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[bookmark: _Toc130561594]Executive summary 
The report will look at operational changes, leadership changes, which includes an examination and evaluation of the leadership changes, Swot analyses and Pestle analyses, and discuss the culture of Barclays, changes agents' involvements, and impact of change models and theories on the organisation change process.
The pestle analysis and research has shown that Barclays is undergoing a major change due to the adoption of newer technology. This includes closing down branches, investing in A I technology and machine learning, and focusing on corporate social responsibility. This means that businesses must stay abreast of the developments and adapt their operations accordingly. 
This report uses the Kurt Lewins 3 stage and Kotter’s 8 step model to implement the change in Barclays. These models identify different ways of implementing change as well as highlight the benefits and risks of the change. These models will be used to solve the problems that arise from change.
The change agents also played a crucial role in the implementation of the change by helping employees overcome the barriers and creating an understanding of the change to make sure the change is a success. 
Barclays Leadership role helped them transition smoothly by ensuring good communication and providing employees with the right tools and knowledge to implement their vision and goals. Hendy's model suggests a task culture as well as a role culture, which is beneficial when a company is growing or looking to produce new goods or services. Barclays has trained 16,000 employees to become tech-savvy, using internal and external change agents. Branch managers are key decision-makers in their communities.
In this report it has been concluded businesses should invest in change to stay competitive as well as grow as business. This has shown that business who haven’t invested in to change have lost competitive edge in market and lost its market value.
The main recommendation is that organisations should use technology and innovation for the change as well as make sure change agents are involved in the planning stage. There is also a PDP for managers and employees. 
Businesses using bottom-up approach can help with change to be smoother.
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1.0 [bookmark: _Toc130561595]Introduction 
The report will be using wide range of textbooks, websites, journals, to conduct this report. The report will be looking at the operational changes and leadership as well as why these changes occur within the Barclays organisation. Moreover, it will identify describe the involvement of leaders from within the organisation in the planning and implementation of the change process. There will also be a SWOT analysis & Pestle analysis on Barclays bank which will identify the main drivers for the change. The report will identify and discuss the culture of Barclays using, Handy models to describe what they do. The report will also discuss the change agents’ involvements. Furthermore, the report will critically review & discuss the impact change models and theories have on the organisation change process and recommend improvements that may help Barclays. 
This report was asked by the Executive committee of Barclays bank on 10th February 2023 and submitted by 24th of March 2023, with recommendations.



[bookmark: _Toc130561596]2.0 Main findings

[bookmark: _Toc130561597]2.1 -Background of Barclays 
Barclays was constructed over centuries, making their longevity an incredible accomplishment given the numerous financial crises, geopolitical conflicts, and agricultural, economic, and technical revolutions that have occurred over the course of those centuries. (Barclays, 2022).
It provides banking and financial services. Barclays is a UK multinational investment bank and financial service company founded in 1690 and the head office is located in London, its businesses are spread out to more than 50 countries with 4750 branches. Barclays focuses on four sectors wealth management, investment management, corporate banking, and personal banking. It operates under 2 businesses. Barclays UK and Barclays international initially start the firm as a goldsmith banking expanding its banking nationwide. It trades Under the public sector. 
Barclays employs 83.000 globally and is listed on the New York Stock Exchange as well as the London Stock Exchange on the FTSE 100 it is listed as #391 in Forbes list by market capitalisation and #19 as of May 2021. (Barclays, 2022).
Its profit and loss account showing it is in surplus from 2020 to 2022 shares have increased in value and its gross income. 
Barclays holds the largest number of customers to its rival banks in the UK in total of 48million. For 2021 Market share for 2021 being the largest bank is up by 11.93% by assets.
Annual profit 4.758 million (Market share (2022).

[bookmark: _Hlk129113289]
[bookmark: _Toc130561598]2.1.1 Change Implemented
Barclay’s operational change
In 2012 Barclays launched its online App moving customers to its online banking service changing the way they operate this transformation was leading them to provide services through its digital capability paving the way for advance technology. This meant Barclays would have to change the way it operates there for would need to consider how it operates its branches not only will they need to train its employees how to manage its customer needs via online this would also impact employees/customers that have been normalised with the old way of doing things as they will need to adapt to the change this change would require all its staff to be trained. Employees may also find this a threat because knowing that technology is taking over jobs their job security may be of concern, they may also be scared that they may not have the necessary skills to carry on the way they used to. They’re for the right strategy to implement the operational changes.
When bringing about change Barclays leadership team will need to consider how they enforce this change, what areas need to be focused on by their managers and how it will impact the organisation.
Using Kurt Lewins 3 stage model of change (Unfreeze, Change, refreeze.) can help identify where there may be barriers to the change.

