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GOOD PRACTICE CHANGE MANAGEMENT

AN ESSENTIAL TOOLKIT

Change Management -  An Overview

Change, or the need for continuous flexibility, is a fact of life for leaders and managers.   It is an ongoing process, not an event and this toolkit gives you some tips and ideas for how to lead and manage the process.  It will also help you understand your own reactions to change, and give you useful ideas for managing other people as they experience change.  

In the following pages you will find top tips and ideas for the following:

· Understanding what change management is

· What drives change

· Types of change

· Fundamental principles of leading & managing change

· People & change

· Fundamental principle for leading & managing people through change

· The change process at a personal level

· Top tips for change – JP Kotter

· Motivation & change

What is change management?

The phrase change management makes it sounds like a finite event.  This leads to the popular misconception that it is a one off that may happen from time to time as need dictates.  That is not the case, change management is not an event it’s a process and an ongoing one.  People change all the time;  you and I change – think about what your wants and needs and values and beliefs were, your income, your career prospects 10 and 20 years ago compared to now.  Think how much you’ve changed and what’s caused that change?  What are the change drivers that you’ve experienced?

More importantly, our users change all the time and we need to respond by changing ourselves to be able to meet their varied needs and wants if we want to remain relevant and truly user focused.   

You need to be continuously flexible both as an individual and as an organisation.

When it comes to leading and managing we need to be aware of this process, what happens, how we lead and manage it, and how we work with our staff to ensure that it is successful.  

The Iceberg!

Organisational change impacts above and below the iceberg waterline.  If an iceberg represents an organisation, above the waterline is the smaller part of the iceberg (the part you can see) that represents operations, systems, structure and processes  and the larger part under the water (the bit you can’t see) represents the organisation’s values, beliefs and culture.  Any change in structure and processes will only be productive if there is successful realignment of values, beliefs and culture. Remember - the biggest part of the iceberg is the bit you can’t see!   

Change – A Definition

“Change management is the continuous process of aligning an organisation with its marketplace and doing it more responsively and effectively than its competitors.  Alignment is the continuous synchronisation of four key management levers:  strategy, operations, culture and reward.”

Berger, Lance & Sikora, Martin. 

                The Change Management Handbook (1994)

In general what drives change?

· Increased competition whether national, local or global.  

· Advances in technology – especially information technology

· Rapid changes in markets and products – markets are volatile and capable of rapid change & users expectations are raised by market forces & innovation

· Changing public policy environment – the local and national political process

Types of Change
Developmental

Transitional

Transformational

1.Developmental

This change is the improvement of an existing skill, method, performance standard or condition that for some reason doe not match current or future needs.  It involves logical adjustment to current operations and is motivated by the aim of doing something better or doing more of something that works.  It focuses on strengthening or correcting what already exists in order to ensure improved performance, continuity, and greater satisfaction.

Developmental change is the simplest type of change.  It is not radical or experimental and does not require profound change – it is rather a small shift in response to a small shift in the business environment or marketplace, or it is the result of the need to continually improve performance.

As a leader/manager it best to start developmental change by sharing information about the need for improvement and by setting new goals for teams or individuals.  When people are challenged to improve and given the necessary support to do so, this normally provides the necessary motivation for success.

This type of change is finite:  it has a start and end date, and a clear goal.

Developmental change applies to individuals, teams or the whole organisation and is the main element of change in the following:

· Training

· Application of process improvement or quality

· Team building

· Problem solving

· Improving communication

· Conflict resolution

· Increasing productivity

· Meeting management

· Role negotiation

2. Transitional Change 

This is more complex – a required response to more significant shifts in environmental or market place requirements for success.

It normally starts when leaders perceive a problem exists and that an opportunity is not being taken to meet current of likely future demands. Once leaders, managers and teams understand the need and opportunity, they then work to design the future state that meets their requirements.  To achieve this the organisation will have to dismantle ‘emotionally’ and ‘let go’ of the past and then move through a phase of transition until the new state is realised.

