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Introduction:

Businesses are at a crossroads in an era of rapid advancements and evolving consumer needs.
Assuming a static state in a dynamic world is a recipe for disaster. No business can hope to remain
the same indefinitely; adapting to the changing market dynamics is not just a recommendation but a
necessity. The significance of adjusting business and pricing models to the ever-changing times is
undeniable and pivotal for dominance. Furthermore, staying attuned to the shifting trends spanning
not just within one’s industry but across all sectors is paramount. An oversight or ignorance of these
evolutions can exacerbate challenges and place businesses in precarious positions. Whether
acknowledging new solutions or staying updated with current purchasing behaviours, an attuned
awareness can distinguish between success and failure.

Organisations must navigate several pivotal tasks at the heart of this transformation to remain
competitive. These include understanding the various types of change and their implications for
change management practices (Task 1), utilising diagnostic techniques to pinpoint areas of
improvement (Task 2), judiciously selecting and implementing planned change models (Task 3), and
justifying intervention modes alongside appropriate leadership styles and tasks (Task 4).

The narrative of Blockbuster Video stands as a testament to these truths. Once an unparalleled giant
in the video rental sector, with a staggering footprint of over 9,000 stores and billions in revenue, its
decline was both rapid and astonishing. By 2010, this industry titan was filing for bankruptcy, and
merely four years later, its presence was entirely obliterated. This dramatic downfall, precipitated by
an inability to adapt to shifting consumer preferences and market realities, provides invaluable
lessons in business model innovation, lessons that current and aspiring business leaders would do
well to heed.

Task 1: Types of change and the implications for
change management practice

The saga of Blockbuster’'s meteoric rise, followed by its sobering descent, offers an unparalleled
canvas for the dissection and understanding of organisational dynamics in the wake of the digital
revolution. By merging empirical frameworks with the real-life trajectory of Blockbuster, our analysis
aims to bring forth a balance of academic profundity, contextual relevance, and a comprehensive
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grasp of the course’s foundational concepts.

One of the primary factors that led to Blockbuster’s decline was its inability to effectively respond to
evolving customer needs and preferences. The company’s business model was heavily dependent on
the implementation of late fees, which played a significant role in the emergence of Netflix (Rayna
and Striukova, 2016). Blockbuster’s failure to prioritize customer-centricity resulted in customer
dissatisfaction, as the company failed to effectively enhance customer happiness. The decline of
Blockbuster due to digital disruption is a valuable lesson on the importance of embracing change and
adaptability (Vidili, 2021).

One additional factor that played a significant role in Blockbuster’s decline was its failure to
comprehend the intricate dynamics of the networks that ultimately shaped its destiny. The
Blockbuster model possessed an inherent vulnerability that was not readily apparent during its era.
Blockbuster’s revenue model was significantly boosted by the substantial earnings from late fees
charged to its customers (Davis and Higgins, 2013). The company’s profitability was significantly
influenced by implementing penalties on its customers. Netflix has emerged as a highly disruptive
innovation, necessitating Blockbuster to adjust its business model significantly and potentially
impacting its profitability to compete with this startup effectively. Although Netflix was a relatively
small and specialized service at the time, it possessed the capability to disrupt Blockbuster’s
established and efficient operation (Rayna and Striukova, 2016).

Central to understanding Blockbuster’s evolution is the imperative for deep-seated organisational
introspection. Diagnostic methodologies, such as the McKinsey 7S Model or the SWOT analysis, could
be harnessed to diagnose inherent structural and strategic limitations and external challenges that
hindered Blockbuster’s transition in a world pivoting towards digitisation. Beneath the tangible
challenges, its expansive physical store network posed were nuanced cultural and strategic
impediments. Leveraging academic theories in this diagnostic phase would yield insights into
potential avenues Blockbuster could have pursued to pre-empt and address these looming
challenges.