Operational change 
The study of organisational change encompasses both the means by which and the outcomes of a firm or other organization's decision to alter its operating procedures, technology, organisational structure, or overall strategy. The majority of the time, organisations undergo transformation in response to or as a direct result of some kind of pressure from outside or within.
It's all about taking a good, hard look at your organization's architecture (especially its management structures) and procedures and making any necessary adjustments.
Advantages 
According to, Abbas some of the benefits highlighted for operational change is that it can increase efficiency, increase profitability, increase effectiveness, increase Innovation and Creativity, improve internal communication and improved morale. (Abbas, T. 2022)  
Disadvantages 
On the other hand, operational change is that change will have a resistance to the transition in culture within the organisation, the absence of support for the change from management, a lack of dedication to making changes. Internal opposition. The two main reasons people resist change, as stated in an article by organisational transformation specialist Garrison Wynn, are ignorance of impending changes and fear of the unknown. (McCourt, K. 2018)
[bookmark: _Toc130561599]2.2 Pestle & Swot Analysis 
[bookmark: _Toc130561600]2.2.1 Pestle
Through the pestle analysis and research has shown There are many factors that is bringing about Barclays change one of the key drivers was technology as banks started adopting newer technology this meant banks would have to make operational changes to the way they were conducting business this allowed them to change from the old way of doing things to the new way to stay profitable. This new era of digitalisation customers is more wanting services which could be accessed at the press of a button such as their mobile devices and tablets. Barclays Continually investing in A I technology and machine learning would keep its services expand in the digital markets increase its revenue (SWOT & PESTLE, 2023).
Pestel has also shown that environmental factors were also driving change.
Closing down branches made employees work from home and selected offices; fewer branches would be required. It is also focused corporate social responsibility reducing carbon footprint. The downside to this is reducing the number of employees it has. 
[bookmark: _Toc130561601]2.2.2 Swot Analysis 
[bookmark: _Hlk129321630]A SWOT analysis on the organisation provided the influence of the change. The SWOT analysis identified that one of the opportunities was Online banking, this brought about the operational change as this opportunity opened the gateway to digital platform which allowed them to sell their products and services online (SWOT & PESTLE, 2023).
See appendix for swot and pestle A and B. 
It has been shown that organisations that do not adapt to technology have shown to have fail because they haven't invested enough time or money into growing their web presence and technology. Quicker, cheaper, and much more efficient processes are essential to your company's success and continued relevance to your customers. If companies can't offer all of those things, your rivals probably will (Scalzo, C. 2019).

