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ANGIE KELLY
angie@shiftperspectives.co.uk  | www.linkedin.com/in/AngieKellyChangeManager  | London | +44 79 268 36101
Business Change Manager | Integral Coach (ACC) | Internal Coach
An experienced Business Change Manager with an extensive background in designing learning programmes for large-scale projects. I have diverse experience across multiple sectors, working on complex business transformation initiatives. A skilled leader, I effectively collaborate at all organisational levels, aligning leadership teams and overcoming resistance to change. I am driven by my values of authenticity, flexibility, and adaptability, thriving in ambiguous situations and delivering impactful results. As a trusted advisor, I use coaching techniques to encourage better questions and foster creative thinking. I excel in challenging, delivery-focused environments and have a strong commitment to collaboration and the well-being of individuals.
Alongside my change management expertise, I am a qualified business/life coach with over 7 years of experience. I am passionate about self-awareness, self-mastery, and empowering others.

CORE COMPETENCIES
· Coaching and mentoring
· Change management strategy and planning
· Stakeholder analysis and management
· Communication and engagement planning and management
· Assessing and managing change impacts
· Leadership development and coaching
· Facilitation 
· Business readiness and transition 
· Training strategy development and enablement
· Benefits realisation

PROFESSIONAL EXPERIENCE

Financial Conduct Authority, Change Manager & Internal Coach						May 2022 – present
· Internal Coach: May 2023 – present
As lead of the Internal Coaching Network, I professionalised the network's operational functioning by improving access to coaching. This involved refreshing internal documentation, establishing coach biographies, setting up chemistry sessions, and managing the mailbox. This role has included engagement at various levels on the benefits of coaching and the importance of developing a coaching culture. I also provide coaching and mentoring to colleagues across the organisation. 
When I converted from a contractor to permanent employee at the FCA, I joined the Internal coaching network. Soon after I joined, the person who had run the network decided to leave the FCA. I was offered the opportunity to form part of a core group of coaches to continue the network’s practices. Fuelled by my Masters research and my previous experience of being an external coach, I suggested some changes to our practices which the other coaches agreed with. I ended up leading this group, since the other coaches had all recently qualified and had no other coaching experience. I find myself in a unique position in this role, balancing multiple responsibilities whilst striving to foster growth and development amongst my colleagues. I have learnt that maintaining clear boundaries between my coaching role and my change role require vigilance. I also need to navigate complex relationships, ensuring confidentiality in my coaching relationships, balancing my commitment to my clients with my loyalty to the organisation as a whole.

· Law Enforcement Agency Partnership Programme: May 2023 – present
I lead the change on several projects enhancing the FCA’s access to law enforcement agency (LEA) services and intelligence. This includes stakeholder mapping, change impact assessments, communication and engagement, training needs analysis, training design and delivery, coaching senior leaders, business readiness activities, and post-go-live support.

· Strengthening Wholesale Markets Portfolio: November 2022 – present
Leading the change on multiple projects within the portfolio focussed on data remediation and implementing data governance and various data capabilities. This encompasses stakeholder mapping, communication management, training strategy development, coaching senior leaders and business readiness activities.
On one of my current projects, I am working with a stakeholder that has a reputation for being difficult, and has several complaints lodged against him for bullying behaviour. One thing I have learnt since working with him is to remain neutral in all meetings. However, in recent weeks, I have spoken up in meetings when his behaviour has impacted me. An example of this behaviour was asking him to not talk over me, after he had done it to me and spoken over my colleague several times. Although this stakeholder is senior to me, I could not sit by and let the behaviour continue. I knew that the only way to get him to stop what he was doing, was to call it out.

Being in the middle of conflict or uncomfortable positions is never a situation I would willingly choose. However, I have learnt from this situation that I can calmly put myself right in the middle of conflict and facilitate a way out. This is not a new skill for me. But the conscious awareness of what I needed to do in that situation was new. I was able to notice what was happening, ground myself and step in to manage the situation. By knowing I was consciously doing that gave me better control of my thoughts and actions to deliver a better outcome for all involved. 

