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Executive Summary
This report deals with critical evaluation of the changes implemented within McDonald’s during the pandemic, to keep up with organizational profitability and customer experience, while focusing on the impact of the same on the different aspects of the chosen organization. The report helped in understanding the major change of digital, delivery and drive-thru, as adopted by McDonald’s and the ways in which the leadership, organizational culture and management were impacted by the same. The ways in which managing this major change was made possible within McDonald’s has also been explored, along with a brief analysis of the internal and external factors playing a role in influencing the major change being discussed herein

Introduction
Business environment refers to the collection of internal and external factors that impacts the strategies employed by organizations, for its functions with the chosen market segment. Any changes in one or more of the factors mandates changes to be implemented within the operational systems and strategies of the businesses, to cope up with the change and continue their functionalities. McDonald’s is a fast food corporation established in America which was founded in 1940 (Cherunilam, 2021). A change can be defined as the initiative or solution that has been introduced within the organisation for the purpose of improving the way all the activities are being carried out within the organisation along with solving different problems or taking advantage of an opportunity that will enhance the outcome of the business. Having a better understanding of change helps the organisation focus on formulating strategies that are suitable for them to deal with the changes and responding to the changing internal and external factors. 
[bookmark: _Toc98181564]Background of McDonalds
Historical development
Maurice and Richard McDonald started McDonald’s started in 1958, through the conversion of drive-through barbeque restaurant to a burger and milkshake joint. The unique business model of the restaurant allowed it to serve its customers twice as fast as its competitors and even opened self-service counters for the purpose, which was a new concept. The company opened its first franchise restaurant at Phoenix in 1953 and in 1954; Ray Kroc bought the rights to franchise McDonald’s restaurants across the country. The recognizable logos of McDonald’s namely the Golden Arches and that of Ronald McDonald was launched in the period of 1962-1963 and the company has been in operation ever since, probing into different sectors within the food industry and currently has more than 12,000 stores operating in the major cities of the world (Reed, 2020).
Overview of products and services
Burgers, fries and shakes were the first items that had been offered to the customers by the company and thus, have been the core products, which have remained included within the offerings list and till the present time, are one of the most-sold items by McDonald’s. Hamburgers, different types of vegetarian and non-vegetarian sandwiches and wraps, French fires, soft drinks, desserts and breakfast items are the major products offered by the company, along with several other improvisations as per the localities in which the company serves (McDonalds, 2020).
[bookmark: _Toc98181565]Main Findings
The Covid-19 pandemic adversely affected the businesses in almost all sectors owing to the mandates of social distancing and the fear generated amongst the public regarding contracting the virus. With the advent of the pandemic, McDonald’s had to suspend its takeaway and dine-in facilities, for strategizing and assessing the health and safety measures that could be implemented within the settings for safe delivery of service; however, the drive-through and delivery services offered by the organization continued to be fully functional (Patridge, 2021). McDonald’s adopted the new growth strategy of “Accelerating the Arches”, which focused on increasing the competitive advantages of the company and working towards enhancing the customer experience, increasing their loyalty (Kowitt, 2020). Developing McDonald’s mobile app, fostering Mobile Order and Pay as well as  for self-order kiosks, while maintaining compliance with the 3D’s- Digital, Delivery and Drive-thru, enabled McDonald’s to cope up from the adverse impacts generated on the sales and profitability of the company during the pandemic. The digital innovations  that fostered personalization and offering the core products for which McDonald’s is well-known amongst the population enabled reducing time required for serving the drive-thru customers by thirty seconds each and enabled in accommodating 300million additional cars in the whole year, in the drive-thru facility, thus recovering the sales performance of the company (Lucas, 2021). Information regarding the changes was conveyed to the customer through the McDonald’s app, social media pages and the company website, to ensure awareness and positive customer engagement.
The market share of McDonald’s within the fast-food market was 21.4% in 2019, which was significantly high from the rest of the notable competitors of the company in the UK, like KFC and Starbucks. Owing to the pandemic, there was a small dip encountered in the sales and profitability of the company, which McDonald’s efficiently overcame through implementation of innovation. In 2021, the net sales of the company rose by 14.2% and amounted to 6.2billion USD, while the same-store sales increased by 12.7% from that in 2020 and by 10.3% from that in 2019 (McDonalds, 2020). 
[image: ]
Fig: Profits earned by McDonald’s from 2006 to 2021
(Source: Macrotrends, 2021)
McDonald’s focused on increasing its innovation capabilities and incorporating changes into its service delivery model, so that the restrictions imposed owing to the pandemic could be complied with and the customers could be provided safe access to services (Martina et al., 2021). With the closure of the take-aways and dine-in facilities, McDonald’s reemployed their staffs in drive-thru and Mobile order-and-pay delivery facilities, ensuring that there were no major job cuts (Patridge, 2021). This also facilitated meeting the changes in the technological demands of the target customers and satisfying them. The health of the employees was prioritised and sanitization facilities was incorporated, along with granting leaves to the employees whenever they fell sick, without any deductions from their salaries (Kukreja, 2021). The changes incorporated mainly included digital knowledge and awareness, for which the employees were teamed up and they were provided basic instructions by the experienced leaders and managers.
Personalization of the orders and setting up digital boards in the drive-thru facilities eased the ordering process for the customers while also allowing the employees to note down the orders efficiently. The self-service counters were opened at few takeaways, to facilitate quickening of the delivery process and reducing contact between the staff and the customers (Mukherjee et al., 2022). The leaders also provided guidance to the employees during the initial phase of service delivery during the pandemic, to make them accustomed to the changed working environment. The menu was also shortened and only the core products of the company was offered, so that there was no confusion and the pressure on the employees was also low. Vegan variants of the core products were included, to satisfy the changing demands of the target customers within the market segment (McDonald et al., 2021). The price of the products was maintained as is, so that the customers had no problem in availing the products, despite a slight fall in their disposable income, during the pandemic.
McDonald’s employs a lenient and process culture, wherein the well-being and satisfaction of both the employees as well as the customers are focused upon, besides considering the profitability and sustainability aspects of the company (Cummins et al., 2020). This culture allowed McDonald’s to maintain agility in their systems to understand and innovate technologies that could help them cope with the changed market conditions during the pandemic as well as align all their employees to meet the changed work roles and expectations. In order to understand and analyse the organizational culture and its influence in the change procedure, it is important to understand the organizational culture of McDonald’s. The organizational culture McDonald’s follows four different priorities. The first one is that their organizational strategy is people centric. Secondly, the employees are driven towards learning capabilities. The third one is the learning prospects of the company. And last but not the least is diversity and inclusion (Faupel and Süß, 2019). 
PESTLE Analysis for identification of the causes of the change and its impact
	Factors
	Impact

