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[bookmark: _Hlk89454743]“Change. Leadership. Creativity. How much thought have you given to these three words, particularly as they influence success in your life? All three have a great impact on your personal and professional success, so to what degree have you mastered change, leadership, and creativity?” Puccio, G.J., Mance, M. and Murdock, M.C., (2010). Organisations today frequently implement significant changes in attempt to acquire opportunities and tackle issues. Implementing new strategy, refining operational processes, or establishing new technology systems are examples of such changes. Many organisational changes, irrespective of the nature, have an impact on how people go about their everyday tasks. We must manage changes at both the individual and organisational levels at the same time because the success of organisational changes is dependent on individuals engaging, adopting, and using them.
A change leader, according to Karp (1996), is someone who wants the change to happen and can work with the group to make it happen. The change leader's job is to set up a system that makes it simple and effective to make a certain change. During times of change, strong leadership abilities are extremely important. Change increases the amount of uncertainty that employees must cope with at work, as well as the degree of risk involved. Change is difficult for leaders, their teams, and the people they lead. “Leadership is about managing change-whether you’re leading a company or leading a country. Things change, and you get creative”. Lee Iacocca.
Multiple authors define and perceive viewing change in different ways. Change, for example, is defined by Armstrong (2009) as any changes in structure, management, workers, procedures, or other associated activities. As a result, organisational change is defined as the empirical observation of changes in shape, quality, or state through time in an organisational unit (Van de Ven and Poole, 1995). Change management defined by Moran and Brightman (2001) as the ‘process of continually renewing an organisation’s direction, structure, and capabilities to serve the ever-changing needs of external and internal customers. 
HMRC is the UK's customs, tax, and payments authority and is a government organisation. By doing a macro and microenvironment analysis, the writer will examine the present causes for change at HMRC. She will also identify current stakeholders and consider how they may be led effectively through workplace changes. Finally, she will discuss important change theorists and models

[bookmark: _Toc89279573][bookmark: _Toc89456690]2.0 The current forces for change at HMRC 

By analysing the environment, it will be a guide to understand the current state of the industry and help us identify any needs for change. The significance of greater contextual elements to leadership was described by Wren (1995). The nature of the leadership context and how it impacts the leadership process must be understood to be an effective leader. Only then will he or she be able to work more effectively toward the group's goals. First is the macro level which is the long-term forces of history (social, economic, political, and intellectual), the second sphere of the leadership context is shaped by contemporary culture's values and beliefs; and finally, at the most micro level, leadership is shaped by such "immediate" aspects of the context as the nature of the organisation, its purpose, and the nature of the leader and task. ‘’In addition to long-term forces, immediate contexts- organisational, community, political, social change, and global- affect leading changes in significant ways’’. Hickman, R.G, (2010).
The macro-environment refers to the social norms and political economy that exist in a society, as well as the several institutional types - economic, political, and social - that individuals and groups are subject to. (Stewart, F. 2000). Development Studies Working Papers. Dynamic Interactions between the Macro-Environment, Development Thinking and Group Behaviour. 
The term "microenvironment" refers to the environment that is in close touch with a company organisation and can have an immediate impact on business operations. It is connected to a tiny region where the company operates. The firm's microenvironment is made up of all the forces that surround it. These factors are unique to the business in question. They can impact the company's success and day-to-day processes, but only in the short term. Marketing middlemen, suppliers, consumers, rivals, and the company itself are among the factors. (Surbhi, 2020).

[bookmark: _Toc89279574][bookmark: _Toc89456691]2.1 HMRC’s PESTLE Analysis – Macro Environment

‘’PESTLE stands for Political, Economic, Sociological, Technological, Legal and Environmental.’’ ToughNickel, (2020). 
A PESTLE analysis may be a useful tool for determining the environment for change and the areas that should be prioritised for success. PESTLE is most useful in this case when combined with a SWOT analysis to provide information on prospective threats and opportunities related to labour changes, such as skills shortages and present workforce capabilities. (CIPD, 2020). This method is an effective tool for identifying and comprehending risks during the risk assessment process. It is extremely vital when analysing the risks, decline or growth, direction, and position of the organisation. The writer has conducted a PESTLE analysis on her organisation. Please refer to Appendix A. 