This learning is an example of integrating my self-awareness to commit to right action, rather than repeat a more comfortable pattern of not taking action at all. 

· Supporting Accessibility Needs (SAN) Project: May 2022 – November 2022
I led the change on the SAN project, ensuring accessibility needs were embedded in FCA’s technology delivery. This organisation-wide project involved extensive stakeholder engagement, awareness campaigns, and the delivery of the first mandatory eLearning module on digital accessibility in the public sector.
This was a strategic project that touched all departments within the organisation. I relied heavily on my coaching skills of active listening and effective communication in this project, to help me build rapport and trust with our colleagues who use Assistive Technology (AT) within the organisation. By listening to them, I was able to really understand their pain points and help drive the project to focus on delivering for our current colleagues, to make the FCA a more accessible organisation for all future colleagues too. 

Boohoo, Change Manager											July 2021 – April 2022
· Core Platform Replacement Programme: Jan 2022 – April 2022
I led the change on the programme to develop Boohoo’s virtual ERP by removing custom Sage 200 modules. This programme spanned the business and required extensive stakeholder engagement, vision workshopping and coaching at director level, to drive alignment and understanding of the scope of the programme and need for change. 

· Microsoft Dynamics 365: July 2021 - April 2022
Led change management activities for replacing Sage 200 with Microsoft Dynamics 365 for financial functions. I ensured alignment across senior finance stakeholders from multiple entities to drive efficiency and growth through a single instance of Dynamics 365.
Part of my role on this project was onboarding new project team members and modelling appropriate leadership behaviours. The culture in this organisation was not aligned to my personal values. However, this did not stop me from modelling the behaviours that I thought were appropriate to gain trust and build relationships. I learnt from this role that if I remain grounded and humble, with an open mind that inquired about how things work in the business, I could quickly gain trust and buy-in. I learnt that I did not have to tell my stakeholders that I was a trained coach, I could subtly use my coaching skills to help me deliver quality work in any environment. 

 MHRA, Change Manager												Mar 2020 – July 2021
· CWoW pilot: November 2020 – July 2021
I implemented the final phases of the Combined Ways of Working (CWoW) project with the Health Research Authority (HRA) to streamline clinical trial approvals. This involved managing stakeholders across two organisations, impact assessments, training design & delivery and business readiness to ensure cohesive project delivery.

· Agile Delivery Framework implementation: Nov 2020 – July 2021
I supported the MHRA’s transition to an agile delivery model by developing role profiles and internal capabilities. Extensive stakeholder engagement was required to align the organisation with the new delivery methodology.
On the Agile Delivery framework project, I was trying to manage the change for a piece of work that was not an actual project. I attempted to put governance and ways of working in place to drive the piece of work forward, however that was blocked at every step. I learnt that even though I can see the benefit of doing things in a certain way, and can clearly sell that to others, sometimes it is just not my place to do so. If I am in a situation where I have not been empowered to do that, I need to back away and focus on my delivery. What I managed to succeed with in this piece of work was building trusted relationships with the senior leadership team in the division I was working in. I was able to help them see the benefits of my role, even when it did not seem like the project was delivering much. 

· Finance Transformation: Mar 2020 – Oct 2020
Led change activities for implementing a new target operating model aimed at reducing manual transactional work by 25% and increasing strategic planning and analysis capabilities within the Finance division. This project required development of a change vision for the Finance team, including new strategies, objectives and measures to drive the change forward. There was a strong focus on team building and leadership development to support growth into new strategic roles. 

· HR Transformation: Mar 2020 – Oct 2020
I supported the HR division in implementing a new Target Operating Model, streamlining processes, and improving data and reporting to provide better strategic insights.
For the Finance and HR Transformation projects, I worked with a project manager (PM) who, in my opinion, had a low level of self-awareness. After yet another meeting where the project manager and the sponsor had a screaming match, I found the courage to ask the PM if I could offer her some feedback. I did not contract into a formal coaching relationship with her, because the power dynamic between us was unbalanced. I had coaching conversations with her, to help her develop her reflective capacity, which would help her to understand the impact of her behaviour. I learnt that I put myself in a precarious position because I reported into her. However, I was prepared to do that for the health of the project team and to help to relieve my own stress in working with her. 