	Political
	· BREXIT and the consequent regulations have impacted the supply chain of the company adversely (Lucas, 2021)
· The operational strategies as well as the employee base of the company has also been adversely impacted post the formation of Britain as a separate country, with new trade laws and policies (Lucas, 2021)

	Economic
	· The lower rate of growth of GDP within the UK
· The lower disposable income of the population
· Incidences of currency fluctuations globally (Smith, 2020)

	Social
	· Increased health consciousness amongst the major target customer groups of the company, especially in the face of the pandemic (Kukreja, 2021)
· Increased trends of veganism globally, as well as within UK
· Increased demands of drive-thru and takeaways rather than the conventional dine-in fast food eateries (Smith, 2020)

	Technological
	· Rising trends of virtual kitchens within the market segment
· Technologically enhanced kitchens utilizing AI, to reduce errors in service delivery while enhancing the response time (Kukreja, 2021)

	Environmental
	· Mandates for contribution to CSR initiatives by the British Government such as reduction of greenhouse gases
· Mandatory contribution to sustainability and environment conservation, while reducing the adverse impact of the company on the environment (Hommerová et al., 2020)

	Legal
	· Strict regulations related to company operations, food safety, preservation and maintenance of hygiene within the company
· Changed trade laws and policies post the BREXIT