[bookmark: _Toc89279575][bookmark: _Toc89456692]2.2 SWOT analysis - Microenvironment

Please refer to Appendix B to see the writer’s SWOT analysis. Some employees may be reluctant to change, as leaders working to make our organisations more effective in the event of major environmental issues, we are often surprised by the extent to which individuals and groups within the organisation will continue to be disruptive and behave in ineffective ways, often jeopardising the organisations survival. (Schein, 2010).
The following are some of the characteristics of this fragmented and complicated environment for public organisations: Public sector organisations operate in a complex external and internal environment, and key assumptions are subject to change as society evolves. Governments, ministers, the media, and people all have numerous accountability responsibilities, and public services must balance the continuing power play and influence of all of them. The public sector is valued not for its ability to make money, but for its ability to build sociality for its residents. The task of valuing the amount of social value generated in the public sector is more complicated and ambiguous than valuing an organisation's profit-making capacity. Organisations in the public sector are diverse in terms of people, structure, activities, procedures, and culture, and it is impossible for a management team or a single leader to grasp cause-and-effect loops and systemic connections. (Karp & Helgo, 2008).

[bookmark: _Toc89279576][bookmark: _Toc89456693]2.3 Stakeholder analysis 

Any organisation or individual that can affect or is affected by HMRC's objectives is considered a stakeholder. Our stakeholders span from huge multinational corporations to trade associations and small non-profit organisations. According to Freeman's (1984, p. 46) conventional stakeholder definition, a change project stakeholder is "any organisation or individual who may impact or is affected by the implementation of the change project." 
Stakeholders wield power and influence on our work, whether through their position of authority or their ability to persuade others to support or oppose a project. We can increase the likelihood that stakeholders will talk favourably about our work by creating and strengthening our relationships with them. Stakeholder engagement refers to how we collaborate with our stakeholders. If change is to be sustainable, stakeholder interests must be sufficient during the change process (Gibbons, 1998). 
The External Affairs team collaborates with HMRC business divisions to identify stakeholders, determine which ones are the most significant, and design our engagement strategy accordingly. We use a stakeholder mapping grid to accomplish this. The two axes on the grid show a stakeholder's influence and interest in HMRC, with a scale ranging from low to high. Stakeholders that score high on both power and interest make up a tiny (but powerful) set of external stakeholders with whom we must interact to get them closer to a 'partner' relationship. According to Jones (2008), an organisation’s strategy will be effectively applied if all stakeholders of the organisation are brought on board to support the strategy execution process. 
We have a huge number of critical stakeholders because we are one of the largest government ministries. These include bodies that have an interest in the UK tax system, that represent tax agents, such as the Institute of Chartered Accountants in England and Wales and the Association of Tax Technicians, bodies that represent the Voluntary and Charitable Sector such as Gingerbread and Citizens Advice. This also includes officials from various government departments such as members from the parliament, politicians from the welsh assembly Scottish Parliament and Northern Ireland Assembly and many others. 
How we interact with external parties HMRC works with its stakeholders in a variety of ways, both at the corporate level and within the business. They are as follows: 
· Face-to-face meetings: to address critical aspects of our work and how we might collaborate to achieve our goals and, if appropriate, the goals of stakeholders. These gatherings occur at all levels of HMRC. 
· Stakeholder forums: HMRC hosts forums where groups of stakeholders with similar agendas can discuss critical aspects of our work and offer suggestions for how it might be improved for the benefit of our customers. 
· Publications: we distribute vital information about our activities to stakeholders on a regular basis, usually via email, to keep them informed. These include Budget and tax gap announcements and are targeted at specific stakeholder groups such as the department's top 100 stakeholders. 
· Conferences and events: We occasionally attend conferences hosted by our stakeholders to speak on specific topics of interest to their members, or we host our own events.
To ensure that all components of HMRC deal with stakeholders consistently, good stakeholder engagement necessitates coordination. Acumen is a stakeholder management technology that encourages knowledge sharing among HMRC teams to promote stakeholder engagement. It aids teams in gathering, analysing, and sharing stakeholder data, as well as sending templated communications to them.

Key stakeholders

The writer has developed table 1.0, which illustrates the important stakeholders, as well as who is internal and who is external.
	Internal Stakeholders
	External Stakeholders

	Employees
Manager
Seniors
Departments 

	Suppliers
Government
Customers
Community/public
Media


(Table 1.0)

The power/interest matrix (Mendelow’s Matrix, 1991).