Reflecting on this situation now, I was hopeful that coaching would help to remediate some of the challenges I was experiencing with the PM. Although the coaching conversations helped, I did not notice the level of change that coaching often facilitates. This was a reminder to me that not all coaching is transformational. The coaching conversations went some way to improve team dynamics, but it proved a reminder that coaching should not be used as a way of remediating bad behaviours or poor performance.

Following this experience, if I am having challenges within the project team, or with my stakeholders, I escalate up the right channels for the challenges to be resolved. I continue to use my coach approach when engaging with my teams, but I no longer treat every situation as an opportunity for coaching. 

Woolworths South Africa, Change Manager									Mar 2019 – Dec 2019
· MyWoolies App Launch: Jul 2019 – Dec 2019
Responsible for launching the MyWoolies people engagement app to all Woolworths South Africa people across multiple locations (> 28,000 people). I facilitated cross-business engagement and managed suppliers to ensure a seamless "Big Bang" launch. The project team won an HR Difference Award and the Team CEO Award for making an extraordinary contribution to the business.

· YES programme: Mar 2019 – Dec 2019
I managed the change journey across the organisation (Head Office and Stores) to deliver the Youth Employment Service (YES) initiative for Woolworths. The YES initiative is a partnership between government and business to bring young unemployed people into work. Woolworths brought in 450 people as part of this initiative. This project required extensive stakeholder engagement across the business to raise the awareness about the importance of this project and to coordinate intakes in multiple departments, across head office and stores. I won an HR Difference Award for making an extraordinary contribution to the business.

Woolworths (Woolies) South Africa is the South African equivalent of Marks & Spencer. I had interviewed at Woolies on a few occasions before being successful for this role. Reflecting on why I got this role at the time, I showed up in a more grounded way, with a deeper sense of knowing who I am and the value that I can add in an environment. 
The YES initiative was a high-profile project for Woolies and other businesses in South Africa at the time. This role involved building deep relationships with the Human Resources (HR) Business Partners and equipping them with the information they needed to engage with their business units who would be placing the learners. It was also the first time that I was engaging at Director level, with the People Director being the sponsor of the project. Through this process, I learnt that if I was well prepared for meetings and remained grounded when in meetings, I was comfortable engaging at that level. 
I used my coaching skills to actively listen to what the business needed as we navigated this important initiative together. I was also able to ask the tough questions that others were afraid of asking, which ensured the project team had all the information we needed to make informed decisions. 

A large part of my role on the YES programme included mentoring and coaching a recent graduate. She was young and inexperienced, and she was my assistant for YES. I did not expect to have a direct report, so initially I was a little bit surprised by this. I also found it difficult to delegate work and trust that what was delivered met my expectation. It took me a while to settle into my role as a manager in this role, but I used the ‘coach approach,’ to support me in this role. With this experience I learnt so much about myself. I learnt that I needed to communicate very clearly to ensure my requests were understood. I learnt that I needed to factor in time to review my assistant’s work. I learnt that I could not leave things to the last minute, as is my usual style, because I had now delegated some of that work to my assistant. I learnt that it was my responsibility to ensure that my assistant knew what I was asking of her. I learnt what a privilege and responsibility it is to teach someone how to do something. This experience set me up for mentoring and coaching other young graduates in my current role. 

Overall, my time at Woolies was one of immense growth. I felt accepted for who I was in the environment, which allowed me to show up in the way I needed to, to deliver the projects that I did.

External Coach													June 2018 – present
Once I qualified as a coach, I continued to coach external clients for a financial services firm. I used the Enneagram as a tool for developing self-awareness with these clients. 

