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Executive Summary
This report has analysed about the brief concept of the leading and implementing change, along with its importance and impacts at the organisational level. Furthermore, there has been an analysis of the company, DHL. Following this, there has been an explanation of the external and internal aspects of the brand, along with leadership and change management models. The study discusses the use of Lewin’s change management model, Kotter's 8-step change model, and the ADKAR model. The vision for DHL and key digitisation objectives has been discussed. The stakeholder analysis shows stakeholder communication and viability in business. The implementation framework displays plan (identification and designing), do (implementation and deployment), check (monitoring and measurement) and act (refining and scaling). 
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1. [bookmark: _Toc224048721][bookmark: _Toc224059440]Introduction
Leading and implementing change can be defined as the process of transforming the organisational aspects through defining a clear and transparent vision, developing shared goal, while managing a structured way of execution (Mouazen et al., 2024). It includes the combination of systematic and strategic thinking leadership, with proactive management to make sure the sustainable practices and adoption. This helps the organisations for the empowerment, strategic success, reducing the negative effects, and more. Furthermore, there will be an analysis of the chosen company, DHL. The company was founded in 1969 by Adrian Dalsey, Robert Lynn, and Larry Hillblom, and it serves more than 220 countries and territories (DHL, 2026). It is a transport and logistics industry, which is headquartered in Germany, with a total number of 582,766 employees, along with it also, had an increase by 3% in its revenue generation from 2023 to 2024 of around $91.1 billion (GlobalData, 2026). DHL Group has gotten two strong brands, which includes DHL, that offers transport, e-commerce logistics, express, and Deutsche Post, that provides postal services. Its market trends are driven by AI for the real-time process, improving the predictive planning, and enhancing the supply chain visibility.
The company’s main vision is to become a post office for the Germany and the logistics organisation for the world, and their mission actually consists of the main four elements. However, which consists of making their employees, investors, and customers more successful, respecting each other, making simple and easy lifestyles for the consumers, and contributing for making a better world (DHL, 2026). After that, there will be a detailed discussion about the external and internal environment of the company, with the help of PESTLE and SWOT analysis. Following this, there will be an explanation of the digital disruption of the company, with some change management models, such as ADKAR, Lewin, and Kotter. Moreover, there will be an analysis of the leadership and organisational culture using different types of theories and frameworks. Lastly, there will be a strategic change management plan provided for the company to improve in the future, along with some discussion and reflection.


2. [bookmark: _Toc224048722][bookmark: _Toc224059441]Environmental and Organisational Analysis
2.1 PESTLE Analysis
	Factor
	Data
	Impact

	Political
	The current value of the political stability in UK from 2024 is 0.26 points, which is a decrease from 2023, when it was 0.37 points (The Global Economy, 2026).
	The company needs to develop more advanced level of digital systems for experiencing smooth and seamless document processing due to the post-Brexit. 

	Economic
	In the UK, the inflation rate is 3.0% in 2026, a decline from 3.4% in 2025 (Trading Economics, 2026).
	The rise in the operational costs, which includes the fuel and labour, can drive the demand for the digital optimisations for maintaining the margins.

	Social
	The current value of the population growth of the UK is 69,837,917 in 2026, an increase from 2025, when it was 69,551,332 (Worldometer, 2026).
	For the requirement for the real-time tracking, with having 24/7 visibility through the digital shopping habits.

	Technological
	In the UK, the current value of the innovation index from 2025 is 59.1 points, which is a decrease from 2024, when it was 61 points (The Global Economy, 2026).
	The rapid development of AI and automation is required to manage the warehouse packing and picking, that can affect the company.                                                                                                                                                                    

	Legal
	The Data Protection Act 2018 (DPA 2018) in the UK states the general rules and regulations of how personal information of someone should be stored and processed (Legislation.gov.uk, 2026).
	This can affect the company, as strict data protection laws during the data, employee, and customer engagement in the cloud systems.

	Environmental
	In the field of climate change performance, the UK is currently in the 5th position in 2026, an increase from 2025 which was 6th position (CCPI, 2026).
	DHL must implement some advanced level of technologies for measuring the real-time CO2 emission tracking, which requires automated and integrated environmental reporting.