	Keep Satisfied

Customers
Government 
Public
Senior executives

	Manage Closely

Employees
Customers


	Monitor Minimum Effort

Suppliers
The community
Departments
	Keep Informed

Seniors
Employees
Customers
Public
Media








POWER
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In 1947, Lewin was the first to describe change as a process. He categorised the change into three stages: (1) unfreezing—it is about reaching to a stage when you recognise that change was needed and that you are willing to leave your current comfortability for the purpose of future rewards; (2) moving—At this point, individuals must proceed to accept a new altered setting. Individuals are most afraid of this stage of the change process because they must leave their existing comfort level; and (3) refreezing—At long last, change has become the new reality in an organisation, and it is now a part of a regular process. 
Organisational change, according to Kurt Lewin, who first introduced his work in 1947, requires motivation and must follow the stages of unfreezing, moving, and refreezing to be successful. Concentrating on supportive communication of change concepts, highlighting the need for organisational transformation rather than merely on the individual, serves as an effective way to start the change process. (Schein EH, 1996).  Kurt Lewin is widely regarded as the "founding father" of change management, with his "unfreeze–change–refreeze" and is recognised as the ‘basic’ or ‘fundamental’ approach or ‘paradigm’ for managing change. (Robbins, 2001).
Incremental Change 
Things that we already do and want to do more of – a small increase in what we already do – are incremental changes. People make incremental changes all the time such as studying more, exercising more, or losing a few more pounds. These changes require us to push ourselves and improve what we are already doing and does not require a significant change. 
Transformational Change
Significant changes – a larger change – is transformational change. These are the things we can’t achieve by just doing what we already are doing. These adjustments entail a shift in our perspective on the situation, as well as, in some cases, our identity. These goals compel us to change ourselves. For example, running a marathon, enrolling into night classes, or losing more than 100 pounds are all transformational goals. (Corbin, 2020).
Change is important in businesses for multiple reasons, it looks at the people side of things as well as other factors. 
Civil Service People Survey 
The annual Civil Service People Survey investigates civil employees' views about, and experiences with, working in government departments. The survey is completely anonymous. It takes around 30 minutes to complete, and all employees are given the time to do so. Every year, it is distributed. Managers are urging employees to complete these forms. ‘’Empowerment has huge benefits for the employee, your team and the company bottom line’’. Leonard, K. (2020). 
Customer Services Firelighters
Customer Services Firelighters are a group of devoted experts from all levels of customer service that work for HMRC. Their goal is to become the top customer service organisation in the UK. Their job is to go out and talk to colleagues in various customer service departments, allowing them to weigh in on what needs to change to accomplish our objectives. By challenging the status quo and supporting innovation and continuous improvement, Firelighters cooperate with colleagues across the customer services business to make things happen on the ground. They seek out and share the ideas and suggestions of their peers, communicating them to leaders and working together to break down barriers, discussing experiences, and help lead change. HMRC employees have a say in how they conduct themselves, thanks to firelighters, who provide: To repeat input on CS-wide subjects, Firelighter dial-ins and its Google community are used. When possible, attending workshops, leadership exercises, and focus groups. As a result, you must consider the needs of others as much as possible. At times, it may be hard to salvage a company without offending or alienating specific employee groups. (Ingram, D. 2021).
Employee Assistance - The Employee Assistance Program (EAP) can assist you by discussing the consequences of change and assisting you in identifying coping techniques. Managers can speak with the EAP about the change's execution to better understand the impact on colleagues and develop best practises. Managing Change, Mindfulness, Resilience, Mental Wellbeing, and Stress are among the topics covered in information and courses. Glew, Leary-Kelly, Griffin, and Van Fleet (1995) describe employee participation as "employee involvement strives to improve members' input into choices that influence organisational performance and employee well-being." This may be broken down into four factors that enhance worker or employee participation (power, information, knowledge and skill, and rewards).
People impact assessment -This is a set of management tools that assist managers comprehend the possible effects of change, as well as the risks and mitigation strategies that come with it. People Impact Assessment is a tool for managers to assess the impact of their employees
Change in the process Encourage and Prevent Physical Activity What exactly is this? If HMRC's processes don't support our compliance plan or aren't as effective as they could be, the process itself needs to be altered to make it more appropriate or efficient. 

