



[image: University of Wales Trinity Saint David launches 'One Planet' Governance  Post-graduate Certificate | The One Planet Centre]




	 Name: Meha Limbasiya
Student Number: 2230882
Module Code and Name: BMB7000Change and Stability Management

Assignment 2





[bookmark: _Toc134178020]Executive Summary

The entire investigation has been assessing the management of change and stability based on the company's choice of market focus in the UK. It can be seen that zoom has been used in the UK market as one of their primary features and continues to be the path to fulfilling client demands. Zoom's Platform Executive Summary Zoom serves as a cloud-based video conferencing programmed for voice meetings, live chat, webinars, and online meetings. Zoom currently ranks as the second-most preferred video conferencing option for companies with more than 500 employees and the most prominent web conferencing alternative for organizations with fewer than 500 employees, according to numbers. More than half of Fortune 500 organizations use Zoom, per its S-1 filing in the spring of 2019. Zoom is used by more than half of the Fortune 500 firms, and in 2018, it had a median NPS of above 70, according to its S-1 filing in early 2019. an online conference with Zoom The term "sessions" refers to Zoom platform video conferencing meetings that enable participants who are both nearby and far from the meeting place to participate with ease. Zoom's main use is meetings. Even in-person interactions with clients were possible, as well as correspondence for faraway prospects.
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1.0 Introduction 


[bookmark: _Toc134178021]1.1 Zoom


Zoom Video Communications is a US-based technology company that uses cloud computing to offer remote video audio conferencing services [1]. Its founder, Eric Yuan, established the company in the year 2011, with the service launched two years later. Zoom's headquarters is situated in San Jose, California, but it has several offices worldwide. The platform offers a variety of features for both personal and professional use, including screen sharing, online meetings, video conferencing, and webinars [4]. Zoom's virtual backgrounds and screen sharing functions have made remote communication and work much easier, leading to a surge in popularity. This company became a publicly traded corporation in 2019 and is now listed on the NASDAQ stock exchange as Zoom. The company has also grown significantly in recent years, driven mainly by the rise in remote work and communication solutions brought on by the COVID-19 pandemic [3]. Finally made it to a major player in the field of video conferencing and virtual communication, and its tools have become essential for many individuals and businesses across the globe.
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[bookmark: _Hlk132731304][bookmark: _Toc134178022]2) Factors that contributed to the stability of the company are as follows


To remain successful and competitive, Zoom Communications has had to adapt to changes both internally and externally [1]. This includes planning for and responding to these changes in various ways. For instance, Zoom Communications has implemented strategies such as adjusting its operations to stay relevant in the market and maintaining effective communication with its clients. Additionally, the company has taken measures to ensure that it stays up-to-date with technological advancements and continues to provide top-quality video conferencing and collaboration services [5]. In terms of internal factors, the company has invested in technology and infrastructure to provide a seamless and reliable service. Additionally, Zoom Communications regularly evaluates its workforce, ensuring that its employees are skilled and up-to-date with the latest technologies and customer service techniques. [7] The company has also implemented strategies to improve communication and collaboration within the organization. As for the external factors associated with the company, Zoom Communications has taken steps to stay up to date with technological advancements and provide top-quality video conferencing and collaboration services [9]. The company also adjusts its operations to stay relevant in the market and maintain effective communication with its clients. By planning for and responding to changes both internally and externally, Zoom Communications has remained a leader in the video conferencing and collaboration industry [12]. The company has also implemented a comprehensive strategy to address external factors, including evolving customer needs, emerging competition, and changing market trends. To maintain its competitive advantage, Zoom proactively evaluates its pricing and product offerings to ensure they remain relevant and attractive to customers. Furthermore, the company invests heavily in marketing and outreach initiatives to expand its customer base and engage with potential clients. By adapting to changing conditions in the market and continuously improving its products and services, Zoom is able to stay ahead of the competition and remain a leader in its industry [13].


[bookmark: _Hlk132731359][bookmark: _Toc134178023]2.1 Customer Satisfaction

To respond effectively to external factors, the company places a strong emphasis on gathering feedback from its customers. This feedback is gathered through surveys and by monitoring customer reviews, and helps the company to identify areas where they are excelling and areas that require improvement. By analyzing this feedback, Zoom can make data-driven decisions that better meet the needs of their customers [9]. This approach allows the company to continuously improve its products and services, while also remaining responsive to changing market conditions and customer demands. Overall, Zoom's commitment to gathering and analyzing customer feedback helps them to stay ahead of the competition and maintain their position as a leader in their industry [15].