Vodacom														Sep 2018 – Feb 2019
Change Manager, CyberArk Programme 
Led change management for the CyberArk Programme, focusing on raising awareness and implementing Vodacom’s Privileged Access Management initiative to protect critical data and systems.
On this project, the controlling sponsor did not trust the PM to deliver, which resulted in a project team that did not know what work to deliver and had very poor morale. My key learning from this experience was to trust the messages my body was sending me. I had a strange feeling about the project manager and sponsor during my interview and I should have trusted that feeling. However, I was so desperate to leave my previous project that I ignored my initial feelings. Since I was not in the position to turn down work, I needed to manage myself and I focussed on building the team. I learnt that building a strong and trusting team takes time and effort. I learnt how to facilitate and hold difficult conversations, which led to better team morale, openness and honesty. 

Department of the Premier, Western Cape Government							Nov 2017 – Sep 2018
Change Manager, Windows 10 and Office 365 implementation 
Responsible for rolling out Windows 10 and Office 365 as part of a larger programme to roll out digital capability within the Western Cape (>23, 000 people). 
I started working with this team towards the end of my diploma. I had the opportunity to coach 3 of my colleagues while in this role. However, none of them were ready for coaching and after most of the coaching sessions, I felt uncomfortable. At this point in my coaching career, I thought that I could coach anyone and help them to ‘be better.’ That was a big lesson to me as a new coach. I found this a difficult environment to work in because the team was complacent. I thought coaching would help them to see how they could do things differently and add more value. What I learnt by working in this environment is that I cannot assert my own values on others and offer coaching as a tool to that end. 

Shoprite Group of Companies											Jul 2015 – Oct 2017
Change Manager, COR3 Programme 
I delivered change management support as part of the COR3 Programme, implementing SAP Retail globally across the value chain. This included creating a new target operating model and a unified system of record to support international growth.
This role was my first in change management. I had been working in the project space since 2005 in a Training Lead capacity. This contract demanded so much of me for several reasons and at many times I floundered. I also began the TCC Diploma in February 2017, so my growth can be divided into pre-diploma and during-diploma. 

Pre-diploma:
· [bookmark: _Int_ZFoJlEtQ]Learning how to engage stakeholders in a different way – helping them understand the changes that would impact their teams, rather than just offering training solutions
· Learning how to manage difficult stakeholders on my own. This was a hostile environment since this project was the third attempt at delivering their vision
· I learnt how not engaging the business early on prevented us from bringing them ‘on the journey.’ This is one of the core principles of change management

During Diploma:
· I noticed that I started speaking up for myself more because I started realising that my opinion could add value
· I started asking incisive questions which determined a better outcome for all involved
· I started to become more direct with pushy colleagues and not let them hand their work over to me

EARLIER WORKING EXPERIENCE:
Oracle Financials Learning Consultant at various organisations: 
Western Cape Government, Old Mutual, South African Reserve Bank, Harmony Gold Mining, Media 24 Group, University of Manchester and Royal Mail.

EDUCATION
· Professional Doctorate: Coaching (current) – University of Wales Trinity St David
· MA: Coaching and Mentoring – University of Wales Trinity St David
· Diploma in Integral Practitioner Coaching – The Coaching Centre, South Africa
· B. Com., specialising in Industrial and Organisational Psychology – UNISA, South Africa

CERTIFICATIONS
· CMI Change Portfolio Management Foundation
· APMG Agile Change Agent
· Prosci Change Management
· Prince 2 Foundation and Practitioner
· Integrative Enneagram Solutions iEQ9 Accredited Practitioner (Level 1)
· Associate Certified Coach (International Coaching Federation)

OTHER INTERESTS
I am an experienced and International Coaching Federation (ICF) accredited Integral life/business coach working with individuals since 2017, to create sustainable shifts within their lives and supporting their attainment of life and business goals.
· Leadership and Management Coaching – coaching various managers at Senior, Middle and emerging management levels
· Life and Business Coaching – coaching individuals with regards to their personal development, performance and development within their careers
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	Job Title:
	Business Change Technical Specialist
	Job family:
	TSE1

	Division:
	Operations - Change 
	Reports to:
	Business Change Manager 

	Department:
	Change Directorate 
	No. Direct Reports:
	None

	Team:
	Departmental Change Teams
	No. Indirect Reports:
	None



Background
	Describe the work of the team and the department:

	Our Change Directorate is at the forefront of our ambition to transform the FCA into a data-led regulator, and our work enables the FCA to effectively regulate some of the UK’s most complex financial markets.