[bookmark: _Toc130561602]2.2.3 Change Models
The models that were used for this change were Kurt Lewin’s 3 stage change model and Kotter’s 8 step model of change in the implementation. These models were chosen as to be the best fit for Barclays.
Before beginning the change process, a change model can be used to pinpoint potential areas of resistance and put in place tactics to mitigate or remove them. The development of an efficient method of communication is a benefit that is in harmony with the use of a change model (Catapult 2021).
Both models discuss change in the organization in steps. While Lewin takes three steps to describe the change within the organization Kotter does it in 8 steps. Both may take more or less steps than the other model they both end at the same point which is implementing change effectively. And require time to implement (Raza, M. 2019).
Kotter's change model is the greatest of the Two because it addresses all aspects of change. This model is widely recognised easy to understand however Lewins mode is dated, and it requires time to implement it focuses on transition. As the world changing rapidly. Where businesses need quick turnaround (Kotter, J.P. 2012).
Unfreeze
In the planning stage Barclays unfreezing occurs when the leadership team halt operations and begin communicating to its employees that there is a change coming and provide them with a clear vision to what this change will be and discuss making sure everyone is on board. And gather feedback conduct surveys and identifying barriers that pose a threat. The implementing stage will be required to making sure all the right tools are there for them to implement this change such as human resources that can carry out an audit and facilitate the change making sure the change is going to be smooth.  
Change
Lewins model would be implemented by the Leadership team in Barclays. 
The board will meet with the Barclays leadership team and plan the change this will be implemented by making sure all managers understand the change that is required creating the urgency as Kotter states bringing forming a coalition for change those that are willing and those who are opposed to the change. (Armstrong, M. 2016)
The steps within Lewin’s change model will be implemented by leaders to its managers which will allow the change to be implemented in the Barclays branches. The leaders will Unfreeze the current situation and that's where leadership needs to rally buy-in from employees to ensure that everyone in the company is on board with the change that will be coming. leadership to figure out what needs to be altered. They'll develop and disseminate the brand-new procedures, too.  In the second phase the leader will be taking action to bring about the required organisational transformation. This is where HR department assist the leaders and plan and develop the strategy on how to bring about change. Changes and improvements should be made to even the best-laid plans, and the company should adapt as necessary gathering all vital information to succeed at this point depends on widespread member engagement and the achievement of a shared objective. The leaders will communicate this by making sure all employees have the necessary knowledge and understanding of the change which they will require to overcome. This will be provided with clear communication strategies training. The leaders will be making sure the managers are well equipped and able to carry out the change such as providing the managers with training programs to deal with complex issues that may arise such as employee’s resistance because of the nature of the change furthermore the culture which everyone is a custom too for this will require a culture change for the organisation as well (Armstrong, M. (2016).
Refreeze  
In this refreeze stage Barclays made sure that the technological change was implemented by making sure that any barriers that were remaining such as understanding the new technology, providing a service by digital means, employee adaptability was identified and eliminated, this was done by Barclays  change agents that were apart of the eagle initiative through observing and eliminating these barriers by providing employee support and training to eliminate the employee’s  doubts and anxiety. In addition to creating quantitative metric to communicate progress and measure success. Refreezing is the last stage, and its goal is to maintain the alteration you've made. The intention is for those involved to view the new situation as the new status quo and cease to oppose the forces working to bring about the change. 

[bookmark: _Toc130561603]2.3 Leadership role in change process
Barclays Leadership role helped them to transition smoothly by making sure there is good communication between all of its employees and managers have the right tools and knowledge to implement his vision and goals.  During the implementation phase the leader Steven Roberts identified that employees would have barriers to overcome. This was carried out by leader instructing managers to utilise younger employee’s understanding of technology therefore starting digital literacy initiative. The leader used their leadership style to implement this change in Barclays. The leadership style used by Steven Roberts was transformational, this leadership style entails traits being openness to new thinking, having trust in team members, Ability for broadening minds. (Kramer, L. 2020). These traits resolve the issue by the leader being able to communicate as well as implement the idea through these traits. furthermore, this allowed employees to build a trust and empower the eagles to execute his vision by inspiring them and their participation. ref
However, leaders who don’t have the right qualities and skills as well as knowledge will hinder the process such as them not communicating and delegating properly change would be failure (Adair, J.E. 2022).

