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EXECUTIVE
This paper analyses Walmart's e-commerce change management strategies, which were motivated by the need to maintain market competitiveness. To expand its product range and delivery possibilities, Walmart invested in its own online platform and bought other e-commerce businesses, which significantly increased online sales.
 
The force field analysis, stakeholder analysis, Lewin's three-step model, and Kotter's eight-step model are just a few of the change management concepts and methods that are used in this essay to analyse Walmart's change initiatives. The stakeholder study highlighted the impact of the change on consumers, employees, suppliers, and shareholders, while the force field analysis assisted in identifying the drivers and resistors of change, observed by He et al(2009).
 
Walmart's change initiatives were examined using Lewin's three-step model and Kotter's eight-step model, which emphasised the significance of instilling a sense of urgency, forming alliances, empowering others, communicating a vision, creating short-term wins, consolidating gains, and ingraining new methods into the organization's culture.
 
The report concludes by recommending that Walmart focus on improving customer experience through website design and navigation, enhancing delivery and pickup options, and investing in personalized marketing and promotions. Walmart should also continue to prioritize sustainability efforts, such as renewable energy, waste reduction, and sustainable sourcing.
 
Overall, Walmart's change management initiatives in the area of e-commerce have been successful in improving its online presence and increasing sales. By applying change management models and strategies, Walmart was able to identify drivers and resistors for change, address stakeholder needs, and implement new e-commerce infrastructure and practices. Recommendations for Walmart to continue to improve its e-commerce offerings and sustainability efforts will further solidify its position as a leader in the retail industry.


1. INTRODUCTION

Walmart is a worldwide retail firm that runs a network of supermarkets, inexpensive department stores, and hypermarkets. Daniel (2023) has noted that Walmart recently realised the necessity to enhance its online presence in order to stay competitive in the e-commerce business. To expand its product variety and delivery possibilities, the company invested in its own online platform and bought other e-commerce businesses (Daniel, 2023). As a result, online sales significantly increased.
 
This report will examine and assess the efficacy of Walmart's change management activities in the domain of e-commerce. The purpose of the report is to examine the nature of change, drivers and resistors of change, stakeholder impact, and the implementation of new e-commerce infrastructure and practises. To do this, it will apply change management models and strategies, such as the force field analysis, stakeholder analysis, Lewin's three-step model, and Kotter's eight-step model. The essay will make suggestions for Walmart regarding how to enhance its sustainability initiatives and online shopping options  (Spicer & Hyatt, 2017).
 
[image: G:\IMG_1451.JPG]Overall, Walmart's e-commerce change management initiatives have been effective in increasing sales and improving the business's online presence (Rune, 2005). By implementing new e-commerce infrastructure and practises, responding to stakeholder needs, and identifying the drivers and resistors of change, Walmart was able to achieve its goals. Hornstein (2015) argued that suggestions that Walmart improve its online offerings and sustainability activities will help to further solidify its position as a pioneer in the retail industry.








Table1: Walmart Go (DataHawk.com, 2022)

2. SITUATION OF WALMART

According to Sharma (2020), with a presence in 20 countries, Walmart is one of the biggest merchants in the world. The business runs a chain of grocery stores, budget department stores, and hypermarkets. In order to stay competitive in the e-commerce business, Walmart realised in recent years that its online presence needed to be improved. To boost its product variety and delivery options, the business made investments in both its own online platform and other e-commerce businesses, which led to a sharp rise in online sales, observed by Hussain (2018).
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Table 2: SWOT Analysis of Walmart (businessmodelanalyst.com, 2023)

Customers seeking a mix of online and offline shopping experiences have been drawn to Walmart by the way it has used its physical stores to offer handy choices like online grocery pickup and delivery. Sales and consumer loyalty have increased as a result of Walmart's omnichannel strategy, which combines its physical stores and online platform (Song, 2018). Walmart's physical stores act as distribution hubs for online orders, making it possible for delivery options like same-day delivery and free two-day shipping to be quicker and more effective. Furthermore, Walmart provides a range of in-person and online services, such as curbside pickup, which enables customers to place online orders and pick up their purchases without having to get out of their cars.
 
In addition to emphasising e-commerce, Walmart has recently placed a high priority on sustainability initiatives. By 2040, the corporation plans to have zero emissions and improve its environmental practises (ESG, 2022). To meet its sustainability objectives, Walmart has made investments in sustainable sourcing methods, waste reduction techniques, and renewable energy sources (Pandey, 2021).

