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[bookmark: _Toc44516895]Executive Summary
This report has been compiled to understand of the change management process applied to TSB Bank plc. It has been found that although TSB have used the change management models and analytical tools to the change in question, the change did implement successfully yet failed. The priority focused on people vs. TSB new IT systems. The culture changed in the organisation after the implementation, this was not part of the aims/objectives. The consultant has made recommendation to TSB that if they were to make future change in the organisation then they must take accountability and improve culture and plan a repair strategy, this is because sustained change is driven by the people of the organisation. Though TSB did not lack resources they need to ensure that any internal/external risks need to be monitored and evaluated frequently to mitigate risks. 
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[bookmark: _Toc44516897]1.0 Introduction
The business report has been requested by the CEO of TSB on the 8th of June 2020 to be submitted on the 3rd July 2020. This report is a critical analysis and review of an organisational change implemented over the last three years at TSB. The change is of the migration of IT operations from LBG to Sabadell’s IT platform. TSB Bank is a financial institute that was re-launched by Lloyds Bank as a standalone bank in 2013. Lloyds listed TSB on the London Exchange stock market and sold to Spanish bank: Sabadell in 2015. TSB offers retail banking, commercial, and insurances to UK customers only. This report will examine each stage of the change process and conclude the successes and failures and make further recommendations of planning and implementation for future change programmes. This report has been compiled by Researcher of F Hussen, a consultant for change management, the researcher has used primary and secondary research of textbooks, journals and websites. 


[bookmark: _Toc44516898]2.0 Findings
[bookmark: _Toc44516899]2.1 TSB Change Management
The researcher will be analysing the change management in TSB Bank. The researcher will examine the implementation of the migration of transferring 5.4 million customer data from TSB legacy platform: LBG to a new owner: Spanish Bank: Sabadell’s modern IT platform, developed by Sabadell’s subsidiary: SABIS, who engages in numerous industry-leading suppliers to provide the systems (TSB, 2019).The core banking data migration completed in April 2018. The researcher has examined that the reason for the change is to separate from LBG to Sabadell’s platform to save millions in IT expenditures, TSB are charged fees of up to £500 million to rent LBG IT platform during the intervening period (Financial Times, 2018). See appendix 1 for key dates.

It has been examined that the operation and some aspects of the financial capabilities influenced the change. To be in control of decision making, creativity and innovation, which is being controlled by the legacy platform. To have direct control of its IT operations and save a potential of £100 million per year (BBC News, 2018).  It has been found that operations are a major function area and influential, as the role is used to determine how well the organisation satisfies its customers, where the mission of the operations function is expressed in terms of profit, growth and competition therefore critical to success (Open Learn, 2020). Sanders (2014) argues that operations are the central core function of every organisation, as it is responsible for managing the process of goods and services as well as planning, organising, and controlling all the resources needed to produce products and services. 

It has been found by Golson (1977) that technological change for organisation is a greater necessity for strategic planning, with the support of IT operations, organisations can continually question how it will obtain its future objectives, therefore enabling organisations to anticipate changes with the aid of technology, to be able to evaluate the various ways to cope with changes and be prepared. Mogogole & Jokonya (2018) discusses that there are varies factors of failures of IT implementation such as; poor organisational culture, poor leadership, resistance of staff and slow response to change, therefore this can explain the project setbacks and delays connected to time management, like not anticipating how long a specific change can be, such as TSB migration was initiated in 2016, to be completed by the end of 2017, this was delayed to 2018, where the CEO could not give a satisfying explanation (The Guardian, 2018). Therefore, Mogogole & Jokonya suggest that organisations should measure the success of the IT changes by assessing whether the vision and mission of the change has been met externally and internally. The researcher illustrates on appendix 2 the advantages and disadvantages of change in IT operation (Kumar 2014, & GB Advisors, 2017).




[bookmark: _Toc44516900]2.2 Change management model/theories

[bookmark: _Toc44516901]2.2.1 Kurt Lewin 3 Step Change Model
The researcher has examined and confirms that TSB has applied the Kurt Lewin 3 step change model, please refer to appendix 3 for change process illustration.