Within the Change Directorate, our Departmental Change Teams (DCT) work closely with business areas to deliver business change activities in support of technology, regulation, process and behavioural changes. DSTs are made up of key change disciplines such as business change, project management and business analysis. 

We are looking for experienced senior Business Change practitioners to join our Departmental Change Teams to help to deliver our portfolio. Successful candidates will be responsible for the people side of business and technical change; they will have a track record of delivering end-to-end business and technology change in challenging environments, will demonstrate outstanding stakeholder management and communication skills, and use their problem-solving, proactive mindset to collaborate with others developing and implementing appropriate change management strategies on projects and programmes.



What does this job involve?
	List the key responsibilities of this job:

	· Responsible for designing and implementing the business change approach for complex transformation programmes.  
· Responsible for assessing the impacts of programme led change, securing a shared view of the changes and the impact with the business sponsoring the change and other stakeholders and the programme team
· Developing and delivering change strategies and interventions to effectively implement the required change, (business change deliverables and milestone) including but not limited to; stakeholder engagement plans, training needs analysis, communication plans, training plans, resistance management plans and in conjunction with impacted business areas analysing the change to determine what people processes are required to implement organisational change.   
· Producing and supporting the delivery of “go live” plans, which may include the establishment and leadership of change agent/champion networks.   
· Leading the resolution of people related risks and issues.  
· Identifying readiness and exit criteria.  Managing to the readiness criteria, ensure the change is embedded within the relevant business area and complete the transition to BAU teams services post go live.  
· Responsible for managing business change team members and taking responsibility for quality assuring key deliverables
· Contributing to the Business Change Practice, developing content for capability frameworks, best practice methodologies and frameworks for deliverables, supporting practice members in applying the capability and best practice in their daily tasks.
· Being a role model and leader for the Business Change practice across the organisation and providing coaching and support as required.



What will the candidate get from the role?
	Specific insights or unique benefits the role offers:

	E.g. exposure to senior industry leaders, opportunity to work with international regulators 
· The satisfaction that your work makes a real difference and contributes to the FCA delivering on its mission.
· Critical part of a delivery team delivering a pipeline of work that will help redefine the FCA’s technology landscape for years to come.
· Ability to support the successful realisation of business outcomes within the FCA.
· Opportunity to network across the FCA.
· A challenging and varied workload across a varied portfolio of change.  
· An opportunity to work in a collaborative, learning environment with a team of talented and motivated colleagues.



Which minimum, essential & desirable skills are required?
Minimum criteria 
*Any disabled applicant meeting the minimum criteria will automatically progress to interview stage, should they enter under the Disability Confident scheme.
For more information on the FCA’s commitment to building a diverse and inclusive workforce, including guidance on drafting criteria, please refer to the FCA’s Positive Action Framework. 
	Required proven experience in a specific technical area or skill:

	· Significant experience of leading business change projects, leading teams in successful delivery of organisational change, particularly on transition programmes involving changes to people, processes, IT, culture and behaviour.  
· Significant experience of delivering business change across a variety of project and programme methodologies



Essential criteria
	Required role-specific know-how, skills and behaviours

	· Excellent relationship management with a proven ability to build trust and understanding the issues that matter to people most, whilst taking divisions through structural, procedural and cultural change
· Excellent analytical skills: ability to think clearly and rigorously about how best to assess operational risk and readiness and reach pragmatic approach and direction, including under pressure.
· Strategic and pragmatic thinker, focused on outcomes and the bigger picture with the confidence to engage constructively to challenge established approaches.
· Significant experience of identifying risks, developing mitigation actions and reaching agreement with stakeholders on the management of risks and issues where there are interdependencies within and outside of a portfolio.  
· Ability to work in a logical and structured way in response to ambiguity
· Exceptional communication and interpersonal skills: excellent written and oral communication
· Comfortable with technology concepts and solutions
· Competent user of all MS Office applications
· Ability to travel to FCA Stratford office as required for team or project meetings