Overall, Walmart's investments in sustainability and e-commerce have paid off, as evidenced by the 97% increase in Q2 2020 in its online sales, which can be attributed in part to the COVID-19 pandemic and rising demand for online shopping (Perez, 2020). Walmart's omnichannel approach and dedication to sustainability show that business is willing to change in response to shifting cultural norms and consumer demands.
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Table 3: Walmart in Pandemic (Stratably, 2021)

2.1 THE NATURE OF CHANGE
Walmart's decision to make modifications was inspired by its aim to strengthen its online presence in order to remain competitive in the e-commerce industry (Crick, 2020). Walmart recognised that traditional retail was no longer sufficient to meet the changing needs of its customers. The company invested in both its own online platform and other e-commerce enterprises to increase the range of products and delivery options available. Walmart had to undertake extensive operational changes, including to its marketing and customer service strategies, distribution and logistics systems, and other related areas.
 
The move was also influenced by outside variables like the e-commerce industry's explosive expansion and the intensifying rivalry from businesses like Amazon(Greenspan, 2023). Walmart understood that in order to stay competitive and increase its market share, it had to change the way it did business(Pereira, 2023). This necessitated large expenditures in the technology, logistics, and marketing supporting the e-commerce infrastructure.
 
Many changes were made at Walmart, including those to the organization's culture and values. Prior to switching to e-commerce, Walmart prioritised efficiency and cost-cutting, but this required a new focus on customer experience and innovation. Walmart aimed to create a more inventive, adaptable, and customer-focused culture to compete in the rapidly changing e-commerce market.
 
Walmart's corporate strategy, operations, culture, and values all need to be significantly changed if it is to maintain its position as a leader in the e-commerce market (Ignatius, 2017). The transformation was prompted by the need to adapt to changing consumer needs, societal standards, and outside market influences.
 
2.2 THE FORCE FIELD ANALYSIS
Walmart's change management strategies in the e-commerce market were altered as a result of the need to remain competitive and attract new customers, the spectacular growth of e-commerce, and the intensifying rivalry from companies like Amazon (Stankevičiūtė, 2012). Walmart realised that traditional retail was no longer sufficient to meet the changing demands of customers and that investing in e-commerce infrastructure was crucial for them to remain competitive.
 
There were strong resistors to change as well, though. The expense of investing in e-commerce infrastructure, including technology, shipping, and marketing, was one of the main inhibitors (Kestenbaum, 2021). This required substantial financial investments, and there was a chance that they might not be profitable. Additionally, there was a chance that current business models could be disrupted, and employees needed to be trained and educated on new technologies.
 
Walmart was able to determine the change's drivers and resistors as well as evaluate their respective merits with the use of the force field analysis (Abbas, 2023). Walmart acknowledged the importance of the forces driving change and the need to invest in e-commerce infrastructure in order to stay competitive. Walmart understood that there were major barriers to change, and that in order to successfully implement its change management programmes, it would need to deal with these barriers.

2.3 THE DRIVERS FOR THE CHANGE
The desire to remain competitive and draw in new clients, the explosive expansion of e-commerce, and the escalating competition from businesses like Amazon was the motivating factors behind Walmart's change management initiatives in the e-commerce space (Abbas, 2023).
 
First of all, Walmart saw that evolving consumer needs could no longer be met by traditional retail. Due to ease and a larger product range, buyers were increasingly flocking to online purchasing as e-commerce grew (Tampa, 2023). Walmart understood that it had to make investments in the e-commerce infrastructure in order to stay competitive and draw in new clients who valued the comfort and adaptability of online purchasing.

Second, e-commerce's explosive growth served as a powerful catalyst for change. The corporation saw that Walmart needed to change in order to stay competitive and that e-commerce was one of the retail sector's fastest-growing categories (Abbas, 2023). To extend its online services and fulfil the rising demand for online shopping, this calls for large expenditures in e-commerce infrastructure, including technology, logistics, and marketing.
 
And last, one of the major forces behind change was the escalating rivalry between businesses like Amazon. Walmart realised it needed to create a strategy to combat Amazon's advantages after realising the company was a significant rival in the e-commerce space (Abbas, 2023).Walmart knew it needed to use its physical stores to offer useful options like online grocery pickup and delivery in order to draw people looking for a mix of online and offline shopping experiences. Additionally, its online services needed to be improved.

[image: C:\Users\ADMINI~1\AppData\Local\Temp\WeChat Files\f4f1dd99cb8c3fdb2b22e1df2f6ff5f.png]
Table 4: Delivery Methods for digital purchases(Marketer, 2022)

Overall, a combination of internal and external concerns, such as the need to remain competitive, the expansion of e-commerce, and the rising rivalry from firms like Amazon, were the driving forces behind change at Walmart (Monteros, 2021). Walmart realised it had to change its business strategy in order to stay competitive and satisfy evolving consumer demands. This needed a change in organisational culture and values as well as large expenditures in e-commerce infrastructure.