The application of change models leads and nurture organisational change, models allow organisations to make a radical change that minimises disruption of structure practice, making sure that the change is adopted permanently (Jeff & Beth, 2003). It has been found that most models indicate in its process of the need to make people aware that a change must be made and why the change is important (Calder, 2013). The model provides a high-level approach to change, it gives managers or changes agents a framework to implement a change effort, which can be complicated or sensitive and requires to be as seamless as possible. The models can increase awareness of how management can facilitate people and discover resistance to change and overcome it. The researcher has found that applying change models have been effective, the model's aid in strategic planning, supports the organisation to prepare for upcoming changes by using the right framework makes incremental or radical planning possible, the models describe and breakdown a process so that organisations understand and apply the principles (Lucid Chart, 2020).

It has been found that models are developed based on individuals research and experience. All models of change focus on different process outcomes (Change Management Coach, 2020). This has also been emphasised by Cameron & Green (2012) that there are a variety of approaches to manage change and to be an effective manager, organisations must select the appropriate models and approaches for particular situations. Radoslaw & Konrad (2017) agree and argue that it is difficult to find a model that is sufficiently effective across varies types of situations. According to Hussain et al (2018), they emphasise that models can support organisations to modify their strategies, process and structure. The writers argue that Lewin’s model is simple and straightforward steps of change where employees are being involved and instructed by leaders. However, additional information must be considered to adapt the steps to specific situations. See appendix 4 for further critical evaluation.


[bookmark: _Toc44516902]2.3 Micro & Macro-economic Factors
It has been stated by Mullins (2005) that organisation can only perform effectively through the interaction with the external environment of the market it is part of, as the PESTLE factors create an increasingly volatile environment and the analytical tool influences the organisation to change. Rastogi & Tridevi (2016) states that Pestle analysis comes with limitations, such as data can be outdated as soon as it has been acquired, too much data can be time-consuming to evaluate, paralysis by analysis where too much information can divert the attention of the main objections.  Cui et al (2019) express that a SWOT analysis is a strategic planning tool that is used in the decision-making process, the tool influences organisations by providing information that can identify key internal/external factors, that is crucial and relevant to achieve objectives in question. The analytical tools influence the organisations to change by identifying what is and will impact the organisation and the need to change. The tool supports businesses to determine how the factors will affect the performance and activities for longevity (Birsan et al, 2016). 


[bookmark: _Toc44516903]2.3.1 SWOT Analysis (see appendix 5A&5B)
The researcher has examined the SWOT analysis that TSB applied for change management. It has been found that the parent company and the board influenced the change to take control of its organisation because of the internal strength benefits outweighed the other risk factors of the analytical tool. The research demonstrates the findings on appendix 5B. 

[bookmark: _Toc44516904]2.3.2 PESTLE Analysis (see appendix 6)
The researcher has examined that the Technological factors has influenced the need for IT operation change;

· To have a new, enhanced IT systems, The Guardian (2018) described TSB systems as a bodge of many old systems supplied by Lloyds.
· By migrating, will give TSB control over its IT operations, therefore will allow the organisation to implement technology innovation such as the recent function developed by  Halifax; to deposit cheques on the mobile banking app, this means that customers do not have to physically travel to branch to make cheque deposits. Another function to check customer Identity, this saves time and travel for customers to not need to physically go to branch for ID check.
· AI is being used in TSB for the helpline, however functions such as voice recognition cannot be innovated without authority of Lloyd’s as the existing platform belongs to them. 
· Software’s can become outdated and incompatible, therefore continually needs innovation. 
· With new trends of branch closure announcements circulating, innovations in IT would be essential to give customers alternative ways of banking in the digital platform. 
· Technology is rapidly changing the way customers handle their finances, majority of UK banks offer customers internet and mobile banking for customers to witness their accounts and transact on it. 
· It has been revealed by The Guardian (2019) that smartphones are the most popular device that is used widely by the population to transact on their bank accounts, this is why the financial industry need to continuously innovate features and function to make customer experience as seamless as possible. Statista (2020) illustrated that 79% of adults of the population use smartphones, a mobile device that features operating systems of a computer. 
· Therefore, this indicates that the mobile app will be evolving going forward, and it is necessary that banks have the resources and capabilities to deliver these technology demands. 

As TSB IT platform is a miniature replication of Lloyd’s old platform, it is not possible for TSB to innovate and implement business process automation or incremental changes to their systems or app. By changing the IT platform, it will give TSB ownership, control, independence and innovation opportunities and acquire partners that can support progress of technology.  Banking industry need to innovate, satisfy customers by enabling features and functions on their digital services and take control of its IT operations and to do this TSB must sever its links with Lloyds. Therefore, the researcher believes that the technological factors influenced TSB to change to be competitive in the market. 