Desirable criteria
	Role-specific know-how, skills and behaviours that would be advantageous:

	· Coaching skills, able to coach Business Change Practice members in frameworks and methodologies and change management behaviours
· PROSCI or other business change qualifications 
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Main Purpose of Post
Integral coaches use discussion and questions to assist their clients to identify personal and/or business goals, develop strategies and action plans intended to achieve such goals, and monitor progress towards implementation of the action plans. The coaching relationship is designed and defined by each respective client and the coach, and the relationship is based on the expressed goals, interests, and objectives of that client. 
Core Responsibilities 
· Formally contract with the client on the following:
· Number of sessions, length, and frequency
· Coach’s responsibilities in the coaching journey
· Client’s responsibilities in the coaching journey
· Hold the focus of the sessions in line with the SMART goals that the client sets for her/himself 
· Be a thinking partner, walking alongside the client on their learning journey 
· Ask questions that result in the client identifying new ways of thinking and exploring new approaches and options 
· Create a safe space that encourages exploration and openness, a space of non-judgement 
· Communicate openly, sharing and reflecting back observations 
· Seek feedback from the client at the completion of the coaching programme 
· Use the Integral+ Framework to develop your client's self-awareness
· Make explicit any observations or issues that are more appropriately and ideally explored by another intervention, e.g., counsellor / therapist 
· Work according to the International Coach Federation (ICF) code of ethics
· Undertake regular review sessions with a coaching supervisor

Required Education
Professional certification as an Integral coach is essential in this role. 

Required Skills
Interpersonal skills are very important because the post holder will need to be able to put clients at ease and build strong working relationships with them. Effective communication skills, including active listening skills, are essential so that the client can produce SMART goals. They also need analytical skills so that they can effectively assess clients and identify issues that may be hindering their daily lives. Confidentiality is important, as their clients need to trust their coach to be able to work effectively with them.
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	Goal
	Task/ Skill / knowledge
	Previous experience / training
	Gaps in learning /understanding
	How will this be achieved
	How will it be evaluated

	To reach Professional Certified Coach (PCC) status from the International Coaching Federation (ICF)
	Knowledge and understanding of the ICF definition of coaching, ICF Core Competencies and ICF Code of Ethics
	· I am already an Associate Certified Coach (ACC) with the ICF, and have renewed my credential indicating my learning is current
· Integral+ Coach Practitioner Diploma
· MA: Coaching and Mentoring
· More than 250 hours of coaching experience
	I need to develop my knowledge of the PCC Core Competencies
	· Conduct another 250 hours of coaching to be eligible for this credential
· Undergo 10 hours of Mentor
Coaching with a PCC ICF registered mentor coach
	Reviewing coaching log submitted as part of the ICF PCC credentialing application

	
	Knowledge and understanding of the ICF definition of coaching, ICF Core Competencies and ICF Code of Ethics
	· I am already an Associate Certified Coach (ACC) with the ICF, and have renewed my credential indicating my learning is current
· Integral+ Coach Practitioner Diploma
· MA: Coaching and Mentoring
· More than 250 hours of coaching experience
	I need to develop my knowledge of the PCC Core Competencies
	· Review the ICF definition of coaching, ICF Core Competencies and ICF Code of Ethics
· Prepare for the exam using the ICF Credentialing Exam online tutorial
	Achieving 75% on the ICF PCC Credentialing Exam 

