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1. Introduction and Background

1.1  The aim of this White Paper is to describe the background to, and offer a high level view of the key elements in managing the human impact of business change. 

1.2  Keystar Consultancy Services (KCS) operates in the financial services, utilities, retail and public sectors delivering leading edge business and systems solutions.  Capabilities include strategic business and systems change, rapid systems development and e-commerce applications.

1.3  KCS' mission is to  provide leading-edge quality business and systems  solutions encompassing: 

· Business Change


· Programme / Project Management


· Strategic Systems Planning


· Rapid Systems Development


· Process and System Usability Evaluation.
The KCS skill set currently encompasses:

· Strategic Consultancy 

· Strategic Information Systems Planning

· Programme and Project Management 

· Business Analysis and Requirements Definition

· Product Evaluation and Selection 

· Usability Evaluation 

· Rapid Systems Delivery 

· Workflow and Document Management.
1.4  The background to this White Paper is the work KCS has undertaken with clients and partnering with other consultancies on the strategy and tactics for successfully delivering major business change.
2. The Drivers and Dimensions of Business Change

2.1 The primary drivers for business change are:

· Customer expectations and the decreasing tolerance of failure;

· Time to market;

· Globalisation;

· Technology push;

· Compliance with legislation;

· Continued need to reduce costs.
2.2 There are three key dimensions to all business change:
· Rational;

· Political;

· Emotional.
2.3 Major effort is normally devoted to the Rational Dimension.  This encompasses such activity as:
· Business Analysis;

· Process / System Design;

· Build / Buy;

· Technical Architecture;

· Plans and Project Management.
2.4 The political dimension also has to be dealt with; “office politics” can encompass:
· Vested Interests;

· Personal Agendas;

· “Old Scores…….. ”;

· Executive Misalignment;

· Indecision;

· Lack of Clear Sponsorship.
2.5 The emotional dimension needs to deal with:
· Fear;

· Suspicion;

· Cynicism;

· Resistance;

· Commitment;

· Motivation;

· Enthusiasm.

2.6 The emotional cycle of change often follows the business change project lifecycle (see Figure 1 below).
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Figure 1.  Emotional Cycle of Change

2.7 All three of the dimensions of business change need to be effectively addressed and simultaneously engaged, as shown in Figure 2 below.

Figure 2.  Engaging the Dimensions of Business Change
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3. Checklist for Managing Change

3.1  KCS have defined eight key issues on a checklist for managing business change (and surviving it!).  These are:

· Define the change:

· Scope;

· Outcome;

· Measures;

· Assess the climate:

· organisational stress;

· Identify key roles:

· Sponsorship;

· Champions;

· Change agents;

· Identify approach:

· Top down / bottom up;

· For the key groups affected assess:

· Level of disruption;

· Perception of the change;

· How to manage resistance;

· Reinforce the implementation:

· Measures, reinforce new / decry old;

· Communications;

· Plan and manage.
4. Current and Future Issues  

4.1  Three clear issues currently face any enterprise wishing to undertake a major business change (as they must, and will if they are to survive).  These are:

· Management quality.  Many management teams are still packed with functional expertise but lacking in the interpersonal, cultural and visionary skills needed to lead big business change.

· Motivation of the workforce.  A management team can only take the exercise so far.  At the end of the day the workforce has to continue with business as usual as well as cope with major change.  The brutal downsizing of the early 19802, followed by the growth economy from the mid ‘90s onwards has bred an “it’s only work” culture with limited company loyalty.  Long working hours and activity should not be mistaken for morale and cultural commitment. 
· Lack of basic skills and experience.  Many enterprises have lost (or never had) the basic skills (planning, process re-design, management  and risk assessment) that drove the first tranche of business re-engineering in the 1980s.  The options are “grow your own” or buy, permanently or as consultancy services.

5. Contact KCS

5.1 If you have a business problem you would like to discuss, or require assistance in the  business change arena, please contact Bruce Spicer at Keystar Consultancy Services at any of the following:

CONTACT:
Bruce Spicer

Email: 
bs@keystar-consultancy.com
Write:

Keystar Consultancy Services Ltd




Abbey House




Grenville Place




Bracknell




RG12 1BP




UK

Telephone:
+44 (0)1344 423996

Fax:

+44 (0)1344 424024




















































































































































Author: B Spicer
                       Page 1 of 8
     Version 1.0
 