[bookmark: _Ref43826991][bookmark: _Ref43826993][bookmark: _Ref43827050][bookmark: _Ref43827109][bookmark: _Ref43827147][bookmark: _Ref43827188][bookmark: _Toc44516905]2.3.3 The need for change
It has been found that organisations need change for varies reasons, such as, profit, gaps in performance, identifying new technologies to perform better, opportunities for innovation, internal/external pressures, mergers or acquisitions and more.  An organisation need change to adapt to the changing environment to improve market position. Todnem (2005), Arcangel & Johnson (2011) emphasised that change is crucial and inevitable to any organisation and not new as most organisations are accustomed to continual change to survive in the present business environment. Change is the foundation of competitive advantage, the organisation would lose its competitive edge and fail to meet the needs of consumers (CMI, 2015 & Richards, 2019). Mullins (2005) explains that change is inescapable, and everyone is subject to continual change of one form or another, change is embedded in the organisation and social life such as; developing new features on a mobile banking app to make everyday banking convenient for customers, TSB has developed additional features on its APP, to report debit cards lost/stolen or damaged. This is a quicker option for customers to action, therefore customer no longer needs to find the contact number and call and wait in the queue to speak to an advisor. 

Change management has many drawbacks and Blanchard (2020) research revealed that 70% of change initiatives fail, therefore wastes time and money, reduction in productivity, low employee engagement and high employee turnover. Franklin & Aguenza (2016) agrees with Blanchard that failed changes have a major impact on the organisation and therefore if the implementation phase is not adequately managed, it will have risks and undesired results. Hayes (2002) argues that some organisations are good at anticipating the need for change, which gives them the advantage to invest time and effort to investigate the emerging opportunity or problem and how it can be approached. 

It has been found that many academics and professionals state that the organisation does not change but, its people do, if the change is to be implemented it can be done only by its people. Seal & Kavanagh (2015) state that organisations do not resist but its people do, if employees resist then the change implemented will be delayed, stopped or cancelled. It has been found that TSB employees and change agents were involved in the implementation phase, without the employee’s contribution, Sabadell would have not been able to successfully acquire knowledge for the development of the new systems. Mullins (2016) explains that the need for change is to thrive, perform well and develop, and the process of change must be in harmony with the organisational culture. This indicates that effective leadership and culture is crucial in the change management process.



[bookmark: _Toc44516906]2.4 Leadership Involvement
[bookmark: _Toc44516907]2.4.1 Leadership
It has been found that Hao & Yazdanifard (2015) argue that without leadership the organisation cannot change. This is because effective leadership is one of the main factors in bringing positive change by inspiring, motivating and internal cohesion to facilitate change. Leaders have the power and ability to influence or change values, beliefs and attitudes of another person, therefore a strong leader can be a role model to followers. Leaders that can effectively achieve good results can gain trust and admiration of their followers or employees, this can advertently change followers’ values and behaviours to achieve organisational objectives. According to Atkinson & Mackenzie (2015), if an organisation has no effective leadership, the organisational change will be impossible, this is because there is no one to lead and motivate the people for change with no clear direction. Effective leadership not only influences change, but it also shapes the organisational culture. Hao & Yazdanifard (2015) argue that positive culture generates lots of benefits for the organisation, the culture can empower and motivate the people in the organisation to learn and teamwork. When leaders lead effectively, it will reflect on the performance and sustain the organisation in the present complex business environment. Atkinson & Mackenzie (2015) emphasise that organisations that are driven by leaders with strong values, will progress rapidly and take the organisation where managers can only imagine.

It has been identified that the complex areas of the change process are the IT operations, this has been identified in 2.1, it has also been identified that the organisation culture has changed after the implementation.