[bookmark: _Toc130561604]2.4 Culture of the organisation
[bookmark: _Hlk129304354]Four different management philosophies, each with its own values, are described by Handy’s theory. These standards and principles develop a culture within the company over time. Club Culture, Role Culture, Task Culture, and Existentialist Culture are the four civilizations. from Charles Handy’s book "Gods of Management" (Handy, C. 1978). 
Barclays Values are Integrity, Service, Excellence and Stewardship. Respect.
Handy’s model suggests it is a task culture as well as a role culture. These cultures were identified for Barclays as Role culture in handy s model states that large, hierarchical, and bureaucratic organisations frequently exhibit the role culture. The way the organisation approaches work depends on a person's function or a particular activity that needs to be finished. More value is placed on stability, effectiveness, and predictability than on individualised needs. Additionally, Task culture was applied to Barclays as it in businesses where addressing issues is the primary goal, the task culture is frequently helpful. Examples include consultancy, marketing, and research & development. This culture is beneficial when a company is growing or looking to produce new goods or services. This is demonstrated by Barclays operational change by its digital transformation. 
'Best fit' is the organisational culture strategy that Handy promotes. The best organisations are those in which the people, the jobs they do, the surroundings, and the culture all fit together properly. This suggests that modifications to the workplace or environment can necessitate a modification to the culture as well. (Handy, C. 1978).
It is crucial that organisational culture give its members a shared set of norms, values, and meaning. Individuals inside the organisation can communicate and understand one another.
This has a substantial impact on the organization's effectiveness and capacity for change. 
Due to the technological changes Barclays was implementing, this shifted its culture to change the way they were conducting business this allowed employees to work from home fewer employees would need to be at the branches this reduced employee physical interaction as well as for its customers moving away to its online services.
Benefits 
The culture has the benefit of letting knowledge rule over brute force, which is useful on occasion. Equally, due to a lack of experience, not all managers are able to carry out certain tasks. Role culture therefore enables workers to exercise and experience some level of control at work. It assists formal institutions, including large corporations, in carrying out their operations as needed. (Nasaireh, Abdullah and Obeidat, 2019). Furthermore, it has shown to be effective in Barclays because it allows them to grow within their workforce.
Disadvantages 
However, the task culture is crucial when the market demands sensitivity and adaptability. This type of culture's drawback is the absence of effective method control that would lead to better outcomes. Most managers focus on assigning tasks to team leaders rather than taking the time to assess the methods each team employs to carry out their job (Andersen, 2003). Control over operations ultimately poses a serious challenge to task culture within an organisation.
When choosing professionals to carry out diverse tasks, the organisation suffers from the role culture. There is a chance of failure if the management displays any level of prejudice in the selecting process. Failure in firms that adopt role culture is probably due to faulty selection criteria (Nasaireh, Abdullah and Obeidat, 2019).

[bookmark: _Toc130561605]2.5 Change Agents 
[bookmark: _Toc130561606]2.5.1 Who are change agents?
Barclays launched the Digital Eagles project in 2013 as part of the digital transformation to forge closer ties and increase engagement with their current clientele in branches. Barclays equipped there with iPads so that employees could utilise them to enhance the client experience. 18 employees were given the duty of serving as the company's first "Digital Eagles" because some co-workers didn't feel comfortable using the technology. In just 7 years, the programme has trained over 16,000 of the Branches company’s employees to become tech-savvy, with the goal of allowing both older and younger staff members to become more comfortable and confident with digital technology as they develop their knowledge and skills that they can then pass on to others (Barclays 2013).
In Barclays the role of the change sponsor is to take and keep a sceptic attitude about the change project. This scepticism can also be developed since change projects in organisations are frequently started by a board, which is another duty of the change agent. If the sponsor is unbalanced with relation to decision, the procedure won't function right away (Goksoy, A. 2016). 
Barclays uses internal as well as external change agents. Barclays main change agent is Kirsty Rutter who serves as MD, Chief Innovation Officer UK. As part of her bridge-building responsibilities, she travels between the bank's Canary Wharf headquarters and Rise, Barclays' Shoreditch innovation campus, as well as further afield to start-up hubs in New York and Tel Aviv. (Barclays 2018)
According to investigations in the financial industry, branch managers (middle managers) play a crucial role in the transformation of company culture. Although senior leadership had a crucial role in acting as a catalyst for change, employees' opinions of this leadership were hazy. Branch managers were seen as the top decision-makers in their communities, deciphering and even reinterpreting corporate messages (Brubakk, B. and Wilkinson, A. 1996).
Some staff at Barclays may feel they may become redundant due to the emerging new technology this would create uncertainty amongst some employees. This is where change agents the eagles helped guide them also directing and train them if they continued to be part of the organisation support will be given for them to overcome the different barriers groups and individuals may face which will be supported through HR and assist towards the change.
Force field analysis highlighted that some employees will be against the change and some managers this meant change agents who were carrying out assessments to help those whom where fearing change by communicating how to overcome the barriers not all employees felt happy and would be reluctant to change the eagles at Barclays job was to understand and guide them and train them to equip the necessary skills to develop and what programs that were available. Certain aspects of Kotter’s step would be implemented, such as create short term wins so change process can be managed (Kotter, J.P. 2012).
However, the change agents could have been brought in at an earlier stage, the planning stage since the eagles were also part of the organisation and had the knowledge how it operates this would helped the change process be more effective fewer resisting (Pascale, & Sternin, 2005).