Table 1: PESTLE Analysis
(Source: Created by the learner)
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Figure 1: Political stability of UK
(Source: The Global Economy, 2026)
2.2 SWOT Analysis
	Strengths
	Weakness

	· The company has invested more than €2 billion across the world in the digital technology, with some heavy focus on the e-commerce hubs (DHL, 2026).
· They organise several types of change management programs for providing the training for the staff for human-machine interaction.
	· DHL faces some operational disruptions during the development of the newly automated technologies.
· The company heavily depends on the third-party technologies, which may create digital lock-in.

	Opportunities
	Threats

	· The company has a great chance to expand itself in different types of AI-powered logistics.
· Using the digital tools, the company must incorporate the sustainable practices into its core business operations.
	· It faces an intense amount of competitions, such as XPO Logistics, Wincanton plc, Kuehne+Nagel, CEVA Logistics, and more (Ken Research, 2025).
· There can be major cybersecurity threats for the company, as the amount of connectivity increases leading to cyber-attacks, which targets the supply chain data.



Table 2: SWOT Analysis
(Source: Created by the learner)
2.3 Triggers for change
This critical analysis examines the DHL’s position in the UK in 2026, focusing on its strategic responses to the market forces and the technological advancements. Currently, the company is working with logistics 4.0 atmosphere, where the digital disruption is a survival essential. The company has transformed itself from the agility and visibility to integrating disruptions. DHL is utilising the digital platforms like MyDHL+ to provide the end-to-end transparency, allowing the customers to actively reroute the shipments (RP, 2025). In the field of AI adoption, the company uses its application within the warehouse automation, predictive analytics, customer service, last-mile organisation, and more. For the online shopping and the e-commerce as it is the primary growth for the brand, meeting its customer expectations, sustainability demands, flexibility, and more is essential. Its competitive edge lies on the robust and technology-driven infrastructure, such as sustainability capabilities, talent development, human machine collaboration, digital transformation, and more.

3. [bookmark: _Toc224059442]Review and evaluation of change management models
By applying Lewin’s change management model, DHL's transition towards digitalisation and sustainability can disrupt old habits by implementing new green technology practices and align with the firm's culture. As observed by Carnall(2014), it will support overcoming resistance by fostering diverse new innovative behaviours by means of training, and steadying variations through updated technology and diversity policies. In the unfreeze stage, an urgency is formed by highlighting sustainability risks in digital adoption. However, a weakness can be in urgency, creating additional risks of communication. As experimental by Carnall(2014), in the change phase, it is required to implement novel, eco-friendly, and digital technologies such as AI, and cloud computing via sustainable, circular economy performances, and employee training. However, a gap can ensure safety and honesty in the workplace. In the refreeze stage, it will be stabilised by embedding sustainable, innovative, and digital practices within DHL culture. This will be attained by updating diverse tech and SDG policies, rewarding sustainable behaviours, and bringing into line the identified performance metrics (KPIs), assuring digital goals. However, a limitation can be the overbearing nature of new technologies on employees. 
On the other hand, according to Kotter's 8-step change model, it is highly active in implementing digital and sustainability initiatives within the supply chain. As discussed by Bencivenga (2002), this is for the reason that it will make available a diversity and inclusivity-led leadership approach for overcoming intrinsic firm resistance and inertia. It is vital to renovate DHL’s outdated linear supply chain operations into digitalised, sustainable, and agile networks. In urgency, DHL applications highlight regulatory risks and supply chain disruption as a competitive disadvantage and slow digitalisation. The risk is to be embedded by means of a guiding coalition through a cross-functional team, in areas of logistics, procurement, sustainability, and IT, leading to transformation. 
In the new project, as deliberated by Bencivenga (2002), a strategic vision is to be developed by making a clear vision of a digital and sustainable supply chain. However, this will require the formulation of an army of project teams for informed decision-making processes, and the usage of multiple channels to help customers feel that they are on a greener planet, while employees feel less manual work. The communication channels are required to be within digital dashboards and town halls by communicating with blockchain platforms and progress sustainability reporting. The actionable outcomes will be in removing cultural and technical barriers within DHL's siloed departments and outdated legacy systems that delay digital adoption and sustainability. The short-term win will be in planning and celebrating the unambiguous success of the new sustainable and technological initiatives. The sustained acceleration will be in the credibility to make harder variations, and drive deeper, rather than asserting success. The change will be instituted by embedding the new technology and diversity behaviours into diverse organisational cultures via digital proficiency and performance management processes.
On a contradictory note, according to the ADKAR model, change in multifaceted transformation by DHL will be in implementing digital technologies such as AI, IoT and blockchain in the supply chain and sustainability initiative. As influenced by Orridge (2009), the awareness will be in creating a sense of urgency in stakeholder communication by utilising digital tools and lowering environmental influence. The desire will be in fostering employee personal motivation towards an additional digitalised and sustainable process. The knowledge will be in leveraging employee training on new AI technologies and demand forecasting by means of sustainable circular economy, and waste management practices. As explained by Orridge (2009), the change ability will be in empowering workforces to apply novel skills within their day-to-day work, being supported by resources, tools, and training. Reinforcement of sustained change will be in adhering to the rewards, metrics, and feedback to safeguard the novel, sustainable and digital practices within the firm culture. 


