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Resource 1

Rhode Taxis Ltd is a family-owned taxi firm located in North London. The business has four directors. The taxi firm benefits from a good reputation and has many loyal customers. In recent months, however, the local

council has significantly improved the local bus services. The bus services are now more frequent. The buses start at 6 am rather than 8 am and run until midnight rather than 10 pm. Many of Rhode Taxis Ltd’s customers have
started to use the buses rather than taxis. The directors of Rhode Taxis Ltd agree that they need to offer a new service to ensure that Rhode Taxis Ltd can survive. The directors have decided to introduce a service called ‘We
Deliver, You Enjoy’. The service will enable customers to order a basket containing ingredients and a recipe card to make a main meal. This basket of ingredients will then be delivered to their home by taxi within two hours.
The ‘We Deliver, You Enjoy’ service will allow people to cook a main meal using fresh ingredients without having to leave their homes.

Darcie, Managing Director of Rhode Taxis Ltd, thinks that ‘We Deliver, You Enjoy’ will be popular because customers now prefer to eat at home rather than visit restaurants or order takeaways. Darcie thinks that this may be
because disposable income in the area has fallen by 0.8% in the last year and the local unemployment rate has increased to 10%. Rhode Taxis Ltd will offer a selection of recipes for customers to choose from, including

a range of curry and pasta dishes. Customers can order a basket of ingredients by telephone, email or through Rhode Taxis Ltd’s existing mobile app. The directors of Rhode Taxis Ltd feel that it is important to use locally
sourced ingredients in order to minimise any environmental impact. Yana, Director of Finance, will take responsibility for ordering the ingredients from local suppliers. ‘We Deliver, You Enjoy’ will be offered in addition to the
existing taxi services. To offer ‘We Deliver, You Enjoy’, Rhode Taxis Ltd will open its own small warehouse facility in North London. The warehouse staff will be responsible for printing customer orders and then preparing the
baskets of ingredients for dispatch using the taxis. Some of the existing taxi drivers will be told that they need to work some of their hours in the warehouse preparing and dispatching orders.

Darcie has organised a change management meeting. Below is a summary of the main contributions and thoughts of those who attended this meeting.

Key: Q verbal contribution {:; unexpressed thought
o

o

Some of the local residents are not happy with our plan
to open a warehouse which is operational 24 hours a day,
seven days a week, even though we will only have four
employees working in the warehouse at any one time.
The residents are concerned about noise, congestion

and pollution.

| really think that delivering baskets
of ingredients is a bad idea. We do not
know anything about recipes or how to
sell baskets of ingredients.

| have always wanted
to run a food delivery
business. | am going to take
responsibility for choosing the
recipes. Yana can order the
ingredients.

We could consult with our
drivers and existing customers to
find out what they think about this

idea. | am concerned that some of our

customers might think that we will no
longer be offering taxi services.

Managing Director Director of Sales

Some drivers do not agree that there is a
need for change. They are concerned that
‘We Deliver, You Enjoy’ will result in delays for customers
ordering taxis. In addition, some drivers are not
bothered about the change. | would like a project
champion to be appointed.

I am concerned about whether Darcie has
the right skills to support this change. Her
leadership of the last project was poor and

previous change initiatives have failed.

Taxi Drivers’
Director of Finance Trade Union

Representative Q

A manager told the drivers that they would
need to do a training course as they will be

We should try to persuade expected to work some of their hours in
our existing customers to order a the warehouse. The drivers said that they would
basket of ingredients by offering a prefer to just be taxi drivers as they do not like
discount voucher. the idea of working in the warehouse.
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Resource 2

It is now nine months since Rhode Taxis Ltd introduced ‘We Deliver, You Enjoy’. Darcie has

obtained some feedback from staff in the warehouse. Some of these staff were recruited specifically
to work in the warehouse; others are taxi drivers required to work some of their hours in the warehouse.

Darcie has also obtained some feedback from customers. A report showing Key Performance
Indicators (KPIs) before and after the change has also been prepared.

Typical feedback from staff in the warehouse

“The baskets of ingredients are selling really well. We prepare and dispatch so many of
them.” Ryan (Operative recruited to work in the warehouse)

“On some occasions we have sent out-of-date ingredients to customers to save throwing
them away.” Rosa (Operative recruited to work in the warehouse)

“I really miss working full-time as a taxi driver. | hate the warehouse. | am looking for a new
driving job.” Heidi (Taxi driver and warehouse operative)

“Offering this new service has protected my job as Rhode Taxis Ltd would otherwise have
made me redundant.” Finley (Taxi driver and warehouse operative)

Typical feedback from customers

‘I have ordered a few baskets of ingredients as surprise gifts for friends. My friends have
always been happy and | would purchase the baskets again.” Mrs H (‘We Deliver, You
Enjoy’ customer)

“| ordered three baskets of ingredients last month. They tasted excellent.” Mr R (‘We Deliver,
You Enjoy’ customer)

“I would not consider ordering another basket of ingredients because the diesel-fuelled taxis
used to deliver the baskets are really bad for the environment.” Miss T (‘We Deliver, You
Enjoy’ customer)

“In recent months the taxi drivers have been really miserable. They never used to be.”
Ms M (taxi customer)

Key Performance Indicators (KPIs)

Before the change After the change
Average monthly profit £43670 £51757
Labour turnover 8% 23%
Average waiting time for a taxi 23 minutes 41 minutes
Average number of customer
complaints received each week 7 23
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