[bookmark: _Toc130561607]2.5.2 The Kubler-Ross change curve 
The Kubler Ross Model was created to show how people felt towards change in the workplace this model was designed to help people navigate morale and competence the curve has shown if the morale is low will lead to depression (Kübler-Ross Change Curve® 2021). 
In the Kubler ross curve it was identified that employees  in Barclays  were mostly found to be at the frustration level of the curve, this was due to the employees being older employees who found it harder to change. These were the people the change agents had to target to get them to the experiment, decision as well as Integration area on the curve so that the change could be made a success (Kübler-Ross Change Curve® 2021).
Through the use of the Kubler’s ross model they used change agents which are the eagles in Barclays to target those who were against the change as well as those who were worried about the change. The change agents were advocates in Kubler ross model  as they were the ones to make sure the implementation was a success, they will  make sure the apathetic which are the employees and managers in Barclays are made to go with the change by helping them understand the change, support them as well as provide them with training this will make the apathetic less reluctant to change and will make them understand the benefits of the change that will affect them. This will cause apathetic to accept and agree with the change therefore making them more for the change.
The Force field analysis also identified the elderly employees would be reluctant to change, they would be incubators however they would be more likely to change if rewarded and training was provided they can be advocates with their influence more people would follow suit towards the change, providing them options to be promoted to being change agents whom also could rally the change. External change agents can then move on having trained the employees in there new way therefore for saving time and costs. The main resistors in Barclays Would need to be addressed if they do not comply with the change disciplinary action would bring against them may even lead to them being redundant. 











[bookmark: _Toc130561608]2.5.3 Kurt Lewins Force Field Analysis
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It has shown to be more favourable to change.

[bookmark: _Toc130561609]3.0 Conclusion
This report has concluded that organisations need to understand and know how to implement change efficiently and effectively. The right type of leadership is vital towards the success of the change being implemented; the leader/s also needs to understand what type of style is best suited for the change as well as how the style can bring out change. It has been shown that the change agents are crucial for the change’s implementation as change agents are the ones to carry out the change throughout the organisation. Change agents have been shown to help overcome barrier that arise due to the change by their greater influence over the employees and their key roles in the change process. It has been concluded that change agent will enable the change to occur internally or externally. 
Using change models has shown that it helps to break down change for organisation to better understand the change process as well as the way it should be implemented. The Kurt Lewins 3 stage as well as Kotter 8 step model on Barclays has shown that these were the best models to facilitate the change in Barclays. This was concluded by the models highlighting all aspects of the change and show how best to implement the change. Businesses that innovate new ideas using modern technology improve its growth. Furthermore, following trends significantly important to stay ahead of its competitors knowing that technology driven society is demanding newer services.
Businesses that don’t change have always found themselves to be in constraint, eventually cease to operate.
A company’s vision and values should be in line with its culture, the culture play a huger role in a organisation as it shows how the company operate and how it can achieves success. 
[bookmark: _Toc130561610]Recommendation 
1)  Bringing in change leaders in the planning and implementation stage would overcome employee barriers. Transition of employees would have made it easier.
2) Bottom-up approach would help the organisation; more employees would be less resistance to change.
[bookmark: _Toc130561611]Personal Development Plan (PDP)
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1. Strengths of Barclays

Strengths are the positive factors of Barclays. These help it stay above other competitors.
Following are some of the Strengths of Barclays:

1

1

Good Returns on Capital Expenditure — Barclays is known for its execution of new
projects and also for good returns on capital expenditure by building new revenue.
Customer-friendly Mortgage Plans — It offers 80 different mortgage plans to its
customers which last for two, three, five, or 10 years with impressive interest rates as
compared to other banks.

ATM’s and Branches — Barclays bank has more than 4700+ department branches,
1600 offices in the UK, and operates in over 55 nations. It is a part of the global ATM
partnership that allows its customers to withdraw from banks without paying any
extra charges as a premium for other bank’s ATMs.

High Liquidity — It is a fully capitalized bank with high liquidity and cash flow,
which allows resources to intensify into new and unique projects around the globe.
Employee Orientation — The significant and effective systems of learning and
training their employees by professional trainers. Barclays spends heavily on the
recruitment and the development of its employees, contributing and looking for a
workforce that s highly trained and driven to bring great evolution.
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2. Weaknesses of Barclays

The weaknesses are the regions where Barclays can improve. These are the factors that affect
a company’s growth. It should be aware of such factors and tackle them as soon as possible.
Following are some weaknesses of Barclays:
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Demand Forecasting — One reason why the day’s stock is in high contrast with its
rivals is that Barclays isn’t that good at request anticipating along these lines wind up
keeping higher stock both in-house and in the channel.

