


 
 
EXECUTIVE SUMMARY.
       The impact of Covid-19 has changed the world of business. This report investigates how the drastic change has forced Ladbrokes to reinvent its policies and procedures as well as restructure communication and the way its people work. Ladbrokes leadership style has impacted the company’s culture restricting its capability to implement change successfully in the past, this is also evident from the previous heavy reliance on external change agents in an attempt to gain employee engagement and change its culture. Research undertaken concluded that Ladbrokes planning was for the ‘here and now’ and due to its top-down approach, implementation was slow due to the resilience of its culture. Various change models are applied and revealed that the tipping point model was crucial to moving Ladbrokes through the change with internal change agents being a critical factor as well as the introduction of other leadership styles. This  not only began to break down resistance but refreezed new attitudes which will evolve into a stronger positive culture. Recommendations are given to continue with the new way of working, communication and a commitment to increase employee engagement even further.   
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1.0 INTRODUCTION.
This report has been requested by the CEO of Ladbrokes on the 26/3/2021. Covid-19 and the subsequent pandemic in March 2020 has led to the biggest catastrophe since the second world war, claiming lives, attacking societies and people’s livelihoods. Secondary research has been conducted as to the impact and Ladbrokes’ response in planning and implementing this change. A pestle and SWOT analysis is conducted, the application of various change models to evaluate success and failings in not only the implementation of the change but also how the impact of its culture and leadership helped or hindered the change. The author is April Fuge 26/3/2021.






















2.0. FINDINGS.
[bookmark: _Hlk63702225]2.1 OVERVIEW.
According to (GS, 2021) Ladbrokes was founded in 1886 when a man only known as Pennington went into partnership with Mr. Schwind. The UK legalised betting shops in 1961 and Ladbrokes became the first retail chain bookmaker, buying a shop in 1962 and investing profits to buy more.   Ladbrokes extended its service on the internet in 2000 and due to the brand recognition instantly became the most active website used, however in recent years Ladbrokes has underperformed in the digital age and addressed this by launching the online sportsbook in 2013 and then a ground- breaking integration with Playtech offered mobile digital services in 2014.  
Available in 23 languages and 16 currencies Ladbrokes offers gambling from its 3,100 shops in the UK, Ireland, Belgium and Spain taking bets on anything from sports to politics to unique speculations. Online services offer many more services such as casinos and bingo from a single login and centralised player bank. Ladbrokes merged with Coral in 2016 but still trade under their own names and agreed to its own acquisition by GVC Holdings in 2018 now named Entain. Ladbrokes head office is in Harrow London and employs over 16,000 staff.  (Dun & Bradstreet, 2021, Good & Co, 2021)


















2.2 REASONS FOR THE CHANGE.
DERIVED FROM PESTLE/SWOT ANALYSIS.
Covid-19 saw the world of sport brought to a standstill, football and horseracing is Ladbrokes highest source of revenue and this fell 86% in the first lockdown with gaming revenue also plummeting by 22%. Shares fell 20% to £519.4 at the start of the pandemic due to investors worry of sporting cancellations. Dividends of shares for all stakeholders was suspended which is part of the reward system for employees and many rewards are related to live sporting events such as discounted tickets. Pressure from agencies have incited the need for further scrutiny of responsible gambling, this ties in with Ladbroke’s mission statement to be the most responsible operator but also requires more manpower to follow through new procedures of more thorough and more targeted risk assessments of customers.
William Hill will not be re-opening many shops after the second lockdown. While this is an opportunity for Ladbrokes to remain dominant on the high street, virtual sport is growing in popularity, but many people are reluctant to bet on events that they have little knowledge about or no emotional attachment. The weekend betting slip for example is a strong symbol for many and part of the ‘magical’ process of the enjoyment of football. There is also a high population of over 60’s using shops to socialise while betting and this group never use the internet. However, William Hill is clearly future orientated towards the trend of online gambling and see that the next generations will be gambling purely remotely. 
The law is being reviewed again due to the surge in online gaming and use of smartphones during the pandemic which could potentially risk jobs, Ladbrokes made many redundancies in 2019 due to changes in the law to cap fixed odds betting terminals and this identified a huge flaw in the redundancy criteria. Past performance is overlooked, and the system made of online tests and face-to-face interviews is more reminiscent of formal recruitment, this is not only unfair but risks losses of highly knowledgeable workers. 
Remote working has propelled forward and is now the majority of organisations strategy to remain competitive, research by Future Forum also indicates that many employees do not want to go back to the old way of working with 72% wanting a hybrid model of work. Remote working is new to Ladbrokes and now has remote workers operating in areas of online and various platforms of communication with customers as well as technology innovation. Problems with customer satisfaction are however already arising and communication ability and techniques are no longer sufficient or adequate for increasing demand of online services. Ladbrokes made the decision to furlough all retail staff during the lockdown and paid all staff the remaining 20% unpaid by the furlough scheme giving employees some financial security, however it is not known how long the government will financially support businesses.
[bookmark: _Hlk66368724]Ladbrokes launched the ‘Unmind’ campaign in 2019 with an app for staff to access tools and strategies to help with mental health issues. The impact of the pandemic on people’s mental health has led to businesses focusing more on this issue not only on the here and now for people but also in the aftermath as this could affect some employees long after, this suggests that an app is not now a sufficient strategy. 
Abuse from customers has escalated before the first lockdown and when shops re-opened, this was already a problem before the pandemic and has now shone a light directly at an even more exacerbated problem which has to be addressed.  Ladbrokes have been innovative during the pandemic with a strong business model due to the suspension of sport. This included withdrawing from on-course betting, entering the video game market, virtual sports for key events such as the grand national and giving customers the ultimate experience of fantasy football and role as the manager. The last quarter of 2020 saw profits soar as online activity became the populations choice of platform; this surpassed losses physical stores endured. 



