As we shift our focus to the post-diagnostic phase, the discourse revolves around the choice and
execution of an apt change model. For an entity like Blockbuster, models like Lewin’s three-stage
approach or Kotter’s 8-step process provide invaluable analytical frameworks. While the former grants
elegance in its simplicity, the latter offers a granular path to transformative change. With a judicious
application of such models, Blockbuster might have balanced its illustrious history with the
imperatives of a swiftly digitising environment, carving out a more strategic and adaptive path
forward.

Venturing into the realms of leadership and modes of intervention reveals a labyrinth of potential
determinants that might have reshaped Blockbuster’s destiny. The debate emerges: Would a top-
down, authoritarian model, anchored in executive decrees, have been the panacea? Alternatively,
could a more collaborative, participatory approach, encapsulating broader stakeholder perspectives
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and promoting organisational cohesion, have paved the way for a more harmonious shift? The
intricate dance of leadership in this context required a blend of direction and adaptability, ensuring
that Blockbuster’s foundational values remained congruent with the rapidly changing entertainment
landscape.

In summation, the odyssey of Blockbuster, examined through the prisms of diagnostic tools, change
frameworks, and leadership models, becomes a treasure trove of academic and practical
enlightenment. It fuses theoretical constructs with tangible business outcomes, offering invaluable
takeaways for entities grappling with transformative challenges. This introspective journey reiterates
the quintessence of adaptability, visionary thinking, and astute decision-making in guiding
corporations through eras of profound metamorphosis.

Task 2: Apply diagnostic techniques to identify
possibilities for improvement

To explore and diagnose Blockbuster’s potential for transformative change, a thorough application of
two highly regarded qualitative diagnostic techniques is undertaken: the McKinsey 7S Model and the
SWOT analysis, both of which have been extensively discussed in academic literature such as
Waterman et al. (1980) for the 7S Model and Weihrich (1982) for the SWOT analysis. As corroborated
by myriad empirical studies, these methods offer unparalleled lenses for dissecting organisational
structures and strategies.

Blockbuster’s historical position as an indomitable force in the entertainment sector was mainly due
to its strategic reliance on physical stores and tangible video rentals. When subjected to the scrutiny
of the McKinsey 7S Model—a framework that examines seven internal aspects of an organisation to
determine if they are effectively aligned to achieve the set objectives—it becomes evident that
Blockbuster’s strategy was tightly knit with brick-and-mortar establishments. While once prosperous,
this strategic approach proved limiting in the face of the digital revolution. The firm’s structural
rigidity possibly impeded rapid decision-making, a trait indispensable during the digital shift era. Its
systems, intrinsically designed to support the physical rental model, were soon obsolete as digital
consumption soared. Moreover, Blockbuster’s corporate values, which once celebrated the tangible
movie rental experience, inadvertently constrained its evolution. The skills segment of the model
reveals another discrepancy: while Blockbuster’s staff excelled at traditional customer service, a
discernible void in digital acumen emerged. Notably, the firm’s leadership, in retrospective analysis,
appeared more rooted in past victories than future-centric innovations.

The misalignment between Blockbuster’s strategy and its structure is a significant aspect of
consideration in the McKinsey 7S Model. The excessive dependence of Blockbuster on brick-and-
mortar stores impeded its ability to adapt to the digital revolution. The misalignment observed
indicates that there may have been a need for diversification in the organization’s strategic focus
(Albert and Pandey, 2021). A highly recommended approach would be adopting a hybrid model that
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integrates physical presence and digital platforms. This strategic approach would have enabled
Blockbuster to cater to its dedicated customer base while smoothly transitioning into digital streaming
(Yang et al., 2020).

Structural rigidity also suggests that Blockbuster required a more adaptable decision-making process.
To effectively tackle this issue, it would have been prudent to contemplate the implementation of
decentralization and empowering local store managers. By enabling store managers to make
decisions based on real-time local market dynamics, Blockbuster could have been more effectively
prepared to adjust to evolving consumer behavior.