[bookmark: _Toc44516908]2.4.2 Culture
The researcher has examined and found that the culture of TSB has been changed after implementation. This change in culture was not part of the aims and objectives of the proposal. In the planning phase, TSB leaders reassured and notified all lower-level staff that their employment contract remain unchanged. Due to complication of the outcome of the change, the board announced that forthcoming staff bonus in March 2019 had been replaced by a fixed bonus of £1500 at the end of 2018 as a reward for handling the fallouts of the change (The Guardian, 2018A). This may be a marvellous gesture from the leadership team; however, this was in contradiction to what was reassured at the planning phase. Staff who have achieved pioneering status on the appraisal system have been disadvantaged, if TSB had rewarded staff as per employment contract then staff would have received a higher value than £1500 in March as anticipated. It has been found from primary research that TSB used coercion approach towards staff, therefore staffs did not have a choice but to accept it. The culture has changed as the psychological contract has been impacted, the employment contract conditions were impacted, and staff have lost trust and faith in the leadership. This has developed uncertainty of how staff feel about the leadership. This severely impacted the culture, though it is temporary, it has developed bitterness between staff and seniors, therefore the researcher believes that in future innovation it may be difficult to influence the behaviours of staff. The researcher believes that the leaders hindered the culture change by deriving staff of their reward, therefore advocates may have slipped back into apathetics pool. TBU (2018) expressed on behalf of the TSB staff that this announcement was unpopular, unwelcomed and disappointing. Primary research has demonstrated that internal change agent has departed from the organisation, however it not been confirmed whether this was due to culture change (Doherty, 2020).

[bookmark: _Toc44516909]2.4.3 The Leaders
The researcher has examined and found that the leaders had been involved and helped during the planning and implementation phase. The leaders were involved in supporting the technicians with replacing the IT systems in the branches and operational centres throughout the UK. Hard-drives replaced with computer tower system developed by Sabadell IT team and removing desk telephone. The team leaders supported staff with special requirements, they did this by reassuring staff that the change will have few or little effect on them, such as supplies for screen reading filters will continue, the private workplace will still be provided and by downsizing the drive and removing of telephone set would give more workspace opportunity to keep desk organised to avoid distraction and carried out a workplace needs assessment to ensure that the leaders have provided the necessary facilities for staff with needs. Leaders reassured staff of the banking procedures will remain unchanged, continue to service customers the same. Leaders facilitated staff by coaching them on the new IT systems and navigation through role-plays and practising scenarios. The leadership team effectively communicated to all levels of the hierarchy, by briefing staff of the change update and process, notification of change issues, and the delays. The leadership continued to appreciate the staff’s patience through message. Leaders notified every one of the dates the new IT device will be installed and demonstration of the functions and features of the new device and how to connect to the monitor. The team leaders reviewed the annual leave data, the data illustrated, the staffs who have booked annual leave during the migration weekend, therefore leaders pre-arrange coaching or meeting to update the outcome of migration such as issues on technicalities to support staff with efficiency (Doherty, 2020). 

[bookmark: _Toc44516910]2.5 Change Agent
It has been described by Van Den Berg et al (2019) that change agent is either external or internal individuals who assist in an organisation by coordinating, triggering, transforming and facilitating a change effort. Change agents can be senior managers or members within the organisation who have been specifically assigned to manage the change process by their knowledge, capabilities and performance. See appendix 7 & 8 illustration of change agent advantage/disadvantages. Change agents focus on the people of the organisation, to influence behavioural change in people. To investigate the reasons why people are resisting and determine steps to remove obstacles and bring about success. They are the advocates that favour the need for change and initiate ways to engage with apathetic to participate. It has been stated by Investors in People (2020) that an effective change agent will know the benefits change will bring. They understand the people by applying emotional intelligence and find ways to help people by educating and clarifying the need for change to improve performance. Change agent facilitates by designing or contributing towards the development of the new proposed systems, tool or process. It has been found that Lunenburg (2010) evaluates that the success of change depends highly on the quality and workability of the relationship between the change agent and decision-makers of the organisation. 

[bookmark: _Toc44516911]2.5.1 TSB Change Agent
The researcher has examined that TSB used internal change agents; the change agents were assigned from all levels of the hierarchy. Line managers, telephony, retail, fraud, lending, branch staffs, and senior managements. The change agents were assigned due to their competencies, knowledge and they all believed in the change. TSB change agents were used in the development of the IT system, the agents from each operational department travelled to Spain and disseminated knowledge to support Sabadell in the creation of the systems and its functions.  The change agents influenced the apathetic by applying Kotter’s and Schlesinger’s approaches to overcome resistance at the un-freeze phase. Line managers who also were change agents educated by communicating the benefits of the change and how it will not impact staff or their working conditions. This is how line managers influenced and transitioned apathetic and incubators into advocates by the presence of psychological contracts and existing teambuilding, trust and cohesion. It has been found that the reward and recognition of the environment support levers was not applied to the change, the Seven levers of change is a foundation to help employees to think about the change. It has been argued by Mckinsey (2014) that the levers of change can make a change sustainable as well as bring tremendous value to the organisation.