CHANGE MODELS.
According to (Mullins, 2010) Resistance to change is the biggest threat to organisations. Organisations underestimate the strength of working patterns employees are comfortable and familiar with and how to change those patterns in an environment employees see as a threat.
According to (Reynolds, 2020) Kotter’s model would fit in with the current structure which is a highly layered hierarchy. Kotter’s steps are a top-down approach with its focus on leaders, the urgency throughout and how the organisation will benefit as a whole, short wins are evaluated by business performance rather than individuals experience and personal benefit. While this model is effective at inciting initial adrenalin, the bottom line without sufficient autonomy cannot make changes voluntarily. Lewins Unfreeze, movement then Freeze model, goes deeper into the employee’s perspective focusing on behaviours that drive and block change. The limitations to Lewin’s theory are that is broad and less structured and does not give the leader a clear strategy to move people to the end goal of accepting the change. A criticism by Child, 2005: cited in Cummings, et, al (2018) is that the refreezing stage in today’s ‘UVCA’ world limits the organisations capability to become proactive rather than reactive, flexibility and nimbleness is crucial. Kubler-Ross having a bottom-up approach gives employees insight as to how the journey is made cementing new behaviour naturally and effectively due to its reflective element, evolving the culture rather than refreezing it. This model also helps the manager to begin to identify potential advocates and resistors. The challenge for Ladbrokes is implementing this model as it requires a coaching style, the retail sector of Ladbrokes has been synonymous with a directive style and employee voice is weak. Communication is top down and one way with an intranet, webcasts from the CEO, town hall meetings which are held only in office locations and monthly manager briefs are held to cascade information to the bottom line. (GVC Annual Report, 2017)
(Employment Benefits) Say as the change was unplanned and drastic the denial and anger phases are addressed with avoiding speculation and providing certainties where possible such as employees will definitely not be re-joining the workplace before a certain date and information will be provided when it is safe to return. Planning for expectations, timelines and boundaries allows the leadership style to begin to change from autocratic to more participative. This has helped employees accept the ‘new normal’ stop playing the blame game and instead of using energy to fight what is out of peoples control, divert it to other aspects. 
[bookmark: _Hlk65939414]The bargaining stage is a customized approach addressing individual’s stressors such as the need to feel invaluable by overworking. Managers have been accommodating as possible helping employees to prioritize and acknowledge what can slide. Issues such as childcare which is one of the main reason’s employees are ‘putting off’ or avoiding the change is understood by managers and that being accommodating is not lowering standards and is key in overcoming this stage. Escalation policies in the planning allow employees somewhere to turn to if rules are being flouted surrounding Covid-19. 
Covid-19 has given managers no choice in revealing vulnerabilities as employees have had a glimpse into managers homes through virtual communication and have seen the shared chaos of life during a crisis, allowing managers to naturally be more open with personal challenges and struggles. This has helped employees move through the depressive stage by reinforcing and showing that low energy is normal and acceptable, and everyone is demotivated at some point in the change process.
[bookmark: _Hlk67166800][bookmark: _Hlk67072029]The managers insight to communicate more than they feel due to such a drastic change and unprecedented time creates more safe space for employees to explore their options and be a sounding board in the process of acceptance to help employees reflect how far they have come and cement this learned experience into new behaviour. (Connelly, 2020, Insights, 2021, Employee Benefits, 2020)
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2.3 COMPLEX ISSUES.  
According to (Menabney, 2020) The pandemic has forced Ladbrokes to not only restructure communication but also job design. Orwellian technologies send screenshots of employees work to the manager and this level of micro- management is a creativity killer. The convergence of two massive trends, remote work and AI now mean mindsets have to shift from the assumptions that traditional brainstorming is more effective. Competing on productivity will be less critical as a busines differentiate, as growth will come from creativity gains; outweighing employee productivity with the increasing use of AI and machines to take over mundane tasks. Some areas of work however such as phone operators need and want help with procrastination and monitoring work helps with this, such as clocking in/out via apps. Extra morning meetings which were not a previous routine give a sense of ritual and leads to motivation and devotion to work. Ladbrokes have begun to adopt this strategy with the result of innovative models to compensate the loss of live sports, restructuring job designs for different roles and only to micro-manage when necessary giving a good balance between productivity and creativity. (Wang, et, al, 2020) 
According to (CIPD, 2020) The pandemic affected the BAME population disproportionately, Ladbrokes have 61% of shops situated in highly BAME populated areas and have a highly diverse staff. A holistic approach to risk assessment identified different factors such as the number of people living in one home and/or having underlying health issues. Mutual agreement as to whether working in shops is safe with further consideration of personal circumstances and the persons feelings demonstrated a paternalistic leadership style, while the leader makes the final decision the ‘bigger picture’ is assessed and how it will affect everyone. Vigilant sources of steps to prevent conflict, bullying/harassment with the clarity to all staff that adjustments made to these employees work contracts are necessary to protect everyone, such as extended furlough, phased return to work or staggered start and finish times. Furthermore, the participative style of the path-goal theory ensured all employees were in the centre of this issue through consultation and how to overcome it. This leadership style gave a sense of accomplishment to all by ensuring everyone became alert and acted swiftly to report any form of harassment, with a clear understanding of the amended job roles. (Entain, 2020, Malik, et, al, 2011)
 According to (Lamont, 2016) Ladbrokes’s policy of singled manned shops at certain ‘quiet’ times was made mandatory in 2010. Risk and staff competence assessments are made but staff concerns are that after 6pm which is ‘quiet’ the risk of crime increases, compromising safety. This concern is met with ‘work on your own or lose your job’. The murder of an employee saw a face book group set up with 14,000 members from the industry called “I no longer fear hell, I’ve worked in a betting shop”. The rise of the machines is ever more in demand by customers but the restriction of just four machines per shop led to bookmakers opening earlier and closing later for more machine use and has also led to abuse, aggression and vandalism. This is ignored by management and staff are told it is expected and staff should do nothing. It is also evident that the customers time of fifteen minutes limitation spent in shops was not implemented. This could be as a result of employees trying to achieve KPI’s and/or the threat posed by customers of aggression when asked to leave. This led to the government penalising bookmakers heavily in the subsequent tier three restrictions as they were forced to close. The views of David Weir and Sylvia Van Bunt in a management conference is that Servant leadership is best matched in times of crisis, emergencies and disasters. This leadership is three dimensional considering, sociological, the organisations dimensions including culture and strategy and the needs of the individual. Empathy is a key element and also requires a high level of emotional intelligence however many argue this is not a natural skill and requires a complete lack of ego. Followers need the strong set of ethics it delivers and the cautious communication the leader takes with active listening before speaking to resolve this issue. Ladbrokes clearly see this can lead to too much focus on individuals with less focus on organisational goals interfering with profit and reputation. (Palmer, 2020) 
 According to (Connelly, 2020) The lock down made it difficult for employees to process the death of a colleague. Not being able to attend funerals for closure can lead to denial and shock when returning to work and seeing the void a colleague has left by the space at the persons desk and the persons coffee mug in the cupboard. Continued social distancing makes it even harder for staff to grieve together through masks and too much ‘space’. Kubler-Ross change model can also be used effectively combined with a servant leadership style for some employees, however an external change agent whose speciality is in counselling may be more appropriate for others if they are not moving through the stages or spend too long in the denial, anger or depressive stage as this is a sensitive issue. (Employee Benefits, 2020, Kessler, 2016) 
