Examples include:

· Reorganisations

· Simple mergers or consolidations

· Divestitures

· Installation/integration of new technologies (that do not require significant change to mindsets or behaviours)

· Creation of new products or services, policies or procedures, systems or processes

Berkhard & Harris (1987) first named and defined transitional change in their Three States of Change model:  old state, new state & transitional state.  The old state has to be dismantled;  the new state designed/created which can then be realised over a set period of time, the transitional state.

The process can be managed against a budget and timeline and normally has a specific start & end date as well as a clear required outcome.  Traditional project management techniques are quite effective in transitional change provided that all those involved are fully aware of what is happening and are committed to success.

In transitional change, human and cultural issues (under the water line) are often present but are not dominant.  In transitional change the requirements of deep personal change are low making the human dynamic more manageable.  To succeed an organisation needs a well planned change process to support human need.  

If there are difficult human and cultural impacts during transitional change, it is normally the result of the following human dynamics.

It’s about people

· Not possessing the right skills for the new state

· Being left in the dark & feeling unsure of the future

· Not understanding the case for change or the benefits

· Reluctance to let go of the past

· Natural resistance to learning something new – skills/behaviours

· Emotional pain or grief over the loss of the past

· Confusion & resentment due to inadequate planning

· Unclear expectations for them in the future state

· Fear about not being able to succeed in the new state

· Inability to succeed due to lack of support

Strategies for success will take account of the human and cultural as well as the technological and process driven factors.    There needs to be a well communicated case for change, a clear change plan, local control over implementation & adequate support and time to ensure success for every individual involved.  It is vital to use a gap analysis to identify the key differences between the old and new state and to be able to identify what elements of the old state are kept, what elements are not needed, and what needs to be created afresh.

3.Transformational Change

This is the most complex type of change and requires a radical shift that requires a shift of culture, behaviour and mindset to succeed.  The new state is not clear at the outset and is a result of the change process itself.

In developmental and transitional change, leader/managers can exercise control over the process – the aim is clear and how it is achieved can be clearly and carefully planned.  With transformational change, the most a leader/manager can hope for is to be able to influence and facilitate the process.  The ‘order’ of the new state emerges from the ‘chaos’ of the change process itself.  If leader/manager attempt to control the process they will stifle creativity and innovation.  ‘Chaos’ in this context refers to the increasingly unstable dynamics of the organisation as its current existence disintegrates and no longer functions effectively.  The new state emerges from the ‘chaos’ and the change process itself and results in a better ‘future’ state.

The Change Process

There are four key phases in the process.

1.  The change trigger

The process begins with a change trigger or triggers.  This will be the occurrence of a new opportunity or the increased risk from a threat that affects the organisation and will destabilise it if it is not addressed.

(Think how well public libraries responded to society’s need for access to the internet and ICT – that’s an example of triggers around technological advances and user expectation.)

2.  Destabilisation

Sometimes called misalignment this can manifest itself in a variety of ways.  It can be loss of users, reduced demand, obsolescence or impairment to existing services and products or diminished finances leading to the organisation becoming unviable.

(This can be the most unnerving phase as staff being to realise that the future’s uncertain for whatever reason.  This can lead to dissent and lowered morale.  You need to be aware of this and start the communication process with them.  Find out what their views are and what they think the problem is – engage them from the start.)

3.  Re-alignment Assessment

The organisation must acknowledge the destabilisation and look to realign itself.  All organisations need the support of change agents, internally or externally.  The natural response to destabilisation, and a normal human one, is self-deception and denial.  The agents are those that spot the need for change at the trigger phase, and are prepared to lead and manage the issue until the organisation becomes aware of it and takes action.  The organisation will need a strategy and plan to manage the process.

(Continue to keep people engaged as this phase develops.  Communicate clearly about what is happening and why.  Keep them informed.  They will feel respected and valued which, as you know, support motivation and will improve morale.)

4.  Implementing the change plan

This phase begins with the finalisation of the strategy for re-alignment that creates the framework for change.  The organisation is now ready to re-stabilise itself against the change triggers.