[bookmark: _Toc44516912]3.0 Conclusion
The researcher has examined and has identified that the application of change agent has worked well, by influencing, and facilitating the people in the organisation to support the change. Effective communication during the planning and implementation phase, leaders communicated effectively with the hierarchical structure. 

The researcher has identified areas of further development to aid in planning and implementing in the future change proposals.

It has been found on 2.4.2 that at the re-freeze phase the culture had been changed, TSB need to improve the culture, as mentioned on 2.3.3 the people in the organisation change not the organisation, if employees resist change due to past experiences, then any future proposals will be futile.

TSB did not monitor the efficiency of the new IT systems, the researcher has examined that during the application of the SWOT analysis tool at the planning phase, TSB identified the threats of IT technical issues, however, did not set up a plan of action, nor take the opportunity to monitor the systems or live testing prior the actual implementation. Therefore, this impacted majorly at the re-freeze phase. The leaders were diverted of the success of resistance being broken down, and advocates influencing apathetic, the leadership ignored what was important, by dealing with what they thought was urgent, at the expense of what was crucial in the planning and implementing phases. This is why things started to go wrong, although the implementation did happen, the re-freeze phase was disruptive and chaotic, this is because the SWOT analysis was not conducted appropriately, the consequences of these IT failures and meltdown impacted the organisations reputation, the workplace culture and the breach of the psychological contract. The researcher believes that if TSB had used external change agent, then the implementation could have possibly been better, this is because of the pros such as they have diverse expertise in different situations of change. The external change Agent could have potentially mitigated risks, by structuring and designing a clear change effort or reflecting on their past experiences and applying it to this change process. 




[bookmark: _Toc44516913]4.0 Recommendation
The researcher recommends that:
· TSB conduct SWOT analysis thoroughly, ensure that all the internal and external findings have a solution. 
· Complete additional Risk analysis at the planning phase – this process identifies and analyses potential issues that could negatively impact the organisation, this analysis supports the organisations to avoid or mitigate risks.
· Measure and evaluate the efficiency throughout the implementation phase, this can support in redirecting the leaders and change agents from diversions.  
· As mentioned in 2.3.3 that change must be harmony with the organisational culture, and it is recommended that TSB improve its organisational culture, by improving the culture will improve the environment and quality of work. It has been found that Forbes (2014) suggest that to rebuild trust in the workplace, the organisation must take accountability for restoring trust, listening with empathy and acknowledging disappointment that is associated with broken trust.
· Plan a repair strategy to fix work culture.
· Apply the Environmental-Support Levers – leaders ‘walk the talk’ leading by example and rewarding and recognising the efforts of the employees. 
· Hire external Change Agent – that can oversee areas that could cause barriers and risks.


[bookmark: _Toc44516914]5.0 Appendices
1. [bookmark: _Toc44516915]TSB Key Dates:

	2008
	· In 2008 due to government bailout, European commission ordered Lloyds to sell 600 plus branches


	2013
	· Newly founded in 2013, Lloyds re-launched TSB as a separate, standalone financial institute with 632 branches (LBG, 2015).


	2014
	· 2014 Lloyds listed TSB on the London Exchange Market


	2015
	· 2015 Lloyds sold TSB to Sabadell Bank for £1.7 billion (The Guardian, 2015).

	2018
	· TSB severed ties with LBG and migrated to Sabadell’s IT platform






2. [bookmark: _Toc44516916]Advantages and disadvantages of IT operations in change management.
	Advantage
	Disadvantage

	· Cost effective –everything is computerised and streamlining business process to simplify tasks, this aims to increase efficiency, therefore increases productivity which generates profits and less strenuous working conditions. 
· Time – with IT systems operation 24 hours, gives customers satisfaction and flexible working hours for staff.
· New job creations, such as, programmer, analyst, hardware, software developer, web designer and more new employment opportunities in the IT operations.
	· Cost for Investments – implementing a new business process involves a large investment, this factor is contrasted by measuring the efficiencies of productivity.
· Unemployment - IT operations can create job redundancies due to business processes being streamlined, and AI webchat replacing humans.
· Privacy – IT can have security issues, such as phone signal interceptions or email hacking.
· Job security issues – with continuous technology developing and changing rapidly, staff require to constantly learn and enhance skills to keep jobs secured
· Compatibility – to avoid delays and disruption during migration of IT upgrades, it is important to ensure that businesses develop systems that are compatible universally, as this issue has major impact the efficiency. 