2.4 CHANGE AGENTS
Lewins force field analysis (1943) (Swanson and Creed, 2014)



























FORCE FIELD ANALYSIS.
Communication between all staff is stagnant, this slow pace and formal process is insufficient not only in a pandemic but also in the 21st century.

FORCES FOR THE CHANGE.                                                                                  FORCES RESISTING CHANGE.Fear of redundancies
TO REMAIN DOMINANT ON THE HIGH STREET
OBTAIN A STRONGER ONLINE PRESCENCE THROUGH COVID-19 AND BEYOND

 Work life blur mean struggles with balancing all aspects of life.
Mental health is at risk.

Remote working is now a trend that looks likely to be the new way of working with a hybrid approach being the most popular.

Family dynamics have changed - conflicts within families have arisen with usually mundane issues such as sending children to a play date. Parents arguing whether this could be a life-or-death matter for example. The stress of these situations can have a knock-on effect at work affecting productivity.

Training and upskilling staff will mean less redundancies and costly recruitment as redeployment is a less costly strategy, this will give staff more choice in how and when to work increasing job satisfaction and productivity.



A top- down approach is no longer adequate to manage employees in meetings and work itself, remote working needs high levels of trust and commitment; a hybrid way of working and communicating extends this to the shop floor.

Fear of either being infected by Covid-19 or transmitting it.

Fear of not being able to relate as well to customers and colleagues due to either virtual communication when furloughed/remote working or social distancing and PPE restricting interpersonal skills when not in lockdown.
Fear of losing loyal customers.


Boundaries between office, personal space, digital, lived experiences, work and play are far more fluid.


Transparency of processes, allocation and status updates that digital planning allow, builds trust from Ladbrokes leaders as accountability to tasks is more visible across the work chain.


 Conflict may arise as PPE was an advisory measure before the law made it mandatory, relationships may still be fractured after it was enforced.