(Again clear communication and the engagement of all those involved is critical.  This can be a difficult phase as everyone responds differently to change and you must take account of that.)

Change doesn’t have to be as enormous as the above suggests.  Of course, it can be big, like installing RFID and all that that entails, or it could be on a much smaller scale at departmental or branch level.  It could be something as simple as a change in required behaviours for staff, or amending the opening hours.  However large or small the same key points and principles  apply.  

Fundamental principles for leading & managing change

Change management involves

· Asking yourself these questions:

What do we want to achieve with this change?

Why & how we will know that the change has been achieved?

Who is affected by this change?

How will those people react to it?

How much of this change can we achieve ourselves?

What parts of the change will we need support with?

It is worth stopping for a moment to consider four questions under the acronym  A.R.C.I

A   Who is accountable?

R   Who is responsible?

C   Who is consulted?

I    Who is informed?

Everyone is accountable for change

Everyone is responsible for change

Who’s consulted and who’s informed will depend on which type of change and also whether it is directive, or consultative.  The word and process of consultation is often misused.  The word itself implies that people will be asked for their thoughts and opinions which will contribute to the process and outcome in an appropriate way.

An example:

How would you feel if 

1)  If your leader or manager has decided that everyone needs to start wearing a uniform and then consults by asking ‘what colour or style would work best for the team?’.  Your input is taken account of and the uniform colour and style is designed taking account of the majority ideas.

2) If he/she has decided that you will wear uniform, runs a consultation asking you whether you think it is a good idea, takes account of your contributions and then institutes a uniform regime anyway.

How would you respond to both these examples, how would you feel?

1) is a directive approach involving genuine consultation that is acted on.  It is motivational and enables the team to feel valued having had input that has a result.  

2) is an abuse of consultation and will create demotivation.

Fundamental Principles for leading & managing change:

· First and foremost, consultation with, and the involvement of the people affected by the change

· Thoughtful planning & sensitive implementation

· An approach that aims to facilitate and enable, not direct and coerce 

· Being realistic, ensuring that it is achievable and measurable

· Ensuring that the change is understood by everyone involved

· Ensuring it is managed in such a way that people can cope with it

· Ensuring that you as leader manager are a settling influence – the majority always feel unsettled by change.  You must role model acceptable behaviours throughout.  

· Checking that the people affected agree with, or at least understand the need for change

· Involving them if practical in deciding how the change will be managed

· Involving them in the planning & implementation of the change

· Encouraging your managers to communicate face-to-face with their reports – written communication is weak at conveying and developing understanding

· Remembering that senior managers and directors normally thrive on change, however the majority of your staff do not relish change, they find it disturbing & threatening.  

People & Change

That last point above is critical:  the chief insecurity of your reports and other staff is the change itself.  The other critical point is communicating with everyone and ensuring they understand what is happening and why, and consulting them for their input to the process.

Fundamental principles for leading/managing people through change

Do not ‘sell’ change to people

Sometimes managers use this to accelerate the process and to get staff to agree so that implementation can start quickly.  ‘Selling’ change is not a sustainable strategy for successful change.  When employees are sold change from on high, they may appear to agree but actually to themselves they think:  ‘why should I?’.  There are others who simply won’t agree and will make that clear by demonstrating blocking and other negative behaviours.  This fuels negativity with group dynamics emerging where employees share this approach which further fuels dissent.

Be wary of phrases such as ‘change of mindset’ or ‘change of attitude’

This immediately indicates imposed or enforced change and implies that employees are in the ‘wrong mindset’ at the moment.  The truth is that the organisation is in the wrong mindset not the employees.  

Ensure that staff are involved as early as possible.

If an organisation imposes change there will always be difficulties.  To be successful you must ensure that everyone participates and is involved.

Communicate openly

This is an imperative throughout the process.  Use workshops to develop collective understanding and to elicit people’s reactions, ideas, objections.

Use staff surveys

But only if they can be anonymous and you publish and act on the findings.  If you do this it can be a good way to restore trust.