3. [bookmark: _Toc44516917]TSB application of Kurt Lewin’s 3 step change model.

Step 1 - Unfreeze phase - realising the need for change
· Triggers for change were due to TSB being sold by LBG to Sabadell Group and high expenditures
· TSB board of committee and Sabadell reviews its ROI, operations, financial statistics that concluded that TSB no longer needs to rent LBG IT platform to operate and service customers. 
· Sabadell has its own IT platform and it is a requirement and essential that Sabadell has control of its subsidiaries. 
· The board decided that it was time and relevant to sever its link with LBG, which could potentially save TSB over 100million per year. 
· To migrate to Sabadell system would be cost-effective for the foreseeable future. 
· To offer more digitalisation for customers that is possible with Sabadell IT alliances. 
· This is the stage where TSB have applied internal and external analytical tools to understand and evaluate how likely factors would impact the change proposal before implementing the radical change. 
· TSB announced and informed the change to all the staffs of the hierarchy. 
· It has been found from primary research that during this stage TSB looked at resistance to change by applying Kotter’s and Schlesinger model, the model identified barriers and used the approaching model, where staff were concerned about their employment contract and how the change would impact them. TSB communicated Q&A during team meetings and educated staff of the employee contract and their rewards and bonus.
· With staff who has a low tolerance to change and needed special support, line managers facilitated and supported them with adequate training and coaching. 
· To ensure that staff participated and remained involved the CEO announced the change 18 months before the actual migration date, continued to keep staff informed through staff portal and direct messages.
· The researcher did not find evidence of any coercion approach (Doherty, 2020).

Step 2 - Change phase – Doing things differently
· Representatives voluntary staff from each department of TSB travelled to Spain to share procedures of services of retail enquires with Sabadell IT technicians, this enabled Sabadell to develop a IT system that has all the features and enablers to function everyday banking such as; Direct debit recall or indemnity claim, complaint procedures, change of address, fraud preventions, credits and so on.
· Monthly updates briefings from the leadership team to all staff of the hierarchy 
· Trainers- advocates and line managers are trained on the new systems, processes of the new platform, how it will operate
· HR, finance, operations trained on adopted new systems
· Line managers and trainers coached and trained sub-ordinates to answer customer queries effectively 
· All staff are trained on tester systems
· Branch staff are trained on tester systems
· Removed old software/drive 
· New software and drive installed 



Step 3 - Re-freeze phase – acknowledge new normal and success
· The change has been completed
· TSB are continuously monitoring for risks, inefficiencies
· To sustain the change TSB have hired third parties to support the technical aspects of the change (Business Telegraph, 2020).
· Staff reward temporarily changed (The Guardian, 2018).
· Training reviewed to ensure managers and sub-ordinates are confident and compliant providing service
· Coaching continues every month to support and facilitate staff
· The board and leadership team restructured.


4. [bookmark: _Toc44516918]Change management models/theories
The researcher has found that Galli (2019) argues that models of change are different, such as; Kotter’s model pays more attention to change from a senior management perspective. Galli suggests that adopting Kotter’s model when organisational change starts with senior management is much more effective, whereas Lewin’s model is focusing on reducing the resistance force. Cameron & Green (2012) observation concluded that Lewin’s model is used by management as a planning tool rather than a development process, they also believe that the model does not tackle resistance and failed to harness the energy of the key players, such as; employees. Although Lewin’s model has been criticised the researcher has found that many academics and practitioners cite Lewin’s change model and believe it is the classic or fundamental approach to managing change (Cummings et al, 2016).