Reward and recognition are ‘ad hoc’ and only distributed above in a manual manner as a pose to everyday, everywhere and by everyone.



Managers are not trained to manage remote working or virtual meetings.
Acts of aggression and vandalism by customers are accepted as the norm. 




A review of Ladbrokes real estate footprint particularly HQ centres and call centres will save significant overheads.

Information is given to managers on a need- to- know basis.


Managers are rewarded by employees meeting KPI’s, employees are also rewarded by meeting KPI’s.
Increased inclusion of ethnic minority groups and stigma against mental health issues eradicated.


Employees may not engage in virtual meetings this could be due to not having access to any or adequate technology or poor attendance.
Ladbrokes rely heavily on external change agents from help with change management of the merger with Coral. To instilling values and employee engagement.



Implementation of change/movement strategy.
According to (Shapiro, 2003) It is very fitting that the tipping point model relates to the term of an epidemic with how people are affected by a virus such as advocates spreading the idea and incubators either holding on to the idea or going on to spread it; how contagious it is key. Mass exposure through fostering contacts and determining what are genuine concerns as appose to complaints from resistors can serve as an early warning system to act upon and turn into a source of innovation, enhancing success. Change agents inside the organisation can be anywhere in the formal hierarchy, however network centrality is one of the critical factors overriding whatever position they hold. This centrality is apparent by the person being sought out to give sound advice and judgement and are therefore highly respected as they are humble, authentic and are willing to reach out to individual stakeholders to persuade with both substantive and personal arguments. Informal connections are key to their success combined with their willingness to share information, knowledge, opportunities and support, thus mobilising others in the change process. (Battilana and Casciaro, 2013)  
According to (Change Management Review, 2021) Ladbrokes employ a diverse age population and millennials are advocates as they thrive on fresh goals and challenges, age is not the key element, but rather having the right mindset, skillset, energy and passion for the workplace. Generation Xers and baby boomers are usually either apathetic, incubators or resistors as they do not see the need for change and/or do not like change. Millennials are key to influencing these groups as they are good mentors and will readily transfer skills needed and experiences of change because it is in their DNA. They are contagious as they will ask questions and are comfortable around authority and do not mind supervisory communication. This will begin to peak apathetic interest and move them to become incubators by mentally testing their experience with the workflow. Apathetics will not engage with virtual meetings, incubators will be concerned of not be rewarded for KPI’s during furlough and not meeting KPI’s when working due to restrictions. Resistors have worry of escalating abuse from customers, worry of catching Covid-19 and/or transmitting it. They may not be happy the BAME population are treated differently. Advocates enjoy working from home, thrive on the adrenaline of the change, strive to develop themselves while furloughed and BAME employees appreciate support and company’s policies to keep them and others safe. As mass exposure and a strong reward/recognition system is imposed which are two important levers leaders have to create, resistors begin to diminish and convert to less threatening positions. Unfortunately, Ladbrokes while recognising that different age groups require different incentives (such as CDs for the younger generation) the system does not tailor to individual tastes.  The tipping point model is realistic and considers that people can move in and out of each position depending on personality and their current mindset and balances management commitment with employee engagement (Patterson, 2013, Shapiro, 2016)  




 (Walker and Soule) Say the creation of ‘safe havens’ would be critical here for change agents to discuss tactics and craft strategies. These spaces also allow the rules of engagement and behaviours that are different from the dominant culture to flourish from being microcosms into the future of a changed culture. The change agent’s choice of network to influence the dominant culture is crucial depending on the type of change, a cohesive network whereby the people in it are all connected works well for non-divergent change as the change agents’ intentions are trusted by the majority and those harder to persuade tend to give in through group pressure if the change is not too disruptive. For divergent change, a bridging network is more effective as people are unconnected, so resistors are less likely to form a coalition and communication can be varied through timing and context specific to individuals needs and goals. The main limitation for the change agent is channelling energy into daily duties as well as the change process, affecting either job productivity or devotion to the change. (Walker and Soule, 2017)
 




 

 

