Ensure your managers are equipped to support the process

Managers who will contribute & support you in managing change must be capable of empathy and facilitation.  Ensure they are trained to an appropriate level for this.

Remember – substance over style every time

Management & leadership style is more important when it comes to people and change than clever process and policy.

If you are to lead and manage change you need to be totally comfortable with the above principles.  You must work with these ideas otherwise the process will be extraordinarily painful and you will lose good people along the way.

Top Tips for Change

· Consistently involve and agree support from all staff with every aspect of the process.  They must be involved with the total system which includes the environment, processes, culture, relationships, behaviours whether personal or organisational.

· Ensure that all employees involved understand where the organisation is now and where it needs to be, and why, and what measures will assess completion.

· Communicate, enable and facilitate change as early and openly as possible.  Communication is all!

Remember - an employee is not responsible for change.  An employee’s responsibility is to do his or her best.  The capability to do the ’best’ is different for each person and will depend on factors such as health, maturity, stability, experience, personality & motivation.

Things you need think about

The change process at a personal level

Whilst using the principles and action points outlined above you also need to think about and be aware of the personal process that individuals will go through as part of the change process.

Not everyone will go through any or all of the phases described below (known as the transition curve), but it is helpful as a leader/manager to be aware of them.  Your main focus must be on developing a person’s subjective emotion to one of objectivity before they can begin to handle change.  None of us is immune from subjectivity, ignorance or denial.  

John Fisher’s Transition Curve (2003) is an excellent analysis of how individuals deal with change. (see www.businessballs.com)

1.  ANXIETY

Can I cope?

People become aware that events lie outside of their understanding and control.  They don’t have enough information to adequately envisage or understand how they will act in the new situation.  

Solution:  provide more information;  use metaphor or illustration to help them imagine how it will be.  Reassure and coach.

2. HAPPINESS

At last something’s going to change!

People feel pleased that their viewpoint is recognised and shared by others.  They feel relief that something is going to be done about it and that they were right.  They also have feelings of anticipation and excitement at the prospect that things will improve.  They envisage a bright future and see themselves succeeding.  The danger here is that they will project their own construct of the future onto events – known as an inappropriate psychological contract.    

Solution:  you need to manage this phase and make sure that unrealistic expectations are rationalised and redefined in appropriate terms without alienating the person.  They may need help in understanding exactly what role they will perform and the extent to which they can contribute to the future.

3. FEAR

What impact will this have?  How will it affect me?

People tend to feel fearful at the prospect of having to adapt their core behaviour in some way as change is implemented.  They believe they’ll need to act in a different way which impacts on their self-perception and how other see them.  In reality they won’t see that much change in their interactions and will operate in much the same way, perhaps just choosing a different or more appropriate action.

Solution:  reassure and coach;  ensure they understand the reality and what it will look like.  Use metaphor and images as appropriate.

4.  THREAT

This is bigger than I thought.

People become aware of what they think will necessitate a comprehensive change to their core behaviours.  They perceive it as a major lifestyle change that will radically alter their future choices & how others perceive them.  They are unsure how they will act or react in what they perceive as a new or alien environment without the old rules and with no new ones.

Solution:  reassure them of the reality and tangible structures and processes that will accompany the new situation.  Coach and support.

5.  GUILT

Did I really do that?

People become aware that they are disconnected from their core self-perception.  As they explore their self-perception and question how they acted/reacted in the past and look at alternatives for action they begin to re-define their sense of self.  This can lead them to feel guilty about what they did in the past and the impact of their behaviour believing it to be negative as there is now going to be change.

Solution:  reassure them that their past performance was valuable and valued.  Explain that they are merely being asked to do something different to ensure the organisation can progress and that their new input will be equally as valuable and valued.

6.  DEPRESSION

Who am I?

This phase is characterised by general lack of motivation and confusion.  People are uncertain about what the future holds and how they will fit in.  They are left without a sense of their core self which leaves them adrift with no sense of identity or direction.