[bookmark: _Hlk132731606]2.2 Partnership


To adapt to changes in both internal and external factors, the company has established strategic partnerships with other organizations. These partnerships have enabled the company to expand its offerings and integrate its services with those of other businesses, such as Dropbox and Salesforce [9]. Working closely with these partners, the company leveraged their expertise and resources to better meet the needs of its customers. This approach not only helped the company to stay ahead of the competition but also enables them to respond more effectively to changing market conditions and evolving customer demands [11]. These strategic partnerships have been a critical factor in the company's success, helping them to remain a leader in their industry.


[bookmark: _Hlk132731786][bookmark: _Toc134178024]3) Growth chart 


Zoom Communications experienced explosive growth during the COVID-19 pandemic, as individuals and businesses turned to remote communication and collaboration tools to stay connected and productive while working from home. Here are some of the key events that occurred during this time [8]:


3.1 Increased demand: With millions of people suddenly working from home due to the pandemic, the demand for video conferencing tools like Zoom skyrocketed. The company saw a surge in new users, with daily meeting participants peaking at 300 million in April 2020, up from just 10 million in December 2019.


3.2 Financial performance: As a result of this increased demand, Zoom's financial performance during the COVID-19 era was impressive. In Q1 2020, their revenue grew 169% year-over-year, and their stock price more than doubled. They continued to post strong financial results throughout the pandemic, with Q2 2021 revenue up 355% year-over-year.


[bookmark: _Hlk132731846]3.3 Security concerns: As Zoom's popularity surged, the company faced criticism for security and privacy concerns, including incidents of "Zoombombing," where uninvited users would disrupt meetings. The company responded by implementing new security measures and updating their privacy policies.


3.4 Product updates: Zoom also made several product updates during the COVID-19 era to better serve their users. They added new features like virtual backgrounds, breakout rooms, and improved screen sharing, as well as expanding their integrations with other tools like Slack and Dropbox.

All in all, the COVID-19 pandemic had a significant impact on Zoom Communications, leading to a surge in demand, strong financial performance, and new product developments [13]. While the company faced some challenges related to security and privacy, they responded quickly to address these concerns and maintain their position as a leading video conferencing platform. As a result of this success, Zoom's stock price increased significantly during the COVID-19 era, reaching an all-time high in October 2020 [21].


[bookmark: _Toc134178025]4) SWOT analysis of Zoom Communications:


4.1 Strengths:


Zoom has several strengths that have contributed to its success, such as a user-friendly platform that is easy to use and accessible to individuals of all technical abilities [24]. The company has gained a large user base due to its reputation for providing a reliable and stable service. Additionally, Zoom's ability to integrate with other software platforms, such as Microsoft Teams and Google Meet, has expanded its usability. Zoom has also improved its security measures over time, now offering end-to-end encryption to its users, which has increased its trustworthiness [29]. The company offers various pricing plans, including a free plan, making it a cost-effective solution that is accessible to individuals and small businesses [30].


[bookmark: _Toc134178026]4.2 Weaknesses:


Zoom's weaknesses include a free plan that offers a limited number of features, possibly limiting the platform's full utilization. Privacy concerns have been raised about Zoom, which may lead to a loss of users' trust [22]. The platform's dependence on a stable internet connection can also impact the quality of the call or video conference, which is a drawback.


[bookmark: _Toc134178027]4.3 Opportunities:


There are several opportunities for Zoom, such as the increase in remote work due to the pandemic, which has expanded the company's user base. The shift towards remote learning also provides an opportunity for Zoom to expand its use in the education sector. Furthermore, Zoom can keep developing new features to make the platform even more useful for its users [9].


[bookmark: _Toc134178028]4.4 Threats:

Zoom is facing several threats, including competition from other video conferencing software such as Microsoft Teams, Google Meet, and Skype. Rapid advancements in technology could make Zoom's platform obsolete, so the company will need to keep up with emerging trends to stay relevant.
Furthermore, Zoom may face further security breaches that could result in a loss of users' trust [22].




[bookmark: _Toc134178029]4.5 Power and politics:


This enterprise has established its dominance in the video conferencing market through its reliable and user-friendly platform that offers easy integration with other software platforms at a low cost. However, internal conflicts and power struggles among various stakeholders, including executives, teams, shareholders, and departments, often impact the decision-making processes and operations of this company [4]. Additionally, the company must address various political and regulatory challenges, including complying with data protection regulations and addressing government requests for user data. To maintain its market dominance, this enterprise must continue to innovate and adapt to new challenges while managing internal conflicts and navigating regulatory frameworks [6]. This would involve investing in research and development, fostering transparency and collaboration, and developing new features. In essence, the power and politics of this enterprise reflect the dynamic and ever-changing nature of the technology industry and remain crucial to its continued success.
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[bookmark: _Toc134178031]Lewin's three-stage model

[image: ]
				Fig 1

As a technology company operating in a rapidly evolving market, Zoom must be able to adapt to new challenges and opportunities to maintain its position as a leading provider of video conferencing and remote communication services [7].