	Complete a Team Coaching Certification
	· Understand and implement the ICF Team Core Competencies
Understand the process in team coaching interventions
· Differentiate team coaching from other modalities such as team
building, and group facilitation
· Recognise the five dysfunctions of a team (Lencioni model)
· Understand the complexity of team coaching
· Recognise the role that diversity and inclusion play in team coaching
	Certificate in Depth Facilitation 
	Although I am a qualified coach and experienced facilitator, I have no experience of team coaching so this learning will all be new
	· Attend 8 training sessions as part of the programme
· Complete book reports
· Engage in discussion forums
· Coach a team
· Receive team coach supervision
	Through evaluation of the book reports and a case study

	Become CMI Accredited at Master Change Professional Level
	· Study the Change Management Body of Knowledge (CMBOK) book
· More than 7 years of Change Management Experience
	· 10 years Change Management experience
· Prosci certified
· Agile Change Management Certification
· Change Management Institute Portfolio Foundation
	Although I am an experienced change manager, I will need to learn the CMBoK to ensure that I'm suitably prepared for the assessment
	· I need to study the CMBoK
· I will need 2 colleague references 
	· Written application providing evidence of practical capabilities in the competency areas
· Evidence from referees who have directly observed my behaviour in change roles 
· Participation in a virtual interview
· Participation in a virtual assessment centre.

	Complete the CMI Advanced Portfolio Management training
	· Hold a change leadership or portfolio management position within an organisation and
· Have completed the Change Portfolio Management Foundation course
	· 10 years Change Management experience
· Prosci certified
· Agile Change Management Certification
· Change Management Institute Portfolio Foundation
	Although I am an experienced change manager, I will need to learn the CMBoK to ensure that I'm suitably prepared for the assessment
	· Pre-work – Half-day pre-reading 
· Attend 3,5-day training course
· Participate in interactive discussions, small group activities, self-reflection, case studies and planning activities.
	Through participation in the training and completing the assessment at the end of the course
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	Activity
	Recommended Action
	Implementation

	
	
	Resources 
needed
	Timescale

	Achieve ICF PCC credential


	· Continue being an internal coach at the FCA to log coaching hours
· Work on building up external coaching clients to develop an independent coaching business
· Join a platform like Life Coaching Directory to market my coaching experience
	· Time: I need to conduct another 250 hours of coaching to be eligible for this credential
· Funding: GBP 195 to renew Life Coaching Directory membership for 1 year
· Updated coach profile
	By 2027

	Complete a Team Coaching Certification


	· Keep a lookout for suitable dates for this course: https://goldvargconsulting.com/wp-content/uploads/2024/10/Cohort-10-TeamCoaching.pdf
	· Time: the course comprises 60 hours of training, along with extra time need to complete book reports, and engage in discussion forums, coach a team & receive coaching supervision
· Funding: the course costs USD3500
	Once I’ve completed my DProf

	Become CMI Accredited at Master Change Professional Level
	· Study the CMBOK book
· Explore whether the FCA will sponsor the accreditation process
	· Time: it can take up to 6 months to complete
· Funding: GBP 825 
· Mental capacity to prepare
	By March 2026

	Complete the CMI Advanced Portfolio Management training
	· Keep a lookout for suitable dates for this course: https://change-management-institute.com/change-portfolio-management-training/change-portfolio-management-training-advanced/

	· Time: 3,5-day course delivered virtually over two consecutive weeks
· Funding: the course costs AUD 2400
	By March 2027
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This review of learning explores my learning over my career history in a chronological format, exploring the following sections:
· Introduction
· The beginning
· Midway
· Current focus
· Professional Identity and Doctoral Development
· Conclusion

Introduction
As a young person growing up in the 1980’s, while my sister dreamed about her wedding day, I dreamed about wearing a navy-blue power suit and carrying a briefcase. I had a privileged education and was always told I had plenty of potential, but it never resulted in more than average marks. By the time I needed to choose a career, I felt lost. My parents took me for psychometric testing and once again, the tests showed that I had the potential to study whatever I wanted, with a particular leaning to psychology. However, in the context of South Africa having just had its first free and fair election, the advice my parents were given was to encourage me to do something practical, because if I studied psychology, I would end up as a waitress! 