4. [bookmark: _Toc224048724][bookmark: _Toc224059443]Leadership and Organisational Culture in Change
According to the review of the DHL Supply Chain in the UK, the firm works in the fast-paced, and the high-pressure logistics environment that calls for the strong, the safety-conscious culture and the hybrid approach to leadership in order to successfully handle the ongoing operational changes.
Transformational Leadership – In order to promote the change, senior and the mid-level management at DHL, there are increase of utilisation of the transformational leadership approaches, with an emphasis on motivating the staff members with the goal of the Connecting people, and enhancing the lives. Initiatives like Certified, where the managers serve as the role models to create a great place to work and promote the innovation, including implementing the digital technologies for the warehouse efficiency, provide as a proof of this (Ruthramathi and Sivakumar, 2023). During times of the crisis, such as COVID-19, leaders in the UK have employed this strategy to promote the pride and the dedication.
Transactional Leadership – Transactional leadership is essential in the warehouse setting, where the efficiency and the operational metrics (KPIs) are critical. The use of the structured performance management, in which the managers offer explicit goals and incentives, or the contingent rewards, for achieving the daily, weekly, or the holiday targets, is indicative of this approach (Abdelwahed, Soomro and Shah, 2023). It is an essential strategy for guaranteeing the safety compliance in situations, where the protocol violations are not accepted.
Situational Leadership – Managers must modify their approaches due to the diversity of the DHL's workforce and the unpredictability of the logistics. Leaders may be more directives during the quick scaling or the onboarding, but they may be more helpful during the peak season or in teams with a lot of experience (Gregory et al., 2022). This adaptability enables the managers to adjust their strategy to the level of skill and the dedication of the warehouse employees, which is crucial for preserving the productivity and safety.
Schein's Levels of Culture – DHL has a significant emphasis on the safety at the surface, with the prominent Safety First banners, uniforms, and the organised, quick-paced warehouse procedures. The Espoused Values centre on the Respect and Results, highlighting a collaborative, inclusive, and the high-trust atmosphere. In the UK, the deepest level centres around a can-do mentality, an obsession with the operational excellence, and the owner's mindset, where the employees are expected to take the initiative to address the issues (Miller, 2025).
Hofstede's Dimensions – Despite the operating internationally, DHL's UK division exhibits the low to moderate uncertainty avoidance when it comes to adopting the digital innovation, but the high uncertainty avoidance when it comes to the health and the safety requirements. When it comes to the professional development and the certified certification, it is somewhat individualistic, but when it comes to the collaboration and the successful warehouse operations, it is quite communal. 
Handy's Cultural Typology – DHL UK primarily demonstrates the Task Culture, where the people and the resources are gathered to address the particular logistical problems and the emphasis is on completing the task. Teams are frequently observed in this fast-paced, and the high-volume setting, combining the expertise from several fields to handle the logistical challenges, demonstrating the flexible and the team-oriented approach (Gisi, 2025).