2.4 THE RESISTERS FOR THE CHANGE
Cost: The expense of investing in e-commerce infrastructure, including technology, logistics, and marketing, was one of the main barriers to change. This required substantial financial investments, and there was a chance that they might not be profitable (Flora, 2022).
Existing business models were disrupted by the move to e-commerce, which necessitated considerable adjustments to Walmart's supply chain, logistics, and marketing plans (Meredith, 2022). It might be challenging to manage if this upsets current corporate structures and procedures.
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Table 5: Sales and shares of retail e-commerce(eMarketer, 2023)

Employee resistance: Some employees may not have had the new skills and competencies needed for the transition to e-commerce. The extensive training and education programmes that were required for this may have encountered resistance from some personnel (Abbas, 2023).
 
Cultural resistance: Walmart had previously prioritised cost reduction and efficiency, but the company now needs to place a fresh emphasis on customer experience and innovation as e-commerce takes hold (Edubirdie, 2023). It can be difficult to manage the change in organisational culture and values that was necessary.
 
Technical difficulties: The transition to e-commerce necessitated the adoption of new technologies and systems, which could be difficult to integrate with current systems and procedures. Technical difficulties and delays in implementation could result from this.
 
2.5 THE STAKEHOLDER ANALYSIS
Customers, employees, suppliers, and shareholders were among the stakeholder groups impacted by Walmart's change management initiatives in the field of e-commerce (Abbas, 2023).
 
Consumers: The change to e-commerce has an influence on a significant stakeholder group, including Walmart's consumers. Walmart needed to make sure that its online services satisfied shifting consumer expectations and offered a simple and straightforward buying experience (Richard, 2021). In order to enhance the online shopping experience and provide competitive pricing and delivery options, this requires investments in technology, logistics, and marketing.
 
Another significant stakeholder affected by the change to e-commerce was Walmart's workforce. To make sure that staff have the knowledge and abilities necessary to flourish in the new e-commerce environment, Walmart needed to offer sufficient training and educational programmes. In order to facilitate the transition to e-commerce, Walmart also wanted to make sure that its staff members were enthusiastic and engaged (Jason, 2019).
 
Suppliers: The change to e-commerce had an impact on Walmart's suppliers because the retailer needed to make sure that its supply chain and logistics operations could support the brand-new e-commerce activities (Matt, 2020). To make sure that they could adapt to the changing needs of Walmart's customers, this required cooperation and communication with suppliers (Melissa, 2022).
 
Shareholders: The change to e-commerce had an impact on Walmart's shareholders because the company had to invest a considerable amount of money in e-commerce infrastructure (Bentonville, 2015). Walmart had to explain its e-commerce strategy to shareholders and offer evidence that the investments would pay off.
 
2.6 LEWIN’S THREE-STEP MODEL APPLIED FOR THE CHANGE
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Table 6: Lewin's three-step Theory (Banker, 2021)

Unfreezing: The first phase in Lewin's three-step paradigm entails thaw out the current situation in order to provide room for change. Banker (2021) observed that this entails fostering a sense of urgency and raising awareness of the need for change. In the instance of Walmart's e-commerce change management initiatives, the unfreezing stage entailed raising awareness of the necessity of the switch and fostering a sense of urgency. In order to stay competitive in the e-commerce business, Walmart urgently communicated the need for change to its staff, shareholders, and customers.
 
Making the actual change is the second stage of Lewin's three-step paradigm. This entails putting new systems, practises, and procedures into place (DataHawk, 2022). Walmart's e-commerce change management activities involved investing in e-commerce infrastructure, such as technology, logistics, and marketing, in order to enhance its online offers and satisfy the rising demand for online purchasing. In order to take advantage of its physical locations and provide convenient options, Walmart also created new systems and procedures for online grocery pickup and delivery.
 
Refreezing: In the third stage of Lewin's three-stage paradigm, the new state is permanently anchored. This entails ensuring that the change is maintained and integrating the new systems, processes, and procedures into the organisational culture (Will, 2022). The refreezing step of Walmart's e-commerce change management activities involved integrating the new e-commerce systems, processes, and procedures into the organisational culture and making sure the change was long-lasting. In order to ensure that its staff members have the knowledge and abilities necessary to thrive in the new e-commerce environment, Walmart offered sufficient training and educational opportunities. Walmart also informed shareholders of its e-commerce plan and provided evidence that the investments will provide a profit.
 