2.5 CULTURE.
Refreeze.
According to (Schein, 2015) Technology is now seen by employees as an artefact. Ladbrokes change in ways of communicating allows employee voice to be heard instantaneously and the airing of concerns whether they are genuine or just a chance to complain generally, has now given the manager new insight and a new perspective to employee’s personalities and how this correlates with advocates, resistors, apathetic and incubators. The new way to foster connections has led to an army of advocates to help its people move swiftly through Lewins movement phase. These change agents have been synonymous in building the organisations capability to implement the change by genuine persuasion. Assumptions and beliefs brought to the surface with advocates influence through an informal algorithm of social schemas, chit chat and even gossip has allowed managers to evaluate and swiftly address positive and negative behaviour through the change.
Assumptions and beliefs that Ladbrokes does not see employee safety as a priority has now began to break down as the threat of meeting strict KPI’s by both the bottom line and by management started to diminish as betting shops were penalised heavily and forced to close in tier three restrictions, due to employee’s inability to express concerns about customer abuse as this is seen as the ‘norm’. Culture is extremely resilient because it is implicit, and Ladbrokes are beginning to recognise the influence of its people’s assumptions, beliefs and actions that ‘feel right’ are not allowing employees to espouse its values. The bottom line is now beginning to assume concerns and issues will now reach the top and be addressed. The paternalistic style demonstrated by the swift action of leaders addressing the effect the pandemic had on the BAME population has now led to the belief that employee welfare is important and staff will now be consulted in future issues and given encouragement to give substantial input.  Managers have shown own vulnerabilities and are now seen as not coercive but more flexible and supportive. Ladbrokes values of employees bringing the whole self to work and acting ethically will now start to truly be espoused, customer obsession will be serving the customer in the ‘customers’ best interest, using sound judgement to truly prevent problem gambling. The value of innovation is espoused with creativity through job design, new ways of working and micro-managing where absolutely necessary and with the mutual understanding that certain employees want and need this approach. (Chamorro-Premuzic, 2020, Cameron and Quinn, 2006: cited in Belias and Koustelios, 2014, Hogan and Coote, 2014) 










3.0 CONCLUSION.
Kotter’s model served Ladbrokes well as a framework to initiate the change and begin the break -down of resistance through urgency as this change was drastic and unplanned, this provided a formal approach to deal with the ‘here and now’ but due to the autocratic leadership style its people expect, it would not be possible to lead and implement this change without unfreezing attitudes and behaviour. While the formal approach dealt with short-term financial stability through furlough and freezing share dividends, the force field analysis was critical to provide key elements driving and blocking the change and predominantly demonstrated that communication is stagnant, top down and on a need- to- know basis. This model also gives insight as to where conflict may arise, that there is a lack of upskilling and training for potential redeployment as well as training for managers in conducting virtual communication. Ladbrokes have relied heavily on external change agents in the past and Covid-19 has given the opportunity for Ladbrokes to utilise internal human resource with the tipping point model, gaining mass exposure through informal algorithms allowing everyone see the bigger picture and change beliefs and assumptions to align with the purpose of the change as well as beginning to impact the cultures resilience, as to what may ‘feel right’ is not always right. This is evident in- regards to the acceptance of abusive behaviour from customers, which should not be tolerated in any circumstance. The Kubler-Ross model not only moves employees through the stages of change but also changed the leadership style to paternalistic (demonstrated by Covid-19 effect on the BAME population) and also with a servant leadership style when drawing out issues and concerns as well as the leaders revealing their ‘human side’ with own struggles and challenges and  getting to know each other on a more personal level with a glimpse into people’s homes and homelife. Remote working which is new to Ladbrokes did not hinder innovation and creativity in technology advances with new ideas quickly put into operation and successfully delivered to customers. This reinforces that the new way forward of a hybrid approach to working and communication would benefit Ladbrokes, increasing job satisfaction and reducing overheads. The reward/recognition system however is not personalised slowing this process significantly and needs to be addressed in future to motivate and support advocates individually and ensure it is tailored to suit the person and their contribution.
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4.O. RECCOMMENDATIONS.
An evaluation of Ladbrokes real estate and retail footprint to establish which stores are the most viable is needed to move forward with ever demanding digital age. Training or upskilling staff rather than more redundancies mean many can be redeployed to online services and a hybrid approach to work gives more flexibility while ensuring the social aspect and trust that is built through ‘unsaid gestures’ that many employees need is not lost. 
Communication needs to have both a bridging and cohesive framework, so the right people get the right message at the right time a platform such as Slack allows this as well as facilitating connections and simplifying professional and personal content, giving employees the ability to react and comment in a less formal way increasing employee voice.
 Podcasts from the CEO give employees an intimate connection as the CEO talks about their journey through the pandemic, this is more palatable than just another video briefing or webinar.
[bookmark: _Hlk68170636]Reward has to be a gift that someone wants to ‘get’ not one that someone wants to ‘give’, and this can only be achieved by managers truly knowing each and every employee. Peer-to-peer recognition raises the bar for everyone as well as being motivating. The art of a handwritten thank you note is lost in virtual technology this can be revived in e-mails, showing time is given to acknowledge efforts. Sending branded goods such as a polo shirt gives a branded boost and connecting regularly with all teams across the company ensures ‘small wins’ are identified and celebrated. 
Encouragement of co-working spaces for employees living in close proximity who work remotely, can combat interruptions at home, loneliness and increase spontaneous communication. 
A balance of a formal/informal approach is needed when communicating virtually. HR to provide a guide for basic etiquette and professionalism for the transition from ‘in-person’ to ‘virtual’ with rules to not ‘shout on call’s’ and suitable attire. To increase engagement meetings should be fun with weekly/monthly virtual dance off or lip sync battles for example. Word clouds link overall objectives to areas that need improvement using positive language. Whatever the topic the predominate words staff come up with give the manager insight how to best ‘engage’ the team.
An employee’s death has to be addressed with a condolences book put on- line, photos gathered of work events in case the family have not seen them yet. Sensitivity when delegating the persons work and when telling customers. Set up a forum for a skilled HR member to conduct a public discussion. Hold an internal memorial event and send condolences to the family and also a fundraiser for the family by staff that like to be hands on.