[bookmark: _Toc89456696]3.1 The Leader’s role to implement change 

Leaders are recognised as "Champions of Change" because it is the senior executives of any organisation that keeps the change process rolling while sustaining the organisation's operational efficiency (Nadler & Nadler, 1998). A leader must be able to set the tone, instil a feeling of common purpose, and steer behaviour. (Morris, 2013). If the manager manages to convince the group to act on her view, the solution succeeds, and the team has a shared perception of success, the perception of "advertising is good" eventually transforms: first into shared value or belief, then into a shared assumption. (Schein, 2010). 
Lowder (2009) addresses the Leadership Model for Change Management and finds that transformational leadership is interested with organisational growth, whereas servant leadership is concerned with improving performance. Transformational Leadership is the greatest approach for generating excellent followership and dealing with change management in today's dynamic corporate environment. "Leadership" is a significant aspect for every organisation's effective transition - leaders are role models in any community. Theorists have identified many leadership styles, each of which has its unique influence on change management. (Ajmal, Farooq, Sajid & Awan).
After HMRC inform the employees of the changes that are going to be made, we hold live stream sessions for colleagues to come and ask questions about what the changes mean for them. We advise employees to speak to their manager in the first instance and arrange to be at the session. Transformational leadership, according to Bass and Avolio, involves boosting employees' concern and strengthening their level of perception, as well as their acceptance of the group's vision and goals. By raising or transforming awareness of issues, transformational leaders encourage new understandings. As a result, they inspire and motivate people to go above and beyond to attain common goals.

[bookmark: _Toc89279585][bookmark: _Toc89456697]3.2 Change Models

The McKinsey 7-S Model
The model was created by McKinsey and Company consultants and breaks down the change program into seven factors:
1. Change strategy 
2. Companies structure
3. Systems and processes in the company 
4. Company principles and values that are shared
5. Methods and style of work
6. The staff involved
7. Abilities of your employees 
If you break down organisational transformation into five core components so that you ensure haven’t missed any important factors. ‘’The strengths of McKinsey’s 7S model are its ability to describe the seven variables, to recognize the significance of the interrelationships that exists among all the seven variables, and its generic form makes it applicable to either manufacturing or service firms.’’. Njeru, W. G., Awino, Z. B., & Adwet, K. (2017).
The McKinsey’s 7S model has been embraced by multiple academic writers in strategic management and is viewed as a fundamental technique of visualising important factors by managers when implementing a strategy through their business. (DeKluyver, 2000; Pearce & Robinson, 1997; Wheelen & Hunger, 1995).
Kotter’s change management theory 
John Kotter who is a Harvard professor and change management specialist developed a theory which looks at the change process and centres on people involved and the psychology around them.
1. Inspire and motivate others by creating a sense of urgency. 
2. Create and assemble your change team including change agents and leaders that hold variety of skills and come from various backgrounds
3. Define what you want to achieve and your strategic vision
4. Ensure people know their roles and responsibilities and make sure they are on board with the change management process by communicating efficiently
5. Recognise any obstacles and address any problems that arise
6. Break down your change management strategy by making short term goals and narrow them into achievable steps
7. Maintain momentum throughout the process
8. Keep up the changes after the project is completed 
When going through the change process, Kotter (2012) emphasises the importance of following all the steps in order. He claims that skipping any steps will result in an unstable foundation and create problems. To back up Kotter’s motivational theory, Schermerhorn, John R (2011) states that when it comes to promoting organisational change, motivation plays a vital role. Kotter's model addresses organisational, individual, and even environmental barriers to change through an eight-step process (generating urgency, building a leading team, articulating a vision, communicating for buy-in, enabling action, achieving short-term wins, reinforcing, and making it stick). (Auguste, J. 2013).
According to Auguste (2013), Kotter’s 8 Step Process for Leading Change is an effective tool for bringing about transformative change. He noticed that the model emphasises the need of a step-by-step approach to implementing organisational transformational change, along with considering individual differences in people’s needs, aspirations and perceptions, which all play a vital role in individual participation in the change process. If we do not address potential barriers or consider individual motivational variables, Kotter (2007) says, we may fail to successfully implement organisational transformation. Failure to change can also happen if we don't create a sense of urgency or fail to integrate the change into the culture of the organisation.
Please see Appendix D for a demonstration of the writer's action plan and change process using Kotter's model. 
Based on the evidence of the models it suggests that change is required in organisations so that it can give a direction or make things different. It helps organisations modify themselves to become stronger and can transform them completely. You can make small and big adjustments such as transformational and incremental changes. 