Regarding skills, there is a demand for digital upskilling in the workforce. A strategically designed
training program could have effectively addressed the disparity between conventional customer
service excellence and the evolving requirements of digital marketing and online customer
engagement (Chaffey and Smith, 2022). | suggest investing in employee training and development
programs to improve digital literacy and customer interaction skills. Moreover, Blockbuster’s
leadership, which appeared to be firmly rooted in previous achievements, might have significantly
benefited from adding new talent or establishing an advisory board consisting of experts in the digital
industry. This approach would have offered a more progressive viewpoint, ensuring leadership syncs
with the ever-changing digital environment (Brunetti et al., 2020).

In juxtaposition, the SWOT analysis—a tool that evaluates an organisation’s internal strengths and
weaknesses and external opportunities and threats—sheds further light on Blockbuster’s operational
paradigm. While strengths such as formidable brand recognition and an extensive store network
underscored its dominance, a palpable reluctance to embrace digital transformation marked a
significant weakness. The advent of digital content consumption wasn'’t just a trend but a massive
opportunity. With its entrenched market position, Blockbuster could have seamlessly transitioned into
online streaming or initiated symbiotic alliances with emergent content creators. However, external
threats, personified by Netflix’s ascension and the swift alteration in consumer preferences, coupled
with technological advances, eclipsed these opportunities.

Synthesising insights from the 7S and SWOT analyses delineates the pressing imperative for
Blockbuster’s digital metamorphosis. Had the firm adopted a digital-forward stance, leveraging its
market position and brand equity, it could have retained, if not augmented, its market leadership.
Emphasising workforce reskilling, synchronised with a recalibrated strategy accentuating agqility, could
have altered its trajectory.

To encapsulate, a fusion of insights from the empirically-backed McKinsey 7S Model and SWOT
analysis elucidates Blockbuster’s strategic missteps. As the entertainment landscape underwent a
seismic shift, Blockbuster’s inertia could signify a lesson in corporate adaptability for future
enterprises.
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Detailed Analysis for Task 3: Planned Change
Model Selection and Implementation

In today’s volatile business climate, it's paramount for organisations to embrace and adapt to
changes or risk becoming relics of the past. The story of Blockbuster, a titan in the video rental
industry that faced obsolescence, offers a fascinating lens through which to examine this truth. Two
distinct models of planned change, namely Lewin’s Three Stage Approach and Kotter’'s 8-Step Model,
stand out for their potential application to such a scenario.

Kurt Lewin’s Three Stage Approach outlines a sequential process for enacting organisational change.
The initial ‘Unfreezing’ phase requires breaking down a company'’s existing norms and beliefs. This is
followed by the ‘Change’ phase, where new behaviours, attitudes, and structures are introduced. The
process culminates with the ‘Refreezing’ stage, wherein these new practices are solidified as the new
standard operating procedures. Visualising this model’s application to Blockbuster, during the
‘unfreezing’ phase, the company would recognise and address the impending threats posed by
emerging digital markets and nimble competitors like Netflix. The subsequent ‘change’ phase could
involve pivotal shifts like transitioning to an online platform and eliminating unpopular practices such
as late fees. Ultimately, the ‘refreezing’ phase would embed these innovations firmly within the
company'’s core strategies and operations.

On the other hand, Kotter’s 8-Step Model provides a more intricate guide to managing change. The
process begins with identifying and establishing a sense of urgency, followed by forming a guiding
coalition of change champions. Once assembled, this coalition creates and communicates a
compelling vision for change across all organisational levels. Subsequent steps entail empowering
employees to enact this vision, celebrating short-term achievements, and continuously rooting these
changes within the company’s cultural fabric. While both models have inherent merits, Kotter’s
detailed approach might have offered Blockbuster a more comprehensive roadmap for navigating its
complex challenges. Indeed, Antioco’s recognition of the urgency was evident, but the model’s
emphasis on steps like coalition formation and vision communication could have strategically bridged
internal divisions and resistance.

Addressing the ‘softer’ people-centric issues in change management, particularly resistance, is
crucial. Through Lewin’s model, Blockbuster could have systematically prepared its workforce for the
upcoming shifts. The’ unfreezing’ phase cultivates a culture receptive to new initiatives introduced
during the ‘change’ phase by dismantling existing barriers and beliefs. The final ‘refreezing’ stage
ensures these newly implemented methods become embedded in daily routines, effectively curbing
resistance.