SWOT Analysis 
	Strengths
· Global presence with relevant local offerings for all the countries
· Continuous and efficient innovations facilitated within the operational systems
· Franchise-based model of operations and management (Franceschelli et al., 2018)
	Weakness
· Data breach incidents that portrayed a weak cyber security and data management system 
· Food safety issues in few developing businesses
· The deemed failure of the Walmart-McDonald’s collaboration in the post-pandemic era (Gizaw, 2019)

	Opportunities
· Increase in the demand of the drive-thru facilities during the pandemic
· Newer growth and expansion opportunities that can be tapped by the company in the Asia-Pacific region (Franceschelli et al., 2018)
	Threats
· Intense competition in the fast-food sector
· Increase in the health consciousness amongst the millennial, youth and Gen-Z populations, which are the major target customer groups for the company (Cummins et al., 2020)



The involvement of leaders and leadership in the organizational change procedure is important. For the McDonalds organization, their leaders have played the major role in bringing change in the delivery procedure within the corporate culture. One of the major roles of involvement of leaders and leadership is that they act as sponsors. In other terms it can be said that leaders within the selected corporate culture, McDonalds play the major role as advocate in order to deal with the risky situations while adopting change in the corporate culture (Bakari et al., 2017). The leaders being advocates, carry on with the initiatives as planned without any fail even if the strategies are ought to change and manipulated (Bakari et al., 2017). Secondly, while bringing up change within the selected corporate culture, McDonalds, the leaders would act as role models. The leaders with the help of leadership take the very first step in order to focus on the complex areas which are required to be solved in order to undergo the change within the selected corporate culture, McDonalds (Han, 2021). The employees are then follow up the leaders and maintain their consistency in their performance level based on which they perform their own roles and responsibilities so as to make the induced change successful in nature for achieving organizational sustainability (Bakari et al., 2017). The third most important role that the leaders and the leadership play with their involvement in the organizational change procedure is to undertake and implement decisions. The leaders of the organizations across the globe including the selected corporate culture, McDonalds have contributed with their decisions regarding the procedure how to induce organizational change and improvise the delivery system of the company in best possible manner (Mukherjee et al., 2022). This means that the decision making ability of the leaders makes them eligible to deal with the complex areas of change and implement authoritative initiatives. Thus, it can be said that the leaders are decisive in nature in terms of implementing organizational change (Bakari et al., 2017). 
Apart from all these roles, there are several activities which the leaders of the companys across the globe including the selected corporate culture, McDonalds are able to implement while initiating the organizational change procedure (Faupel and Süß, 2019). The first and the foremost activity is to communicate and initiating the habit of interacting among the other leaders and employees of the company. As already discussed above, that while undergoing change several initiatives and strategies are required to be implemented. And for all these, communication plays the key role. Regrading every plan and innovative strategies, multiple messages and information are required to communicate with each other among the employees as conveyed by the leaders. This is how, they become transparent and stay consistent while undertaking business changes while dealing with complex issues (Faupel and Süß, 2019). Last but not the least, the leaders hold accountable of the results irrespective of positive and negative of the change induced within the corporate culture. In this way, the obstacles of the organizational change are mitigated and the complex issues are resolved by the organizational leaders. 
The influence of such cultural values within the selected company, McDonald’s change procedure has helped the management team to gain competitive advantage of the business. Such cultural values have predominantly blessed the selected company, McDonald’s to undergo the change that is the improvisation of the delivery system in much successful manner. The culture of the selected company, McDonald’s comprise of not only values and ethics but also norms and legal prospects as well (Schulz-Knappe et al., 2019). Thus, it can be commented the fact that the organizational culture develops the sense of understanding regarding the identity of the induced change so as to gain higher and bigger competitive advantage. In order to induce authentic change regrading the development and improvement of delivery system, the organizational culture play the major role. Without the proper culture of the company, it becomes impossible for the companys across the globe to bring the change and work as per the change (Schulz-Knappe et al., 2019). As a result of this fact, in the selected company, McDonald’s, several strategies and innovation planning has been implicated within the work culture, on the basis of which, several changes have been introduced and implemented within the organizational culture. 