Solution:  reassure and make clear what their new role will be and that they have the appropriate skills and competencies.  Help them understand that their input will be valuable and valued.

7.  DISILLUSIONMENT

Don’t know why I bother!

People become aware that their values, beliefs and goals are incompatible with those of the organisation.  They become unmotivated, unfocused and increasingly dissatisfied, gradually withdrawing their input, by just going through the motions, or doing the bare minimum whilst actively undermining the change by criticising it and complaining, or they resign.  

Solution:  reassure, coach and support them in re-evaluating their values, beliefs and goals in the light of the change.  Name any unsatisfactory behaviour through constructive feedback if necessary.   Sometimes you have to let people go for their own benefit and for the benefit of the organisation.   If all else fails support them in their job search.

8.  HOSTILITY

I’ll make the old way work if it kills me!

People continue to insist that the old way is best, working hard to make a system or process work that has already proved unsuccessful.  They resist becoming part of the new process which they actively ignore and even undermine.

Solution:  reassure, coach and support them in realising their strengths in relation to the new process.  Refresh their training and development plan and ensure progress as quickly as possible.  If their behaviours impact negatively, name the behaviour through constructive feedback and support them in taking an objective view point on the change.

9. DENIAL

Change what change?

This can happen at any point after the employee first hears about the change, and usually after the anxiety phase.  

People simply don’t accept the change or the need for it and deny that it will have any impact on them, others or the organisation.  They continue to act as if nothing has happened and ignore evidence to the contrary.

Solution:  coach and reinforce the benefits of the new way to them personally and the organisation as a whole.  Refresh training and development as necessary.  If their behaviours impact negatively, name the behaviour through constructive feedback and support them in taking an objective viewpoint on the change.

Conclusion on the transition curve and the individual transition process

As a leader/manager you cannot fix everyone;  they have to fix themselves however, you can do your best to reassure, coach and support employees through this challenging time.  

Objective v. personal

One of the keys to dealing with the transition curve phases is to support people in stepping outside themselves.  They need to be helped to see the process they are experiencing.  It is important to help them understand the process objectively – this will have the most impact on any individual.

You need to be aware that

Conventional organisational change that relies on training, development and motivation, mostly fails.  Employees look at things very differently to their managers or directors and they are unlikely to share the same motivations.

Just because the boss says so just doesn’t work anymore.  

Imposing new skills and changes on people doesn’t work because:

· It assumes that people’s personal aims, wants and needs are aligned with those of the organisation, or that there is no need for such an alignment

· It assumes the people want, and can easily assimilate, the type of development or change that the organisation has decided is appropriate without even stopping to think of the individual life priorities of each member of staff. 

Instead, organisations who are successful at managing change, are those that start by looking for ways to align the aims of the organisation with the total life needs of their employees.

Some key facts

One

People will never align with bad aims.  Greed, exploitation, environmental damage, inequality, betrayal, false promises – these are all transparent for everyone to see.

Reassess and realign your organisational aims, beliefs and values – its integrity – with that of its employees.  This will motivate them to embrace new skills and change.

Two

People don’t just drop everything and change or learn something new just because you say so.  Even if they are willing to learn they are preoccupied with the work in hand.  If you consult you will be saved from making assumptions.  Consultation does not mean handing over power to employees;  it gives you and them the chance to understand the implications and feasibility of what you think needs doing.  Helping them to see things objectively and gaining their input can very often feed you with some excellent ideas.

Three

Organisations often say they don’t have time to re-assess, consult, realign because they’re in a crisis.  Actually, a crisis is the best reason to realign your aims and consult with your employees.  Crisis is a wake up call for the organisation and its purpose – not a wake up call for people to change.

A word about motivation

Stick or carrot?

The traditional method of applying strict discipline and sanctions on staff simply hasn’t worked and in fact has contributed to discontent and the ‘us and them’ syndrome between workers and management. By contrast, the carrot approach involving approval, praise and recognition has improved the working atmosphere enabling organisations to flourish and workers to feel motivated and satisfied.  