While many factors influenced Blockbuster’s decline, strategic application of change management
theories like Lewin’s could have altered its trajectory. The suitable model and genuine stakeholder
engagement might have laid the foundation for a reinvigorated and resilient Blockbuster.
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Task 4: Justify mode(s) of intervening and
leadership style(s) and tasks

Organisational change, especially at the magnitude facing a behemoth like Blockbuster, demands a
nuanced interplay of intervention modes and effective leadership. Herein, we will justify the mode of
intervention most apt for Blockbuster and the corresponding leadership styles that would facilitate
such a transformative journey.

Mode of Intervening:

Given the cultural inertia and operational rigidity deeply embedded within Blockbuster, a collaborative
mode of intervening seems particularly appropriate. Collaborative interventions are predicated on the
idea that involving individuals across various hierarchies in the change process fosters a sense of
ownership and commitment. For Blockbuster, this would translate into co-creating solutions with store
managers, frontline employees, and customers. Such an approach would have helped unearth its
model’s latent issues—like the unpopularity of late fees—and catalyse innovative solutions.
Additionally, co-designing the digital shift with those at the operational forefront might have averted
the pitfalls Blockbuster Online eventually encountered.

Intervention Style:

A facilitative intervention style would be the most effective within a collaborative framework.
Facilitation emphasises guiding teams towards self-discovery and solution creation. By equipping
couples with the tools and resources needed and then stepping back to let them ideate, the
Blockbuster leadership could have harnessed the collective wisdom of its vast employee base.
Moreover, periodic ‘idea marathons’ could have been instituted, where cross-functional teams
brainstorm digital transformation strategies, ensuring that all voices—from logistics, marketing, or in-
store operations—contribute to the new direction.

Leadership Tasks and Styles:

For the transformative changes Blockbuster required, a combination of transformational and servant
leadership would be paramount.

Transformational Leadership: Leaders must inspire and motivate in the throes of change. With their
charisma and vision, transformational leaders would have galvanised Blockbuster’s workforce towards
the digital shift. They'd paint a vivid picture of a future where Blockbuster is not just a brick-and-
mortar relic but a digital entertainment powerhouse. Such leaders thrive on challenges, seeing them
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as opportunities to innovate and grow, making them ideal for the tumultuous journey Blockbuster was
embarking on.

Servant Leadership: As the name implies, servant leaders prioritise the needs and growth of their
team members. For Blockbuster, this would mean leaders are deeply attuned to the anxieties and
apprehensions of their teams as they navigate the uncharted waters of digital transformation. By
providing support, resources, and, more crucially, a listening ear, these leaders would ensure that the
people expected to execute the change feel valued and empowered.

In conclusion, for a company standing at the precipice of obsolescence like Blockbuster, its revival
hinged on strategy and the modes of intervention and leadership it employed. A collaborative,
facilitative approach, steered by transformational and servant leaders, might have been the alchemy
needed for its phoenix-like rebirth.

Conclusion:

The tumultuous journey of business adaptation, especially illustrated through the saga of
Blockbuster’s decline and Netflix’s ascendancy, is a vivid reminder of the imperatives of strategic
change management. It’s not enough to merely recognise the tremors of industry shifts; businesses
must engage in a structured, proactive approach to change. Such an approach delves deep into
identifying the nature of change (Task 1), employing comprehensive diagnostics for improvement
(Task 2), methodically plotting out planned interventions (Task 3), and making informed decisions
concerning leadership paradigms and intervention strategies (Task 4). The conclusion resounds in
light of the Blockbuster narrative, intertwined with the broader discourse on change. Effective change
management, rooted in these tasks and bolstered by a genuine acknowledgment of evolving market
trends, isn’t just a competitive edge—it’s the very lifeblood ensuring an enterprise’s relevance and
longevity in a capricious business landscape.
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