[bookmark: _Toc89279578][bookmark: _Toc89456698]3.3 Organisation culture

“Culture is both a “a here and now” dynamic phenomenon and a coercive background structure that influences us in multiple ways”. Schein, E. (2010). Culture is crucial because it enables employees to develop a better understanding of their company, share their opinions, and develop relationships and a sense of shared purpose. It's also essential to evaluate that culture on a regular basis because the organisation's values and goals will impact the quality of its customer service as well as employee engagement and retention. (Young, J. 2020). 
Change is viewed differently by leaders and employees. Top-level public-sector leaders view change as a chance to develop and revitalise their organisations. Change is also seen as a chance for them to take on new professional challenges and risks, as well as progress their careers. Change is neither desired nor embraced by many employees (even middle managers). It's inconvenient and throws the organisation's structure off. (Karp & Helgo, 2008). 
Culture can be defined in a variety of ways, but in simple terms, it refers to "the way things are done around here" or "the way we think about these things around here." It's not really something you could see and write down, and it's also not something you can change in an instant. People feel the need to change only when the pressures are so powerful that they have no other option than to change (Diefenbach, 2007). The way the organisation and its members work are influenced by its culture, it is critical that the organisation has the correct culture in place to support the achievement of its business goals and to perform at its best. Each organisation's culture will be distinct, and while there is no such thing as a "good" or "wrong" culture, an appropriate culture will assist an organisation in achieving its business plan and maximizing its performance. 
Schein created a model that consists of three aspects to describe how organisational culture is generated. These aspects work together to affect and shape the culture of the company.
· Artifacts- Language used, working atmosphere, attire, purpose statements, visible and audible behaviour patterns are all visible and tangible characteristics of an organisation.
· Values - Unwritten rules of conduct - passed down through the generations; how managers treat their employees, work ethic, formality, and approachability.
· Assumptions - The least obvious aspect of civilization, yet possibly the most powerful. In an organisation, there are assumptions that are taken for granted — the level of risk that is allowed and working habits.
What work has been done in HMRC so far? HMRC is aiming to ensure that our future culture and ways of working match our business objectives and assist us fulfil the demands of the Civil Service Reform agenda while also improving our overall performance. Initial investigation into our current culture and working methods has revealed a need to be more open and honest, to empower our people, to enable constructive challenge, to create trust, and to foster greater collaboration and inclusiveness. Although work is still being done to define exactly what the future culture will be like, it will already coincide with the behaviours defined in the Civil Service competency framework.


[bookmark: _Toc89279583][bookmark: _Toc89456699]3.4 Barriers to change 

With his comment. Mark Twain articulated this “I’m all for development, you know. It is change that I despise”.
Hrebinia (2005) recognised six key barriers to successful strategy implementation such as managers have the skills to construct strategy but not implement it; senior management concentrates on strategy planning while assigning tasks of implementation to operational level employees; the challenge of communicating the strategy to different levels; there are two separate processes for strategic planning and implementing; and speeding up the implementing process. 
Kotter, J.P. (2012) spoke about the eight common errors in organisational change and their consequences. He mentioned the common errors are
· Allowing excessive laziness 
· Failure to create a strong enough steering coalition 
· The significance of vision should not be underestimated
· By a factor of ten, the vision is not being communicated (or even by 100 or even 1,000)
· Failing to create short term-wins
· Prematurely declaring victory
· Ignoring the signific of firmly anchoring changes in corporate culture.
The consequences are:
· New strategies aren’t well executed
· Acquisitions do not produce the anticipated synergies
· Costs cannot be controlled via downsizing 
· Quality programmes do not produce the expected results
· Reengineering takes fat too long and is expensive.
He goes on to suggest that these mistakes can be avoided or at least minimised with awareness and skill. They aim is to understand why organisations resist essential change, what the multistage process is for overcoming destructive inertia, and, most importantly, how the leadership that is needed to lead the process in a socially healthy manner is more than just good management. 
Most individuals, according to Diefenbach (2007), do not openly oppose change, but have managed to cope with it on an operational and tactical level. They create methods to get around it in their daily lives. Individual fear of the uncertainty and resistance to change are well-known as key obstacles to change implementation (Ellis, 1998). According to Edgar Schein, Culture is the hardest aspect of an organisation to change and that it can survive services, founders, products, and leaders. 