5. [bookmark: _Toc44516919]A) TSB SWOT Analysis
	Strengths
· New owner has technological platforms
· UK based not global, better to manage during migration
· Previously experienced small migration and re-launch
· Sabadell has completed successful migration in the past

	Weaknesses
· Not independent
· Controlled by Competitor
· No backup plans 
· Government interference
· Having to pay competitor £500m in fees 


	Opportunities
· New customers
· New products and services
· saving money on fees for IT systems
· New digital service for customer experience
· Creativity and innovation
· Teamwork
· Restructure management
	Threats
· Risk management
· Customer dissatisfaction
· Migration issues
· IT failures
· Employee resistance







[bookmark: _Toc44516920]5. B) Illustration of TSB SWOT analysis

· The strengths of the organisation that influenced the change is that TSB has previously been involved in migration in the past, where Lloyds relaunched TSB as a standalone bank in 2013. 
· Parent company Sabadell have experienced migration and IT integration in the past. TSB is confident in Sabadell due to its reputation of acquisitions and its global presence in the financial market and deemed the change appropriate. 
· TSB is UK based, which means that the migration would be easier to manage as it is not global. 
· Lloyds contributing £450million towards the migration.
· This change is of the IT operations and systems that are used to service customers, the process of day to day banking did not need changing it is the system, therefore staff only need training on navigating efficiently on the new systems to service customers.
· HR have stored knowledge and experience on previous change undertaken, HR has used stored reports/knowledge to anticipate the training schedules for staff that will have minimal effect on customers, such as training. 
· HR measuring how many staff completed training, questionnaires to analyse how many staff require additional support.
· HR assigning roles and responsibilities to internal change agents from previous change records.

· Weakness – no independence, no innovation opportunity, need to continue paying fees to Lloyds to use the IT system during the transition. 
· Cost/expenditures – not appropriately forecasted how much the migration will cost.


· TSB believed they have the opportunity to save on financial resources by using existing training systems to train employees. 
· This system ‘DAY 1’ is fit for purpose and cost-saving and there is no need to hire third-party consultants.
· To anticipate the results or outcome of this change TSB have the opportunity to apply Kurt Lewin’s force field analysis, this model can be used to measure the forces for and forces against this change, by analysing the outcome, TSB can decide whether to stop or move forward, with the change.
· The new IT platform will give innovation opportunities on digitalisation for customers. 
· TSB have been scheduling role play scenarios to prepare staff, and for technical issues (Doherty, 2020).  

· The threat is that employee resistance, to support employees with the change and acceptance, TSB line managers have applied the Kubler Ross model. The model has supported management to predict the way staff were likely to react, such as staff with special needs, require additional support getting familiar with the new computer drive and procedures, reassurance that support is readily available in their transition. 
· Possible migration issues and IT failures. 


6. [bookmark: _Toc44516921]Pestle Analysis of TSB
	Political
· FCA regulations
· Bank of England regulations
· Government policies
· Code of conduct
· BREXIT
	Economic
· Inflation
· Consumer spending
· Disposable income
· Exchange rates
· Interest rates
· Taxes 

	Social
· Spending habits
· Demographic
	Technological
· Emerging technology
· Obsolete technologies
· Fintech
· Competitors Blockchain
· Smartphones – mobile banking APP
· Online banking
· AI

	Legal
· Employment law
· Responsible lending
· FCA
· Health and safety
· Risk management
· Advertising and marketing 
	Environmental
· CSR







7. [bookmark: _Toc44516922]Internal Change Agent advantage/Disadvantages
	Advantage
	Disadvantage

	· Cost-effective
· Better understanding and knowledge of the organisational culture and structure.
· Time-saving
· Access to varies information’s, data and direct observations.
· Not a threat to the organisation
· Has good rapport and trust between colleagues 
	· Internal agent may lack respect from colleagues, and even if was to be respected they may not have the power within the organisation to get things done (Nordvall, 1982).
· Internal agents may not have all the skills a professional change agent possesses.
· Maybe biased, accused of favouritism.







8. [bookmark: _Toc44516923]External Change Agent advantage/disadvantages
	Advantage
	Disadvantage

	· Professional consultants who are experts in the field of organisational culture and development (Gerwing, 2016).
· Varies diverse experience and expertise that is unavailable internally.
· Impartiality
	· Costly/expensive for the organisation
· External change agent does not have the knowledge or understanding of the organisational culture, which can cause conflicts.
· Require additional time to familiarise themselves within the organisation.
· Organisations may feel threatened by the outsider.
· Scurrah et al (1979) hypothesis confirmed that external change agents can be a threat to the harmony, authority structure and overall effectiveness of the organisation.
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