5. [bookmark: _Toc224059444]Proposed strategic change management plan
[bookmark: _Toc224059445]5.1 Change vision and objectives for the new digitalisation and sustainability change management project.
Vision for DHL is to deliver excellence within the digitised world. 
The fundamental vision is to make the modification from heritage and manual processes to artificial intelligence (AI), automated and data-driven operations. As discussed by Dalsace, Bonnet and Lange (2025), customer-centricity lies in improving customer experience by means of higher and real-time perceptibility through the acquisition of self-service tools, and quicker and more consistent deliveries. The worker empowerment is to be executed via automated monotonous tasks, permitting workforces to emphasise high-value actions and progress productivity. As stated by Dey, Yilmaz and Seok (2022), the flexibility in sustainability is in the creation of a supplementary eco-friendly and flexible supply chain operations by exploiting information to adapt to diverse market volatility and lessen carbon emissions. 
Key digitisation objectives for the new digitalisation and sustainability change management project 
· To leverage operational competence by 12% that will be in automation, and an upsurge in the accuracy of diverse DHL business procedures to decrease manual interventions.
· To elevate advanced analytics by 51% that will be achieved by employing AI-powered systems, such as the adoption of advanced quality control, thereby monitoring shipments by predicting disruptions in real-time.
· To adopt logistics 4.0 by realising collaborative robots, warehouse drones, autonomous vehicles and last-mile deliveries.
· To leverage customer-based digital tools to 45% by providing a digital and user-friendly platform to easily book, track, and report.
· To target an annual run rate profit of 22% by 2027 for DHL productivity and financial growth
[bookmark: _Toc224059446]5.2 Stakeholder analysis
As debated by Dalsace, Bonnet and Lange (2025), for the new change management by DHL, customers with high influence and interest are expected to augment speed, visibility, and convenience as per real-time tracking and on-demand delivery apps. The benefits will be from AI-driven services and personalisation. Moreover, employees with high influence and interest are required to be incorporated in the adoption of new technologies such as AI, automation and robotics. The digitalisation will require new role training for handling DHL robotic fleets. Besides, the shareholders or investors will have high influence and medium interest by focusing on returns on investment (ROI) after investing in the new digitalisation change management project. As influenced by Saxena et al. (2022), the new digitalisation change management project is to attain noteworthy yearly assistance and long-standing sustainability goals tied to environmental, social and governance (ESG) on digital security. 
Further, the supplier partners with medium influence and high interest are dynamic for fitting in digital technologies such as the Internet of Things (IoT) and blockchain to expand supply chain transparency. Furthermore, as specified by Dey, Yilmaz and Seok (2022), the governments or regulatory bodies with high influence and medium interest are concerned with data privacy, security, and compliance with localised regulations within DHL to enlarge the digital footprint. In addition, local community and NGOs with low influence and medium interest will be interested in digitalisation's contribution to meet the sustainability goals SDG 13 (climate action)to decrease carbon emissions by means of enhanced logistics operations (United Nations, 2026). 
[bookmark: _Toc224059447]5.3 Implementation framework
Plan (Identification and designing)
The goal of DHL will be to emphasise growing competence, improve customer experience, and reduce costs, chiefly driven by e-commerce and sustainability difficulties. As evident from Adesoga et al. (2024), the technology inspection will utilise the latest digitalisation technology to recognise developing technologies such as AI, robotics and IoT with high probability towards the resolution of real business glitches. The project plan will bring together diverse cross-functional teams such as IT, solutions design, operations, and safety that can have the idea for the positioning of novel technology. The strategic alignment will be in bringing into line with the strategy 2025 by directing to capitalise on digital transformation. 
Do (Implementation and deployment)
DHL needs to accelerate diverse distribution by utilising a method for rolling out tools, and innovation by means of enhanced digitalisation and a sustainability program. The technological application will be in organising detailed technologies, such as robotics and automation. As discussed by Febrianto and Soediantono (2022), the smart process automation will be achieved by means ofthe adoption of AI-powered recognition and adaptation to enterprise resource planning (ERP) for invoice handling. The IoT sensors will have an instantaneous monitoring of asset settings and circumstances. The staff involvement will encompass diverse operations teams that individually lead to the application and safeguard new tools to be adopted. 
Check (Monitoring and measurement)
The data analytics will be utilised to measure, monitor, and analyse performance. The operational metrics will be in monitoring the key performance indicators (KPIs) that mainly include the concentrated manual efforts, better-quality picking times, and heightened tracking visibility. As is obvious from Adesoga et al. (2024), the regional profiling will be in analysing the site-precise performances to discover where digitalisation and sustainability make available the maximum profit for DHL. The customer feedback will be used to evaluate how digital tools within diverse digitised platforms can improve the customer experience. 
Act (Refining and scaling)
The scaling accomplishment will be in moving successfully by piloting the digitalisation and sustainability projects to a usual and scalable product within the eight-step digitisation development. As observed by Afrin, Roksana and Akram (2024), the incessant upgrade is in the usage of understandings from checking to refining AI models and updating the robotic workflow. The strategic change lies in shifting the resources towards a high-value activity grounded in digitalisation consequences. The sustainability goal will be in continuous improvement to align with DHL's technology and sustainability commitment.
[bookmark: _Toc224059448]5.4 Communication plan
Communication plan for stakeholders 
	Stakeholder Groups
	Key Message
	Communication Channels
	Methods