2.7 KOTTER’S EIGHT-STEP MODEL APPLIED FOR THE CHANGE
 
The first step in Lewin's three-step paradigm is unfreezing, which calls for thawing out the current situation to provide room for change (CeMart, 2016). Creating a sense of urgency and increasing people's awareness of the need for change are crucial for this. The unfreezing stage in the case of Walmart's e-commerce change management activities entails creating urgency and increasing awareness of the need for the transformation. Walmart quickly informed its shareholders, employees, and consumers that it needed to modernise in order to compete in the e-commerce industry, observed by Fishman (2006).
 
Implementing the change is the second level of Lewin's three-step model. To do this, new procedures, frameworks, and procedures must be implemented (Perez, 2020). Walmart invested in e-commerce infrastructure, such as technology, logistics, and marketing, as part of its e-commerce change management programmes in order to improve its online offerings and meet the growing demand for online shopping. According to Shelley (2020), to maximise its physical locations and provide useful options, Walmart devised new procedures and practises for online grocery pickup and delivery.

Refreezing: The new state is firmly established in the third stage of Lewin's three-stage paradigm. This calls for maintaining the change and incorporating the new systems, processes, and procedures into the culture of the organisation. Refreezing involved integrating the new e-commerce systems, processes, and procedures into the organisational culture and ensuring the change was long-lasting. This was done as part of Walmart's e-commerce change management initiatives. Walmart provided enough training and educational opportunities to ensure that its employees had the skills required to prosper in the new e-commerce market. Walmart also disclosed its e-commerce strategy to shareholders and presented proof that the investments will generate a profit.
 
2.8 EVALUATION OF WALMART
The majority of Walmart's e-commerce change management strategies have been effective. Walmart invested in e-commerce infrastructure to enhance its online products and to fulfil the rising demand for online shopping after realising that it needed to increase its online presence to compete with e-commerce behemoths like Amazon (Mesilla, 2022). Walmart upgraded its online offerings to draw people searching for a mix of online and offline shopping experiences while using its existing shops to provide handy choices like online grocery pickup and delivery (Ashani, 2022).
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Table 7: Walmart and Amazon retail stores (Forbes.com, 2021)

Lewin's three-step model and Kotter's eight-step model implementation assisted Walmart in taking a methodical approach to its change management projects and dealing with change resistors (Reuters Staff, 2017). Walmart was able to successfully implement its e-commerce initiatives and enhance its online offerings by raising awareness of the need for change, developing a clear vision and strategy for the change initiative, communicating the vision to all stakeholders, empowering people to act on the vision, creating short-term wins, consolidating gains and producing more change, and anchoring new approaches in the organization's culture (Wong and Gao, 2014).
 
Due in part to the COVID-19 epidemic and rising online shopping demand, Walmart's investments in e-commerce have paid off, with its online sales rising by 79% in Q2 2020. Walmart has seen great success with its online grocery pickup and delivery services, expanding its selection to new regions and investing in technology to enhance the user experience. Walmart's investments in e-commerce have aided the business in positioning itself for future growth and helping it to remain competitive in the e-commerce market (BBC, 1999).
 
But there are still some areas where Walmart could improve. Walmart should keep investing in technology and logistics to improve the online shopping experience and offer competitive pricing and delivery options. Walmart should also keep spending money on employee education and training programmes to make sure that staff members have the skills essential to prosper in the new e-commerce climate. Last but not least, Walmart must continue to pay attention to what its customers want and adjust its online offerings accordingly.
 
Overall, Walmart's e-commerce change management activities have been largely effective, and the business has established itself as a market leader. To fulfil the evolving needs of its customers and to stay competitive in the e-commerce sector, Walmart should continue to invest in e-commerce infrastructure, although there is still room for improvement.
 











3. RECOMMENDATION
Maintaining an investment in e-commerce infrastructure would help Walmart to offer competitive price and delivery alternatives while also enhancing the online shopping experience. By doing this, Walmart will be able to accommodate its consumers' evolving needs while still remaining competitive in the e-commerce sector.
 
Invest in employee education and training programmes: Walmart should keep funding these initiatives to provide staff members the knowledge and abilities necessary to thrive in the new e-commerce environment. This will make sure that staff members are prepared to assist Walmart's e-commerce ambitions and offer exceptional customer service.
 
Customers' needs change over time, therefore Walmart should continue to pay attention to them and modify its online services to match their needs. This will ensure that customers continue to find Walmart's online services valuable and appealing.
 
Sustainability should be incorporated into e-commerce operations by Walmart by providing sustainable packaging options, promoting sustainable items, and reducing its environmental effect. This will show Walmart's dedication to sustainability and help it win over environmentally aware shoppers.
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