5.0. APENDICES.
PESTLE ANALYSIS.
POLITICAL.
According to (Witherow, 2020) Oliver Dowden’s secretary of state for digital, culture, media and sport will address the change in the gambling industry due to smartphones and the surge in easily accessible use of online betting. This surge rose dramatically due to lockdown habits and put the spotlight on Britain’s analogue laws, which Dowden claims are out of date. Online games currently have no stake limit unlike the £2 cap per spin on the high street which led to hundreds of shop closures. The government publishes a white paper for consultation in 2021 and will look at regulations such as the ban of wining and dining big losers and for companies to make tougher checks as to whether players can afford the losses, as well as a cap on wagers per spin.
Democratic countries such as the UK are reactive rather than proactive. Only when death rates are high comes the enforcement of restrictions and as soon as the rate falls, they are swiftly reduced risking a new wave of infection. (Tisdell, 2020)
ECONOMIC.
Companies are reflecting more than ever on their real estate footprint and reviewing whether large HQ spaces in urban centres are now viable. (BBC Work Life, 2021)
According to (Gaetara, 2020) Due to the enforcement of the lockdown on 23/3/20, GVC Holdings reported a 50% decline in UK net gaming revenue in the following six months, even when remote gambling launched, key sporting events such as the premier league were postponed. The ban of the use of credit cards to place bets also came into effect on the 14th of April further stunting revenue.
Ladbrokes received £20 million a month in busines rates relief and furloughed all staff at 3,100 branches through the lockdown in March 2020. The CEO Kenny Alexander received £3.3 million in shares and chief financial officer was also rewarded with £1.4 million in shares. The Think Tank High Pay Centre has condemned the company receiving government help and handing out millions to executives when the crisis is crippling others. (Canter, 2020) 
The retail sector already in long term decline remains vulnerable to a potential deep and prolonged post pandemic recession with consumers caution to return to enclosed spaces. Online gambling will also be impacted as leisure spending is reduced by rising unemployment and slow economic recovery. Both channels may have to re-focus on the value of small stake betting as affordable entertainment to suit all pockets. (Mintel, 2020)
1 in 3 -18-24-year-olds have been furloughed or suffered job loss, twice the rate of working aged adults. (The Health Foundation, 2020)
Employees now working from home are more likely to be paid by results rather than a fixed income which was previously based on the physical act of turning up for work. Pay will also reflect changed working patterns. Managers pay will be based on the revenue earned by staff rather than what they do personally, this gives far more motivation for the manager to ensure the employee becomes successful. (McWilliams, 2020)


SOCIAL.
Attitudes towards gambling promotion is received negatively by both current customers and the wider population. Only bingo and casino players see them as entertaining as it is presented as fun. (Mintel, 2020)
Many customers have a strong passion and therefore connect through betting on their favourite football team or athlete. The weekend betting slip is synonymous to the enjoyment of a match and cannot be replicated by virtual sport as the ‘magic’ for customers is this religious process of careful predictions, selections and adding other leagues to the mix. (Saunders, 2020)
The next 2-5 years will see consumers prioritising live or social experiences again boosting demand for out-of-home leisure activities. (Mintel, 2020)
 More leisure time became available during lockdown and a YouGov survey in April revealed that even though only 0.2% of respondents had gambled for the first time, 33% of those had tried one or more activities such as slots to gain instant gratification. (Gaetara, 2020) 
Gamblers were at significant risk of related harm in the lockdown due to social isolation, boredom, financial insecurity and lack of support potentially leading to problem gambling. (Sharman, et, al, 2021)
The enthusiasm of working from home that has gripped the nation may be based on the unlikely premise that employees will continue to receive a regular pension, benefits and the same job security.
Employees working Remotely on a permanent basis may lead to the employer substituting them with employees more cost effective (cheaper labour) from for example Bangladesh. (McWilliams, 2020)
The phenomenon ‘work life blur’ occurs after a considerable time of juggling, work, play, family, sleep and life in a confined space. This can affect productivity and mental health., however if managed effectively with time management, organisational skills this can increase productivity as boundaries are more fluid.
Young and inexperienced staff need hands on help. (Martin, 2020, BBC, Work Life, 2021)
Work will never be the same with research by Future Forum stating 72% want a hybrid working model permanently. While many remote workers do not miss commuting and arriving home after their children are in bed, casual meetings in informal situations are what make things ‘work’ and work faster. Creativity comes from spontaneously trust and relationships are built through countless and unsaid gestures and interactions. (BBC Work life 2021)
90% of businesses have an increased emphasis on the impact of the pandemic on employee’s mental health with 85% believing the virus has negatively impacted staff mental health now and will do in the future. (Unmind, 2020)
The decline of the high street has led to many people seeing betting shops becoming a marker for increased social decline, swooping in after respectable businesses have relocated or have gone out of business. (Jones, et, al, 2020)