McDonald’s in the recent years have introduced several changes in the delivery procedure or the system. All these have been procured not just due to the COVID 19 pandemic situation, but also due to various reasons. McDonald’s have introduced their own mobile application despite having their official website due to the adoption and the implementation of digitalization within the organizational culture. As a result of digitalization, the online booking for the delivery service has been introduced (Schulz-Knappe et al., 2019). Initially, people used to call at the given phone number and used to book for the orders in order to procure delivery service. Other than this, in the recent few years, there has been many changes in the delivery system. One change is the maintenance of hygiene. This is because the infections rate among the people across the globe has increased to a great extent due to several diseases (Fernandez and Rainey, 2017). As a result of this fact, for example due to the pandemic situation, all the delivery persons have been fully vaccinated without which they are not allowed to attend the delivery process. Secondly, the delivering directly to the customers have been omitted. The delivery person takes small tables where they would keep the items and then the respective consumers would pick up their items. These are the recent changes which have been opted in the service delivery process or system within McDonald’s (Fernandez and Rainey, 2017). This is because, management of health prospects of the consumers and to plan about their well being is their priority and is included within their organizational culture. Thus, precisely it can be commented the fact is that the organizational culture greatly influences the change procedure within the culture of McDonald’s in best possible manner. 
There are several change models which have been implicated within the culture of McDonald’s for inducing business change. Some of the models or theories are as follows:
Lewin’s 3 stage model of change
The first and the foremost change model that has been implemented and introduced within McDonald’s is the Lewin’s three stage model of change. This particular model has exclusively been introduced by the Kurt Lewin (Hussain et al., 2018). The first model is Unfreeze which enables the management team to eliminate the presence of existing activity and assist the team to prepare the implementation of new change within the corporate culture. The second step is the change stage which enables the management team to implement the change that is required to be induced within the corporate culture. Last but not the least, is the refreeze stage where the implemented new change is preceded and executed by the organizational culture so as to bring desired success (Hussain et al., 2018). This model has been implemented in other organizational situations so as to meet the demands of the growing and demanding consumers and market competition (Martina et al., 2021).  
McKinsey 7 S model 
Change agents are individuals who have the responsibility of helping an organisation transform the ways in which they operate. They focus on the employees and their interactions that take place between them. A change agent helps in promoting, enabling and supporting various kinds of changes that take place within the organisation. This complex model has been initiated in order to deal with the uncertainties imposed due to the COVID 19 pandemic. This particular model has been implemented in order to introduce change and manage the changes during the pandemic situation (Salvarli and Kayiskan, 2018). The author have already explored that when something wrong has happened within the company, this model of change is initiated and thus for pandemic situation, the McKinsey 7 S model has been implicated (Salvarli and Kayiskan, 2018). 
[bookmark: _Toc98181566]Conclusion
To conclude, the change while leading and management though is flexible for the organizational growth, however it is quite dynamic and risky as well. This is because of the fact several ideas, innovations, strategies, planning’s as well theories are required to be implemented as per the organizational situation and market demands. The report helped in understanding the major change of digital, delivery and drive-thru, as adopted by McDonald’s and the ways in which the leadership, organizational culture and management were impacted by the same. The ways in which managing this major change was made possible within McDonald’s has also been explored, along with a brief analysis of the internal and external factors playing a role in influencing the major change being discussed herein. 
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Appendix
	List of Activities 
	Procedure to improve 

	To develop roadmap 
	It is very important to create, develop and to design a roadmap for the company. This is because of the fact, the companies across the globe including the selected organizational sector have become quite challenging in nature and is indeed dynamic as well (Salvarli and Kayiskan, 2018). Therefore, as a result of this fact, it is much essential for them to create a roadmap where latest strategies and innovations would be comprised of as per the growing market demands 

	Risks management technique 
	The organizational risks are also dynamic in nature. As per the growing market demands, the risks are also increasing. Even with the increase in the business reputation the risks are also increasing (Martina et al., 2021). Thus, for mitigating its impact, the risks management techniques need to be opted and monitoring system also need to be implemented within the organizational culture.

	Improve communication 
	Both verbal and non-verbal form of communication need to be conducted within McDonalds. Clear form of communication needs to be presented for better understanding (Martina et al., 2021). 
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