One of the key models used in change management is Lewin's three-stage model, which consists of unfreezing, changing, and refreezing. This model proposes that change must first be initiated by

unfreezing the existing state of affairs and creating a readiness for change, followed by implementing the change, and then refreezing the new state of affairs to make the change stick [8].


At Zoom, change management is implemented through a range of processes and strategies that align with this model. For example, the company regularly conducts surveys and seeks feedback from its employees and customers to identify areas where change is needed. This process involves unfreezing the current situation by creating awareness of the need for change [6].


Once the need for change has been identified, Zoom's management team initiates the process of change by developing and implementing new policies, procedures, and technologies. This involves changing the current state of affairs to the desired state of affairs. For example, during the COVID-19 pandemic, Zoom rapidly responded to the surge in demand for its services by developing and releasing new features to support remote working and distance learning [9].


To ensure that the change is sustainable, Zoom also refreezes the new state of affairs by institutionalizing the new policies, procedures, and technologies, and ensuring that the change becomes the new standard. This involves embedding the change in the company's culture and processes to make it stick [22].


Another important theory used in change management is Kotter's eight-step model. This model proposes a more detailed approach to change management, with eight steps that include establishing a sense of urgency, forming a powerful coalition, creating a vision for change, communicating the vision, empowering others to act on the vision, creating short-term wins, consolidating gains and producing more change, and anchoring new approaches in the company's culture [6].


At Zoom, this model is applied through a range of strategies, such as empowering employees to take ownership of the change process and creating short-term wins through the development of new features and technologies. The company also anchors new approaches in its culture by fostering a culture of transparency and collaboration, which is essential for effective change management [18.


In summary, change management is an essential aspect of Zoom's operations, and the company has adopted a range of models and theories to help it navigate the rapidly evolving technology landscape. By using models such as Lewin's three-stage model and Kotter's eight-step model, Zoom can effectively manage change and ensure its long-term success [27].



[bookmark: _Toc134178032]6. Kotter's eight-step model
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Kotter's 8-Step Change Management Model is a process developed by John P. Kotter, a Harvard Business School professor, designed to help leaders successfully implement organizational change. The model focuses on creating urgency in order to make change happen and provides an easy-to-follow roadmap for change managers, even if they aren't experts in the field [7].
Each of the eight stages outlines precisely what needs to be done in order to keep a change project on track, and the model can be used by many organizations going through a change.

The eight steps in Kotter's Change Model are [7]:


(1) Create urgency
(2) put a team together
(3) Establish a vision and strategy
(4) Communicate the change vision

(5) Empower others to act
(6) Create short-term wins
(7) Consolidate gains and produce more change,
(8) Anchor new approaches in the organization's culture.

The model helps businesses overcome obstacles like lack of teamwork, leadership, or rigid workplace cultures, and ensures that they are well prepared and seriously committed to adopting changes [16].
For this firm, change management is a vital factor for success, given the rapidly evolving technology market it operates in. One of the primary models employed in change management is Lewin's three- stage model, consisting of unfreezing, changing, and refreezing, to create readiness for change, implement the change, and make it stick [18].
To implement change, this enterprise undertakes processes such as conducting surveys and seeking feedback from its employees and customers, which serves to unfreeze the current situation by creating an awareness of the need for change [6]. The management team initiates the change process by developing and implementing new policies, procedures, and technologies, and ensuring that the change becomes the new standard. During the pandemic, this firm promptly responded to the surge in demand for remote communication services by releasing new features [31].
This firm also employs Kotter's eight-step model to create a more detailed approach to change management, such as establishing a sense of urgency, creating a vision for change, and anchoring new approaches in the company's culture [3]. Strategies employed by this company include empowering employees to take ownership of the change process, creating short-term wins through new feature development, and fostering a culture of transparency and collaboration.
To sum up, this enterprise uses various models and theories, including Lewin's three-stage model and Kotter's eight-step model, to manage change and maintain its leading position in the technology market [27].


[bookmark: _Toc134178033]7. Stakeholders of the Firm


Zoom Communications has a wide range of stakeholders, including employees, users, customers, investors, partners, and the broader community. Let's take a closer look at each of these stakeholders and their interests:


Employees: Zoom's employees are a crucial stakeholder group with a vested interest in the company's success. They are responsible for developing, maintaining, and improving the platform's features and services. Employee satisfaction and engagement are critical for Zoom's success, and the company must provide competitive compensation, opportunities for growth and development, and a positive work environment. Zoom's users are another important stakeholder group [16]. They include individuals and organizations that use Zoom's platform to communicate and collaborate. Users want a reliable, user-

friendly, and secure communication platform that meets their needs. They also want Zoom to be accessible and available across different devices and operating systems. Zoom's customers are typically organizations that pay for Zoom's services [18]. They are concerned with the cost-effectiveness and value of the platform, as well as the quality of service and support. Customers also want to be assured that Zoom is addressing any security or privacy concerns. Zoom's investors are individuals or organizations that have invested in the company and are looking for a return on their investment. They are also interested in the financial health and growth potential of the company, as well as its ability to compete and innovate in the communication technology space [22]. The company has partners of other organizations that work with the company to offer complementary services and products. These include hardware manufacturers, software vendors, and other service providers. Partnerships are essential to expanding Zoom's reach and providing additional value to its customers and users. Finally, the broader community is also a stakeholder in Zoom Communications. As a prominent technology company, Zoom has a responsibility to promote ethical business practices and contribute positively to society [27]. The community expects Zoom to prioritize sustainability, social responsibility, and ethical practices.


In short, Zoom Communications has a diverse set of stakeholders with different interests and priorities. To be successful, Zoom must balance these competing interests and meet the needs of each stakeholder group [29]. This involves providing a reliable, user-friendly, and secure platform, prioritizing employee satisfaction and engagement, providing value to customers, offering attractive returns to investors, building strategic partnerships, and contributing positively to society.


[bookmark: _Toc134178034]8. Resistance to change and how to overcome it and what approaches to use.

There can be various reasons for resistance to change in Zoom communications, similar to any other organization that implements new features or updates its platform. Some employees or users may be afraid that the change will make their jobs more difficult or that they will struggle to adapt to the new system. Others may be skeptical of the change, questioning its necessity or effectiveness [3]. Additionally, there may be concerns about the cost or time required to implement the change.


To overcome resistance to change, Zoom can use different approaches. One of them is involving employees and users in the change management process, by soliciting their feedback and input. This way, employees and users will feel ownership and commitment to the change [21]. Another approach is to provide training and support to help employees and users adapt to the new system, including resources such as tutorials, documentation, and support staff to answer questions and provide assistance.


To communicate the benefits of the change, Zoom can explain how the change will improve the user experience, increase efficiency, or enhance security, so that employees and users will be more willing to adapt [8]. Additionally, incentives or rewards can be offered to employees and users who embrace the change, such as recognition, bonuses, or other perks.

In conclusion, resistance to change is a common challenge that organizations such as Zoom may encounter when implementing new features or updating their platform [10]. To overcome resistance, Zoom can involve employees and users in the change management process, provide training and support, communicate the benefits of the change, and offer incentives and rewards to those who embrace the change. By utilizing these approaches, Zoom can successfully implement changes that improve the user experience and enhance the platform's functionality [15].


[bookmark: _Toc134178035]Recommendations for changes that can be incorporated in Zoom communications


1. In order to address security concerns, Zoom can add more security features such as multi-factor authentication, end-to-end encryption, and greater control over meeting participants [18].
2. To improve accessibility for people with disabilities, Zoom can introduce closed captioning, screen reader support, and other tools to make participation in meetings easier [20].
3. Zoom should work on improving its integration with email and calendar apps to make it more convenient for users to schedule and join meetings [22].
4. To ensure high-quality conversations and meetings, Zoom should focus on improving the quality of its audio and video through features such as noise cancellation and better video compression [18].
5. To make the platform more user-friendly, Zoom can simplify the menus and options in its user interface, making it easier for users to access the features they need [17].
To implement these changes, Zoom can begin by gathering user feedback and conducting research to determine the most important areas for improvement. They can then prioritize these changes and implement them through software updates and other methods. Additionally, working with third-party developers to create plugins and integrations can add new features and functionality to the platform [17].


[bookmark: _Toc134178036]9. Conclusion

Zoom Communications has undergone several changes to its platform to improve its functionality and user experience. However, the appropriateness of the change management process implemented by Zoom has been a subject of debate.
On one hand, Zoom has shown a willingness to listen to user feedback and make changes accordingly. This demonstrates that they are open to the idea of continuous improvement and are willing to address the issues that their users are experiencing [5]. Additionally, Zoom has made several changes to its platform to address security concerns, including implementing end-to-end encryption and multi-factor authentication, which shows a commitment to improving the platform's security [7].
On the other hand, some users have criticized Zoom for not being transparent enough about changes to its platform. In some cases, users have reported experiencing unexpected changes to the platform, which has caused confusion and frustration. This suggests that there may be room for improvement in terms of communicating changes to users in retrospect [6].

In conclusion, while Zoom has made efforts to improve its platform through a change management process, there is always room for improvement. Zoom should continue to prioritize user feedback and be transparent about changes to the platform to ensure a smoother transition for its users. Additionally, the company could benefit from a more formal change management process to ensure that changes are well-planned and well-communicated to its users [18].
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