TECHNOLOGY.
The use of the internet for functions such as conferences seminars meetings online learning via zoom for example, as well as economic trading and financial transactions which were already emerging trends have accelerated rapidly due to Covid-19. (Tisdell, 2020)
Technological development such as further digitalisation in shops and new mobile phone experiences enabled by 5G will revive growth. (Mintel, 2020)
Voice activating software could be built into betting apps to eliminate looking for selections on phones and catch up with the trend of speaking to technology. (UKTN, 2020)
Informal value transfer systems and the use of money service businesses have increased during Covid-19 exploited by criminals to transmit illicit finance to launder money and fund terrorism. Online casinos are particularly targeted as money service business offer foreign exchange and 3rd party money transfer. (Gambling Commission, 2020)
Figures from Ofcom in 2017 reveal only 47% of low- income workers have the internet at home. Many companies as well as schools and universities mistakenly assume everyone within their service or business has access, this in itself can create stigma for many thus are reluctant to come forward to reveal that they are in this predicament. (Connolly, 2019)
LEGAL.
The Health protection (Coronavirus) Regulations 2020. This instrument is made under the emergency procedure of control of disease Act 1984 and allows government to take public health measures needed in response to the spread and containment of Covid-19 Coronavirus. (Gov.UK, 2020)
Tier 3 restrictions ordered betting shops to close as customers have an increased likelihood of remaining in an enclosed space for a prolonged amount of time. (Scargill, 2020)
The number of claims received by employment tribunals has risen by 27% all due to health and safety issues and redundancies related to the pandemic. (Greedy, 2021)
ENVIRONMENT.  
People living in most affluent areas are 50% less likely to die of Covid-19, the BAME population are four times at risk of death to Covid-19 than white ethnicity. (The Health Foundation, 2020) 
Temperature testing proved very effective in China early in the pandemic. Cashless transactions limits risk and councils were processing licence applications during lockdown to allow businesses to apply for varying hours/conditions and/or approval of structural alterations whilst premises were closed. (Moorthy, 2020)




SWOT ANALYSIS.
	STRENGTHS. 

Virtual learning and personal development are a focus for staff (especially those furloughed) to remain engaged and active in work activities and progression. (GVC, 2020)
Ladbrokes merger with Coral in 2016 gave managers experience with key principles to consider and toolkits to support the managers to be able to deliver the change. (HD Comms, 2020)
Application to councils during first lockdown to make structural changes -screens at front counters, screens between machines, machines and seating areas moved to ensure they are two metres apart. Approval of how many customers permitted in shops at any one time and for how long. 
Restrictions of transfer of personnel between shops. (YOGONET, 2020)
All staff furloughed had the 20% shortfall paid to receive full pay. (Canter, 2020)
An SBC digital summit meeting with other bookmakers and key people from the global betting industry was held at the end of April to share best practices on how to plan for a comeback due to the cancellation of sport. (Saunders, 2020)
Business Model.
Ladbrokes have withdrawn oncourse race operations selling all 106 pitches, stating this is no longer strategic and now miniscule compared to off-course and digital operations. This is a landmark move in its history. (Wood, 2020)
The virtual grand national saw a huge increase of betting and Ladbrokes donated all profits to the NHS. (Murphey, 2020)
 Featurespace recently enhanced the system by incorporating AI software called (ARIC) Adaptive, real-time, individual change. This monitors individual behaviour and can differentiate between fraudulent and genuine players, significantly reducing incorrect declined purchases and transactions, strengthening CRM. (Playtech 2021)
 Ladbrokes proprietary-owned technology goes a step further than competitors offering mobile gaming, as this system can onboard customers faster and more efficiently. The recruitment of academics and psychologists give the added edge of a scientific approach to gambling which leads to sustainability and a competitive advantage. The launch of the new programme assigns a ‘dynamic risk rating’ to each player. (Newman, 2020) 

Ladbrokes have launched a new 5-a-side bet for customers to create their own 5-aside-team combining fantasy football and the role of being a football manager also giving the customer full control of what to bet on with the added element of being rewarded for insightfulness and knowledge. Testing ability to pick players to the maximum. (YOGONET, 2021)
Dividends were not paid to shareholders in April 2020 nor at the interim. (Entain, 2020)
 
	WEAKNESSES.