[bookmark: _Toc89279580][bookmark: _Toc89456700]5.0 Recent changes at HMRC

Personal tax account - Customers can utilise the Personal Tax Account (PTA) service to file tax returns, submit claims, claim refunds, and register as self-employed or a limited corporation. HMRC personnel have saved a significant amount of time because to this unique solution. There is less squandering of people and resources, and costs are reduced because fewer people are required. The PTA can be accessed from the convenience of the customer's own home.
Webchat – Due to the high demand in calls and post, HMRC created a webchat facility on the government website where users can ask questions. It is both free and straightforward to use. This reduces the stress of the staff who are still on the phone and prompts a shift change to break things down, while still meeting customer needs. It also makes it easier for customers who are unable to get through to the phone lines. 
Managing change - Changes at home or at work can have an emotional, mental, and physical impact. HMRC will continue to support you as you adjust to change, such as the effects of the pandemic on our work and personal lives, the introduction of the PACR offer, and the Locations Programme. To minimise the impact change can have on your wellbeing, all co-workers have access to information, support, and learning
Support with location changes 
We're downsizing our present office network to 13 regional centres and five specialist sites as part of our transition, which entails change and uncertainty for many people. As you transition to a new location, your managers and HR colleagues will be there to support you at each stage, and these sites allow quick access to all the most up-to-date information and supplementary resources. 
Surface pros - HMRC provided each of its staff a Surface Pro in 2018, which was a wonderful idea. Because this was before the Covid-19 outbreak, HMRC was not badly affected, and employees were able to work from home while remaining safe. It also allows employees more freedom and reduces the number of sick days they take at work. For example, an employee may have a foot issue that prevents them from coming to work and forces them to call in sick, but they can work from home using the Surface Pro. This kept also reduced the risk of spreading the disease and HMRC Wass till able to deliver good customer service.
Support through challenging times
We're all working extremely hard at HMRC, with many of us going above and above to address any issues that may arise, such as continuing to support businesses and individuals through the Coronavirus Schemes and ensuring that services are available to customers. With COVID-19 affecting everyone, it's possible that it's affected the way you work and live. More information about the resources and support accessible to all colleagues, including workshops from the Employee Assistance Program and a variety of learning and development tools, can be found on the support through hard times webpage. Our COVID-19 SharePoint site has the most up-to-date information and assistance and where you can access the support. 
It is critical to involve your team for change to be successful. Sharing the reasons for change, being honest about potential benefits and drawbacks, and integrating team members as fully as possible will all aid in overcoming obstacles and moving forward with change efficiently. 


[bookmark: _Toc89456701]5.1 Action Plan to improve

Some colleagues requested an updated Family Tree during our recent Adviser Forums to reflect recent leadership changes within our business unit. As a result, the writer has published the current Bute Family Tree, and she will make sure to update it on a regular basis to account for any future changes. She also asked that each Business Manager provide a team-level Family Tree with their respective spans, as well as contact information if your Team Leader is absent. 
Why it's critical to look for ways to improve your process.
This is where creativity comes in. You must guarantee that your procedure is effective, efficient, simple to use, and well-controlled in your function. No process will remain unchanged, and the need for change, which can range from little tweaks to large transformations, can emerge from a variety of places: 
· Stakeholder feedback on process concerns 
· Regular performance monitoring detecting problems with the way the process is running 
· Assurance activity recognising a weak control. 
External circumstances that may force you to adjust your process, such as a significant Transformation Programme requirement or a modest change to a related process. ‘’Major change is said to be impossible unless the head of the organisation is an active supporter’’. Kotter, J.P. (2012). 
Reviewing and changing process 
Our ultimate completion percentage for the People Survey was 66%. (1,896 surveys completed). Some highlights include the fact that 90% of us believe that the individuals in our teams can be relied on when things go tough, and 81% believe that we are trusted to do our tasks effectively. This represents a positive team atmosphere in which we would all like to work.
Our total engagement level was 49%. This looks to be a 3% decrease from the previous year, and it is crucial to note that the terrain of the region has altered dramatically, making comparisons difficult. We will collaborate closely with the Engagement group, which includes representatives from all locations, and will provide monthly updates on the activities we are doing in response to everyone's comments.
Regularly analysing your process and looking for ways to improve it can help you ensure that it is always working to its full potential. 
· Conducting a quarterly analysis of the process's effectiveness, efficiency, convenience of use, and compliance 
· Identifying and executing ways to improve the process, both for external and internal customers 
· Keeping an annual process improvement plan to ensure that there is a concentration on improvement. 
“Leaders help the individuals and organisations they influence grow by deliberately facilitating productive change”. Puccio, G.J., Mance, M. and Murdock, M.C., (2010). Making sure that essential process changes are incorporated into business plans You'll need to follow current HMRC change processes, especially if money is necessary, the change is large, or there are other processes that will be affected. You might also find it interesting to do some benchmarking to identify improvements, such as: 
· Year-over-year changes
· Across government to identify best practise from other government departments 
· Between teams that perform the same or similar procedures 
· Across the industry to ensure that HMRC's practises are among the finest in the business