	Employees
	Safety and digital training
	Video conferencing via Google Meet, Zoom, and Skype platforms for virtual meetings.
	Employee Opinion Surveys (EOS)
Digital dashboards
Internal town halls

	Customers
	Sustainability with emission-reduced products
Digital tracking
AI optimisation
	Social media platforms such as Facebook, Instagram, LinkedIn, Twitter, and TikTok 
	Dashboards
Carbon reporting
Digital sales

	Investors
	ESG performance (Saxena et al., 2022)
Carbon reduction target 
Technological profitability
	Face-to-face meetings
	Annual Sustainability Report
Capital Markets
Earnings Calls
ESG Presentations

	Suppliers
	Supplier Code of Conduct
Sustainable fuels (SAF)
Data security
	Media channels
	Supplier portal
Sustainability audit
Regular meetings

	Regulatory Bodies
	Compliance
Carbon reporting
Data protection
	Project Management Platforms
Dashboards
	Official reports
Compliance audit
Sustainability Advisory Council


Table 1: Communication plan
(Source: Created by learner)
Communication plan for the new digitalisation and sustainability change management project 
	Stakeholder Group
	Purpose
	Information Needs
	Frequency
	Methods
	Owner

	Project Teams
	Task organisation and alignment
	Detailed tasks, technical issues and milestones
	Daily/Weekly
	Daily stand-up
Slack/Teams
	Team Lead

	Project Sponsors
	Buy-in decision making
	Strategic risks, high-level status and budget
	Monthly
	Steering committee meeting
Reporting
	Project Manager

	External Partners
	Management
	Project deliverables and timelines
	As required
	Email
Status meetings
	Vendor Manager

	End Users
	Awareness
	Influence on work
Training and benefits
	Milestone-based
	Email newsletter
Demo workshops
	Change Manager


Table 2: Stakeholder Analysis
(Source: Created by learner)
[bookmark: _Toc224059449]5.5 Financial and Resource Plan
	 
	Year 1 (£)
	Year 2 (£)
	Year 3 (£)
	Year 4 (£)

	Opening Balance
	0
	21,000
	42,000
	63,500

	CASH INFLOW
	 

	Investors
	31,000
	0
	0
	0

	Revenues  
	2,10,000
	2,20,000
	2,30,000
	3,40,000

	Total Inflows
	2,10,000
	2,22,000
	3,33,000
	3,44,500

	CASH OUTFLOW

	Manager Salary
	1,000
	2,000
	3,500
	4,500

	Rent
	11,000
	12,500
	13,000
	14,000

	Advertising  
	10,000
	12,000
	14,000
	15,000

	Manufacturing
	72,000
	73,000
	74,000
	82,000

	Supplies
	82,000
	84,000
	86,000
	89,000

	Employee Salaries
	51,000
	53,000
	61,000
	62,000

	Closing Balance
	21,000
	42,000
	63,500
	1,15,000

	Net Cash Outflows
	2,31,000
	2,41,00
	2,61,500
	2,71,500


Table 3: Financial and Resource Plan
(Source: Created by learner)
[bookmark: _Toc224059450]5.6 Risk Assessment and Mitigation
	Risk ID
	Risk Name
	Likelihood
	Consequence
	Severity
	Owner
	Mitigation strategies

	1
	Data privacy and breach risks 
	2
	4
	High
	Data analyst
	Cyber security (Admass, Munaye and Diro, 2024)

	2
	Algorithmic issues and biases
	3
	3
	Medium
	Tech manager 
	AI and ML logistics operation (Afrin, Roksana and Akram, 2024)