Ladbrokes is hierarchal with a clear chain of command and a systematic approach to get consistent results and maintain its reputation. (Good Co, 2021)
Reward and recognition are ad hoc. With recognition based mainly on long service. (Employee Benefits, 2013)
Ladbroke’s claim there is never a perfect time to communicate during change it has to be done regardless. External change agents are predominately to instil values, engage employees and for change management (HD Comms, 2020, Starling, 2013)
Remote working is new to Ladbrokes and has not recognised that it has its own sphere and strong community.
Technology is no longer a hurdle to conduct remote working, leadership has failed to demonstrate trust and has the view that work should be carried out in a controlled environment. (Remote How, 2020)
Conflict with customer training is given but not specific to issues that stem from Covid-19. (Kallidus, 2021)
PPE provided but Ladbrokes’s state this is for comfort and given as guidance, PPE is not comfortable to wear and implies it is at the employee’s discretion and choice, this may lead to conflict between staff as some see this as a high safety priority whereby others do not.
61% of shops are located in areas with high populations of BAME communities. (GambleAware, 2014)
Employees expressed concern to shops remaining open before eventually being ordered to close. (Press Association, 2020)
Ladbrokes’s criteria in selecting employees for redundancy overlooks all data available as to how the employee performs in reality, not just making the system unfair but also losing a significant knowledgeable worker. This could also lead to a domino effect of employees seeking unfair dismissal claims. (Kendall. 2019)
Customer support is limited in regard to the digital age, queries can be left anytime on twitter, but this is managed by a representative during specific hours which also vary daily. Customers now expect instant communication. (MyBettingSites, 2020)
There are many customer complaints relating to being constantly fobbed off when problems arise, always being told that delays in the system are technical so refunds are not being made in a timely fashion, bets placed are not received in time and bonus plays are lost in mid spins. (Trustpilot, 2021)
Customer’s report being allowed to stay in shops way past allocated time of 15 minutes when losing but then told they must leave when they are winning. (Indeed, 2020)
Ladbrokes have an app for staff to access tools. 
and techniques to help manage mental health this however would seem impersonal in a time of crisis Ladbrokes’s conduct podcasts for business issues but not for personnel and issues surrounding the pandemic such as the impact on staff. (GVC Annual Report, 2020)
The review of the gambling act may see customers shift to gamble on the black market. (Evening Standard, 2020)


	OPPORTUNITIES. 

Adam Silver the commissioner of the National Basketball Association (NBA) displayed strong leadership by suspending the league for the season. (Kerrissey and Edmondson, 2020) 

Increased staff levels to police temperature checks and carry out cleaning of machines between each customer use. Cashless transactions and the wearing of face masks mandatory for all staff. Though uncomfortable to wear this demonstrates the importance of staff safety and although this cannot be enforced on customers sends a strong message to the public that Ladbrokes take every precaution necessary to protect everyone. 
Build strong relationship with suppliers of PPE equipment including sanitisers and infra-red thermometers. 
The law states from the 28th of September 2020 employees required to self- isolate must do so with employers not permitted to require or encourage the employee to return to work during that period. (HM Government, 2020) 
Businesses that have made profits during the pandemic have been asked to repay business rate relief and as Ladbrokes profits were clearly soaring by the last quarter, this would be a moral and strategic move to give back to the treasury what is desperately needed for the country. Tesco were the first retailer to offer to repay back £585 million and if Ladbrokes were   the first in their industry to do this, it would further strengthen the brand. (Martin, 2020)
Limited number of spectators allowed to watch live sports in tier 1 and 2 areas and betting shops can open in tier 3 areas with stricter measures in place such as removal of chairs. (Betting and Gaming Council, 2020)
Government urges online gambling companies to impose a temporary betting limit of £50 per day to protect people’s finances during the pandemic. (Davies, 2020)
Scrutinise customer sources of funds, source of wealth, affordability of betting and occupation. The ‘know your customer strategy must be enforced more intently to combat increased fraud and crime. (Gambling Commission, 2020)
 The social aspect bookmakers uniquely create cannot be replicated through remote online gaming/betting. (Hinde and Noden, 2016)
William Hill will not be opening 119 shops after lockdown. 
New guidelines to contact customers after one hour of gambling is advised by the gambling commission during the pandemic to identify early any financial insecurities. Previous checking was an unspecified time to check risk of problem gambling and harm. This move which can be in the form of a web chat or phone call can result in exclusion of play and may lead to a permanent advisory measure. (BBC News, 2020)
 Small businesses saved around £840 per month when businesses were closed with reduced rent, help with furlough and utility bills. The planning phase to offset these with a budget to equip remote workers properly at home would increase productivity. (Bodenham, 2020) 




	THREATS.

A YouGov survey reveals 41% of remote workers have an inappropriate working environment with ‘makeshift’ arrangements that are inadequate for posture, comfort and productivity. (Bodenham, 2020)
Face coverings were not mandatory in shops until 24th July. 
People were not told to isolate after testing positive until 30th July. (Express and Star, 2021)
Betting shops are the only part of non-essential retail being forced to close in tier 3 areas. Patrons are staying in shops for prolonged periods is the reason. (Scargill, 2020)
William Hill is repaying £24.5 million in wages that were supported by staff furloughed. (Jolly, 2020)
Motivation of Ladbrokes customers visiting shops- 96% aged 60+ place bets and socialise, 45% aged 18-35 use gaming machines, and 87% aged 36-59 also place bets.
64% aged 60+ years Ladbroke customers never use the internet. (Hinde and Noden, 2016)
CEO of Ladbrokes Kenneth Alexander says tighter regulations could see customers moving to the black market of gambling. (Evans, 2020)
Mansion Bet have paid Google to promote betting on computer games such as FIFA. 
William Hill’s staff told ‘it is business as usual’ despite government guidance against gatherings of people in social spaces, staff also to advise customers to bet on obscure subjects like the Belarus premier league. (Press Association, 2020)
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