Continuous Improvement Hub
According to feedback from last year's People Survey, several of our employees did not feel supported by fresh ideas and suggestions. This is an area where we'd like to improve. We wanted employees to be aware of how to submit new ideas so that we can make the changes necessary. We sent out emails and PowerPoints informing them of the Continuous Improvement Hub where you can raise topics, problems, give feedback on changes made, have discussions, and make suggestions. The ideas are then reviewed and progressed by The Continuous Improvement (CI) team who will then take these up with the leaders.

[bookmark: _Toc89456702]6.0 Conclusion 

Change has a two-sided influence on an organisation’s productivity. On one side it can boost employee productivity significantly and bring improvements. For example, allowing employees to have more flexible working hours that meets both business and individual’s needs, will reduce sickness, give better mental and physical health, meet customer needs, and increase productivity. On the other hand, if any issues occur when implementing the change, employee productivity probably will drop, workflow may reduce or stop for a while because employees affected by the change my need some time to adapt to it. Some employees be willing to accept and welcome the change, there will be other employees who may resist or oppose it. This means that it is not always possible to keep everyone happy. Sometimes the change may be beneficial, comforting, empowering, and motivating for employees but on the other hand it may make others drift backwards, feel depressed and have anxiety or feel unstable in the organisation which will reduce their motivation which will lead to reduced productivity.
Although most organisational changes are implemented for the benefit of the organisation, the outcome may be unpredictable. While most organisational changes come from the result of extensive research, investigation, and discussions, it does guarantee a better result for the company after the change. Whether it’s a transition in organisation’s business strategy, structure, leadership or target market, the organisation’s success will be influenced in some way.  Management and change are identical; it is impossible to embark on a journey, which is what change is in several ways, without first establishing the objective of the journey, the course of action, and with whom you wish to travel.  It's about tackling the challenges of travel when it comes to managing change. It includes assessing, planning, and executing operational, tactical, and strategic ‘journeys. (Paton & McCalman, 2008). 
According to Kamarck (2004)'s research, there is a direct link between organisational change and the organisation's goals. His focus is on the significance of strategic planning to implement appropriate goals and objectives are met, as well as the potential to compete successfully. Implementing any change endeavour, for example, necessitates collaboration among all agents and members, which should be founded on management; planning processes, leadership, relationships, and other factors that affect both management and the workforce. To achieve organisational success, any change initiatives and efforts should fit with the company goals and objectives, according to Lucey (2008). This means that change management is very important for effectively managing and responding to change, as well as combating barriers to change.
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	Political – political pressures: current and potential influences
	· Government policy
· Tax policy - One of the finest illustrations of how a political climate may affect company is a change in tax rate. For a variety of reasons, the government may raise or lower the tax rate on a specific industry or adjust the tax percentage on all enterprises. 
· Stability
· Funding
· Grants
· Political decisions- Political actions have an impact on how technology is accepted and maintained. In China, for example, Google is prohibited. (Bhasin, 2020)
· Democracy
· Initiatives
· Environmental regulations
· Brexit