Motivation toolkit

· Approval, praise & recognition

· Trust, respect & high expectation

· Loyalty, given that it may be received

· Removing organisational barriers that stand in the way of performance

· Job enrichment

· Good communication

· Financial incentives

Remember - don’t coerce, persuade
Persuasion is far more powerful than coercion.  Persuasion builds morale, initiative and motivation, while coercion effectively kills such qualities.  The three basic components of persuasion are:

Suggest


}


right brain activity

Play on person’s sentiments
}

Appeal to logic

}


left brain activity

Money’s not the only thing....

Fairness, decisiveness, giving praise and constructive feedback, can be more effective than money when looking to motivate people. Leadership is synonymous with motivation and the best leadership occurs when a leader harnesses the motivators of individuals and teams.

· Everyone has a natural desire to learn to do well and be recognised for it.

Good leadership recognises this human desire and bases motivational policy on it

· Leadership that motivates takes account of employees ambitions and inspires people to do well.

· Low quality leadership, kills personal ambition – the leader feels threatened by reports who do well and develop and therefore stifles development to maintain job security

Change Management & Motivation

CHANGE

· Starts with a vision for a future state and considers the individual’s involvement

· Is an individual’s natural way to learn

· Can motivate further learning at a personal level

· Can build positive self-esteem & develop self-discipline

· Can assist individuals to discover their learning personality

· Teaches persistence & finding ways to recover when things go wrong

· Can lead individuals to a career that is better synchronised with their natural ability 

TOP TIPS FOR CHANGE

John P Kotter has written some highly regarded books on change:  Leading Change (1995) and the follow up The Heart of Change 2002.  Both books describe a helpful model for understanding and managing change.  Kotter identified some key principles relating to people’s responses and approaches to change in which people see, feel and then change.  Kotter’s eight step change model can be summarised as:

1. Get the vision right:  get the team to establish a simple vision and strategy, focus on emotional and creative aspects necessary to drive service and efficiency.

2. Build the guiding team:  get the right people in place with the right emotional commitment, and the right mix of skills and levels.

3. Communicate for buy-in:  involve as many people as possible, communicate the essentials, simply, and to appeal and respond to people’s needs.  De-clutter communications – make technology work for you rather than against you.

4. Increase urgency:  inspire people to move, make objectives real and relevant.

5. Empower action:  remove obstacles, enable constructive feedback and lots of support from leaders – reward and recognise progress and achievement.

6. Create short term wins:  set aims that are easy to achieve – in bite size chunks.  Manageable numbers of initiatives.  Finish current stage before starting new ones.

7. Don’t let up:  foster and encourage determination and persistence – ongoing change – encourage ongoing progress reporting – highlight achieved and future milestones.

8. Make change stick:  reinforce the value of successful change via recruitment, promotion, new change leaders.  Weave change into culture.  

Conclusion

Communication is a vital component in the change process - make sure you’re clear on the fundamental principles of clear and best practice communication.  

When it comes to change, whether you face it at work or at home we’d recommend you read Who Moved My Cheese – an amazing way to deal with change in your work and in your life by Dr Spencer Blanchard PH.D.  For any leader/manager it’s one of those essential yet deceptively simple books that you should always have near you.  You need to be constantly flexible as a leader/manager and be able to understand how those who report to you feel about change and respond accordingly.

And, finally a story...... 

THE BLIND MEN AND THE ELEPHANT

A story about perception, truth, perspective, empathy, communication and understanding.
There are various versions of the story of the blind men and the elephant. The blind men and the elephant is a legend that appears in different cultures - notably China, Africa and India - and the tale dates back thousands of years. Some versions of the story feature three blind men, others five or six, but the message is always the same. Here's a story of the six blind men and the elephant:

Six blind men were discussing exactly what they believed an elephant to be, since each had heard how strange the creature was, yet none had ever seen one before. So the blind men agreed to find an elephant and discover what the animal was really like.  It didn't take the blind men long to find an elephant at a nearby market. 