	3
	Supplier communication and transparency issues
	1
	3
	High
	Supply chain management (SCM) manager 
	Vertically-integrated supply chain operation 


[bookmark: _Toc207193045]Table 4: Risk register
(Source: Created by learner)
	Consequence

	Likelihood
	
	1:
Insignificant
	2:
Minor
	3:
Moderate
	4:
Major
	5:
Catastrophic

	
	1: Almost Certain
	Low 
	Medium 
	High [3]
	Extreme
	Extreme

	
	2: Likely
	Low 
	Medium 
	High  
	High [1]
	Extreme

	
	3: Possible
	Low 
	Medium
	Medium [2]
	High
	Extreme

	
	4: Unlikely
	Low 
	Low 
	Medium 
	High 
	High  

	
	5: Rare
	Low 
	Low 
	Medium 
	Medium 
	High  


[bookmark: _Toc207193046]Table 5: Risk matrix
(Source: Created by learner)
[bookmark: _Toc224059451]5.7 Evaluation and KPIs 
DHL's project to digitalisation and sustainability is profoundly directed by improving customer experience, worker engagement and operational competence. The KPIs are: 
· Automation rate of AI in the warehouse
· Net promoter score for customer loyalty within 15% digital upgrade target
· Customer effort score to track digital channel interactions

6. [bookmark: _Toc224048726][bookmark: _Toc224059452]Discussion and Critical Reflection
Strengths – Operation Green-Flow directly supports the DHL Group's 2030 strategy to become the Green Logistics of Choice. According to Erlich (2023), by using the robots, such as the Boston Dynamics' Stretch Robots, backbreaking the manual chores are greatly reduced, enhancing the safety and immediately addressing the reported problems, such as shoulder strains and the back sprains. In order to fulfil the growing demand for the e-commerce, this automation boosts the throughput speed, giving it a competitive edge in the speed and accuracy. In order to achieve the net-zero carbon warehousing by 2025, incorporating on-site solar and the LED lighting also increases the energy efficiency, minimising the operating costs and the CO2 emissions.
Restrictions– The substantial initial capital investment needed for the sophisticated robotics and in the infrastructure modifications is a significant barrier that might affect the short-term profitability. As per Raja Santhi and Muthuswamy (2022), if the new AI technologies don't work well with the current legacy warehouse and the management software, there is also a chance that there may be the operational delays due to the technical bottlenecks. Additionally, while the employees are being taught, the switch to the automated systems may initially result in a decline in the productivity. Additionally, depending on the new technology might lead to a brief rise in the need for the outside maintenance contractors, which would create the dependency during the installation stage.
Morality– In order to lower the Lost Time Injury Frequency Rate (LTIFR), the strategy places the heavy emphasis on the Respect and Results by concentrating on the worker safety and well-being. It tackles the moral requirement of shielding the employees from and minimising the physically demanding jobs. Khalid and Raza (2025) stated that the ethical dilemma of possible of the job displacement or the need for the drastic retraining for the warehouse workers is brought about by the move toward the automation. 
Sustainability – The strategy is very sustainable and immediately supports the DHL's objective of reducing the greenhouse gas emissions by 2030 in accordance with the Paris Agreement (DHL, 2026). Furthermore, the warehouse improves its energy resilience by emphasising the on-site renewable, such as the solar PV and the battery storage. Additionally, by optimising the packing materials to decrease the waste, the approach encourages the circular economy within the warehouse. The strategy addresses the high turnover frequently linked to the labour-intensive, and the fast-paced workplaces by maintaining a motivated workforce through the increased employee engagement and safety.



7. [bookmark: _Toc224048727][bookmark: _Toc224059453]Conclusion
To sum up the study, there has been a detailed discussion about the concept of leading and implementing change, its importance and impacts at the business level, along with the analysis of the chosen company, DHL. The company’s transformation from the traditional logistics into the data-driven and operational improvement, as it is extremely important for the long-term growth and survival. Digitalisation can help the brand with maintaining the competitive advantage in handling all the supply chain disruptions, volatile markets, and growth of the e-commerce aspects. DHL should develop some AI-powered operational automation and efficiency for increasing the productivity of the operations and the performances.
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