	Economic - impact of local, national and global economies
	· Tax Rates
· Unemployment rates – not having enough employees to help implement workplace change 
· Working hours
· Pressure from society
· Complaints 
· Labour cost
· Cost of living-In the middle of an economic crisis and a pandemic, recommending minimum pay rates is a difficult responsibility. Even looking forward to April of next year is challenging. There are compelling justifications for both low-paid workers – many of whom do crucial duties – and the very real solvency problems that small firms face today. Stability and expertise are essential in these exceptional circumstances. (Sanderson, 2020).
· Interest rates
· Wage rates


	Sociological – changes in society and the effects
	· Media
· Attitudes - One crucial idea that came from the preliminary research for this project is that the societal environment in which groups operate has a significant impact on their behaviour (Heyer et all. 1999).
· Cultural norms “The traditions, cultural aspects, norms, myths, religious values, religious beliefs are to be considered here”. Perera, R. (2017).
· Barriers 
· Careers 
· Health and safety
· Trends
· Age distribution
· Population
· Education

	Technological – the impact of new or emerging technology
	· Web information
· Communication
· Innovations and developments in technologies
· Computer speed/power
· Level of innovation 
· Security 
· Technology awareness
· System issues
· Internet connectivity – some customers may not have access or trust using the internet such as elderly people.

	Legal – the impact of national and world legislation
	· Law
· Regulations
· Licenses and permits
· Changes to legislation
· Expectations
· Discrimination 
· Intellectual property
· Working environment
· Customer confidentiality
· Health and safety laws
· Access to materials
· Employment laws - The government creates and enforces employment laws to safeguard employees' rights. It encompasses all aspects of employer-employee business interactions.
· Resources 
· Government law
· Change of contract
· Changes in pay
· Data protection

	Environmental – national, local and world environmental problems
	· Waste
· Recycling
· Weather
· Pressures
· Change 
· Pollution 
· Ethical issues
· Global Warming
· Climate - Climate change is one of the most serious environmental concerns confronting the world today and reducing greenhouse gas (GHG) emissions affects all industrial sectors that contribute to the problem. (Christodoulou & Cullinane, 2019).
· Tourism - “Environmental tourism, often referred to as eco-tourism, has become extremely popular. According to Statistica, 24% of international travel consumers (318 million) reported that green travel is very important to them.” Lewin, J. (2019).
· Environmental policy’s
· New building
· Natural disaster e.g., floods
· Covid-19 Pandemic – isolating, NHS being affected, cases of death, vaccine, global, test and trace service, protests, availability to healthcare
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	Strengths 
	Weaknesses

	-Government Organisation 
-We are ambitious, confident, and experienced in managing HMRC for the country's advantage.
-Good culture, values, and beliefs. Within an organisation, culture refers to the frequently held and typically stable views, attitude, and values. (Williams, Dobson Walters, 1989).
-We are committed to continuous growth and personal development.
-Quality customer service 
-To produce outstanding achievements, we interact with others and work together within and between teams.
-Committed workforce
-Organisation can easily adapt to change 
Regardless of status, we are honest, open, fair, and even-handed in our treatment of others.
-We have the courage and persistence to question how things are done, and we feel confident taking risks to do them better
-We uphold strong ethical standards and act in the country's best interests.

	-Stakeholders may not be on board
-Employees not adaptive to change -
-Costs of grants and furlough
-Not enough employee to do the labour
-Not everyone has access to technology
-Cost of building 
-People fearing change and withholding from it
-Attitudes need to change
-Resistance of change - While simple logic could lead to increasing strong influences to encourage change, Lewin stated that in many cases, this would result in an opposite and equal rise in resistant forces, with the overall consequence being no change and more strain than before. (Connelly, 2020).


	Opportunities
	Threats

	-Less pressure on organisation
-Being on target 
-Income generation 
-Flexibility
-Decreased sickness

	-Loss of employees
-Redundancy
-Retaining specialist knowledge, skills and employees
-Health and safety
-Not enough space 
-Not meeting demands
-Not getting enough revenue
-Reduced resources





[bookmark: _Toc89456705]Appendix C

[image: ]



Mahmuda Begum BMSK6003 Leading and Implementing Workplace ChangeOFFICIAL

image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





image2.png
HMRC's action plan inspired by Kotter’s Change Management Theory

Anchoring Change: Maintain the orgarisational change culture. Encourage and support
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