The first blind man approached the beast and felt the animal's firm flat side. "It seems to me that the elephant is just like a wall," he said to his friends.

The second blind man reached out and touched one of the elephant's tusks. "No, this is round and smooth and sharp - the elephant is like a spear."

Intrigued, the third blind man stepped up to the elephant and touched its trunk. "Well, I can't agree with either of you; I feel a squirming writhing thing - surely the elephant is just like a snake."

The fourth blind man was of course by now quite puzzled. So he reached out, and felt the elephant's leg. "You are all talking complete nonsense," he said, "because clearly the elephant is just like a tree."

Utterly confused, the fifth blind man stepped forward and grabbed one of the elephant's ears. "You must all be mad - an elephant is exactly like a fan."

Duly, the sixth man approached, and, holding the beast's tail, disagreed again. "It's nothing like any of your descriptions - the elephant is just like a rope."

And all six blind men continued to argue, based on their own particular experiences, as to what they thought an elephant was like. It was an argument that they were never able to resolve. Each of them was concerned only with their own idea. None of them had the full picture, and none could see any of the other's point of view. Each man saw the elephant as something quite different, and while in part each blind man was right, none was wholly correct.

There is never just one way to look at something - there are always different perspectives, meanings, and perceptions, depending on who is looking. 

/The end/
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ABOUT UNLEASHING POTENTIAL

Unleashing Potential is committed to supporting organisations in developing sustainable strategies for success through staff development.  

Unleashing Potential offers a comprehensive range of leadership, management and business skills training programmes and courses that are designed to work within an organisation’s context.   

This commitment to context ensures results have a positive tangible impact on the delivery of the organisation’s strategies and goals.  The team is also committed to the delivery of sustainability and works closely with the organisation’s leaders and senior managers, as well as the HR department as required, throughout the programme. 

The initial audit and consultation with the client ensures that the staff development strategy prioritises need in relation to resource.

The offer includes:

· Internal audit of need

· Analysis and scoping of need in relation to capacity & resource

· Support in developing a strategy & plan for custom designed training programme or courses 

· Programme or course delivery

· Development of sustainable strategies 

· Follow up support & evaluation

The offer divides loosely into two strands of training:  one for senior leader teams or executives;  the other for supervisory, management or operational staff.  A programme might include any combination of the following depending on context, need and resource.

Senior Leadership/Team Modules

Strategic Leadership Skills:
 

           Developing leaders for today

           Strategic thinking & strategy development

           Strategic team building for high performance

           Sustainable strategies:  Quality Standards for Leadership & Management

           Leading change 

           User focus – develop your strategy

           Performance Management

           From evaluation to advocacy

           Effective coaching skills

           Train the trainer

Supervisors, Operational & Future Managers’ Modules

Essential skills for management:

           Developing managers for today

           Project management

           User focus – manage the plan

           Team building

           Performance management

           Train the trainer

           Effective coaching

           Effective delegation

           Time management

           Presentation techniques

           Interviewing skills

The strands have been developed on a modular basis so that the appropriate

combination of courses can be ‘cherry picked’ according to context.

Unleashing Potential also offers competency framework development, coaching &

mentoring.
Unleashing Potential – The Team

Jan Abbey, Fiona Emberton & Becca Wyatt
Together the team offers a total of 60 years experience of leadership and

management in the private & public sector as well as extensive experience of 

delivering training with  impact at strategic & operational level.   Clients range from 

blue chip companies, to ‘one man bands’, and encompass both the private & public 

sector & cultural  organisations at national &  local levels.  The team offers a wide 

range of experience of the library & information sectors as well as international 

experience.

Contact

Jan Abbey

Abbey Consulting Ltd:  07970 766 797;  email:  janabbey@eclipse.co.uk
Fiona Emberton

Embervision UK Ltd:  07958 274 757 (UK);  0400 144 033 (global);

Email:  fiona@embervision.cc
Becca Wyatt:

Consult Becca Ltd:  01403 780 383;  0780 061 420;  email:  rebecca.wyatt@virgin.net
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