Controversies — Debates like financing of government in Zimbabwe and violating
international money laundering laws affected the brand image of Barclays.

Lawsuits prosecutions — Cases like Involvement with South Africa under politically
sanctioned racial segregation, allegations of tax evasion, and so forth have influenced
the brand picture.

Loyalty Rates — It has been rated very low by its users. This is a negative factor for
the company which needs to change as soon as possible.

Affecting Long Term Growth — Days stock inventory is in high contrast with the
opponent adversaries — making the organization raise more cash flow to put resources
into the channel. This can affect the long-term development of Barclays.
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3. Opportunities for Barclays

These are those factors that help Barclays grow in the industry. It should be able to capture
such opportunities and make them their strengths. Following are some of Barclays
Opportunities:
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‘Web-based / online banking — Venturing into web-based banking is a gigantic
undiscovered region. New clients from online channels — Over a couple of years, the
organization has put a tremendous amount of cash into the internet-based stage. This
venture has opened a new deals channel for Barclays. In the accompanying, very few
years the association can utilize this possibility by knowing its customer better and
serving their necessities using tremendous data examination.

Emerging Youth — there is a buzz in the youth nowadays for investment and they are
searching for different investment alternatives. Barclays can acquire metropolitan
youth searching for investment alternatives.

Expanding into more cities & countries — Barclays right now works in more than 50
nations and utilizes 156,000 representatives. It can fill further in large numbers of its
current business sectors. Developing business sectors offer the bank openings for
additional development. Working in new geological areas is likewise worth
investigating.

Expansion in monetary information among youth — As training levels are
improving, there will be an ascent in the number of young people who are searching
for venture choices. Barclays as of now has a solid brand review among youth, on
account of being the English Premier League support. It should utilize this review to
tap the youth right toward the beginning of their venture excursion and expect to hold
them as steadfast clients throughout a significant stretch.
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4. Threats to Barclays

Lawful difficulties are additionally considered dangers. For example, The Serious Fraud
Office (SFO) in the UK has accused Barclays Bank PLC of ‘unlawful monetary help’
identified with billions of pounds brought from Qatar up in 2008. Barclays holds a financial
permit that permits it to work in various nations. In any case, if the bank was seen as
blameworthy, it could lose that critical permit (BBC, 2018).
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Climate change — In 2017 Barclays confronted fights by tree huggers because of its
responsibility for Third Energy which intended to remove natural gas utilizing
hydraulic pressure driven braking (deep earth drilling) at Kirby Misperton in
Yorkshire. Then in 2020, they sold off its Third Energy to Alpha Energy. Barclays put
$85 billion in petrol fuel extraction and $24 billion being developed.

US lawsuit claims to allege dark pool fraud — In June 2014 the US province of New
York documented a claim against the bank asserting it cheated and deluded financial
backers with off base showcasing material with regards to its unregulated exchanging
framework known as a dim pool. The bank’s offers dropped 5% on information on the
claim.

Gold value manipulation and control — In May 2014 the Financial Conduct
Authority fined the bank £26 million over frameworks and controls disappointments,
and irreconcilable situations with the bank and its clients in association with the gold
fixing during the period 2004-2013, and for control of the gold cost on 28 June 2012
Allegations of money laundering — In March 2009, Barclays paid US$298 million to
settle the allegations of violating and disregarding worldwide illegal tax avoidance
laws.

High Competition — A profoundly competitive and aggressive environment from
various other banks can affect the conflict marked share of Barclays bank.
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The PESTLE analysis for Barclays is presented b

PESTLE ‘

elow:

1. Government regulations and policies

2. Political Instability

I

1. Impact of macroeconomic indicators

1. Customer centric operations/dealings

2. Favourable demographic changes

I

1. Security issues and lapses
2. Fast changing technology landscape
3. Emerging fintech players in the banking

industry

1. Laws regarding consumer protection,
privacy and trade practices

2. Impact of US tax reform

1. Investments in socio-environmental
projects

2. Reducing environmental impact
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