality, cybersecurity, and system scalability will support international expansion, improve customer service efficiency, and protect the organisation against increasing competitive and regulatory pressures. Alongside this, clearer and more structured communication should be used during change initiatives to ensure consistency across teams and locations, reduce uncertainty, and maintain employee alignment with strategic objectives.
On top of that, Octopus Energy should further develop leadership and employee capabilities to support implementation of effective change. Expanding leadership development programmes focused on change management and situational leadership will help managers support employees through times of uncertainty. Continuous training in digital skills should also be prioritised to reduce resistance to technological change and improve confidence. One more thing is that formal evaluation mechanisms should be used to measure change outcomes, allowing the organisation to learn from each initiative and strengthen its long-term adaptability.
[bookmark: _Toc216899661]Conclusion
Octopus Energy operates in a rapidly changing environment where technological innovation, regulatory pressures, and shifting customer expectations demand continuous organisational adaptation. This report has shown that while the company already benefits from strong leadership, an innovative culture, and advanced digital systems, further development is necessary to support long-term growth and international expansion.
The proposed enhancement of the Kraken platform is a strategically important change that strengthens operational capability, improves customer service, and increases resilience against market volatility. By adopting a structured approach such as Kotter’s Eight-Step Model, supported by effective communication and stakeholder engagement, Octopus Energy can introduce this transformation in a controlled and transparent manner. Leadership and organisational culture play a crucial role in this process, helping reduce resistance and maintain employee motivation.
Overall, the analysis concludes that Octopus Energy is well positioned to implement the proposed change successfully. With clear objectives, strong leadership, and continuous evaluation, the organisation can reinforce its competitive advantage and continue leading innovation within the renewable energy sector.
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A) The Impact of Digital Disruption, Online Technology and AI
Digital disruption has changed how energy companies manage customers, pricing, demand forecasting and billing. AI improves efficiency, but also requires new staff skills and creates risks if systems fail. Online shopping behaviour has influenced expectations: customers want intuitive apps, instant communication, and transparent pricing. AI has allowed Octopus Energy to personalise tariffs, respond to queries automatically, and predict demand more accurately. However, these changes require strong leadership, training, and organisational readiness. According to McKinsey, companies that fail to develop digital capabilities fall behind in competitive markets (Bughin et al., 2019). Therefore, digital change is a critical strategic priority.
B) Leadership Theories Relevant to Octopus Energy 
The Michigan leadership studies distinguish between employee-centred and job-centred leadership. Octopus Energy demonstrates strong employee-centred tendencies through its focus on well-being, autonomy, and relationship-building. Leaders spend time listening to employees, encouraging participation, and supporting personal growth. This style helps create trust, which is essential for reducing resistance to change. In contrast, job-centred leadership becomes more prominent during urgent or high-pressure situations where meeting deadlines or ensuring stability is critical. The Tannenbaum and Schmidt continuum also helps explain leadership behaviours at Octopus. The organisation generally leans toward the democratic end of the continuum, where leaders consult employees before decisions are finalised and involve teams in problem-solving. This contributes to psychological ownership, meaning employees feel that change is something they contribute to rather than something imposed on them.

Situational leadership offers further insight into leadership flexibility within the organisation. Hersey and Blanchard (2013) argue that effective leaders adapt their style according to employee readiness, competence, and confidence. Octopus Energy follows this principle by shifting between directive, supportive, coaching, and delegating styles depending on the team and task. For example, when new digital tools are introduced, leaders may use a more directive style to guide employees through new processes. Conversely, with highly skilled technical teams, leaders tend to delegate more authority.

C) Smart Objectives Justification
As internal performance data for Octopus Energy is not publicly available, the SMART targets outlined in this report are informed by widely accepted industry norms and academic research on digital transformation, AI implementation, and customer service automation.
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