During my final year at school, in and amongst old high school final examination preparation papers that a friend had given me to prepare for my final school exams, was a brochure to do a Diploma in Beauty Technology at what was then the Cape Technikon. Since I had no idea of self by that stage, my mother, fuelled by the words of the experts, encouraged me to apply for this course. Even though I didn’t have Biology as a mandatory subject, the psychometric tests I did as part of the application process indicated I was a top candidate, and I was accepted. 
Fast forward 3 years and I started full-time work in an upmarket salon. I noticed my clients would easily share their life stories with me, the highs and the lows, and I started to wonder what type of therapy I was really offering them. A consistent theme throughout my life has been people feeling safe with me and sharing their stories. 25 years later, I finally feel like I have the right skills to support people through their journeys. As a change manager and coach, my focus is on people and their stories. 

This learning review focuses on my journey to where I am today, identifying the pivotal moments in my non-traditional career, and relating it to my specific areas of interest in my Professional Doctorate studies. 

The beginning
Midway through my Beauty Technology diploma, I asked the Head of Department what it would take to start teaching the diploma course. She mentioned I would need to do the B. Tech in Post-School Education as a starting point. Reflecting on this, I have always been curious and had a desire for learning. Carol Dweck (2017) in her book ‘Mindset’, shares how a fixed mindset or a growth mindset determines our success. In a professional learning sense, this is an early example of that growth mindset, which has been a consistent theme throughout my career. I completed my diploma and immediately started doing the B. Tech part-time. 18 months into my role as a beauty therapist, I secured the technician role in the Beauty Technology department at the Cape Technikon. I was responsible for managing all aspects of the salon, for example, booking in clients for students, ordering stock, managing two support staff and supporting the lecturers. I also taught one practical subject to second- and third-year students. Since I had worked in a salon environment part-time while studying, the move from the salon to this new role was my first experience of a transition in professional learning (Webster-Wright, 2010, p. 116). Although I had prior experience of being a beauty therapist, and a desire to move into my new role, I had no experience of my new role. However, a few months into this role, following some training and mentoring, I was able to perform all my required duties, indicating that I had moved to stage 3 of the learning process. That is, from unconscious incompetence to conscious competence (Robinson,1974, p. 539). This indicates the progression from not knowing what I did not know when I started my role, to being fully aware of what was required to perform my role, and the ability to do it.

18 months later, in March 2001, I moved to London and back into a salon environment. Following a short stint in a permanent position, I became a freelance therapist and over that year, I worked in many salons, sometimes for just a day, others for longer. Through this process I learnt I was resilient, flexible and adaptable, and able to apply the core skills I had learnt in multiple situations. According to Webster-Wright (2010, p.117), I was experiencing a transition as I moved from one salon to another. In my case, this was a Transition type 1, meaning that I knew what to do each time I started somewhere new. I knew the process and what was required of me. In this case I knew how to perform my treatments, but the learning each time involved understanding for example, what equipment was available to me and how it worked, what treatments that particular salon offered, and basic things like where the products and linen were kept and how the salon was setup. 

The following year, I moved up to Manchester. While struggling to find work in a salon, I joined a temporary agency to do data capturing and I started working at Royal Mail in their new Manual Data Entry Centre (MDEC). Once the programme was established and the transition to business as usual (BAU) began, the leadership team asked whether any of the team had prior teaching experience. I volunteered, although I had had no experience of teaching people how to use a system. However, I did know how adults learned, since I had completed a degree in adult education. This experience marks the second important learning transition (Webster-Wright, 2010, p. 116) for me. Over the next few months I worked with a great mentor who taught me how to become a system trainer and instructional designer. She taught me how to develop and quality assure training material, along with set evaluation tasks. She taught me more about how the system we were using worked and how it was setup. She taught me how to train the system and design a learning programme for new starters. This experience was a fundamental shift for me – I learnt how to work in an office environment, I learnt how to receive feedback on the work I delivered and improve on it, I learnt the value of teamwork and I learnt how to work to a deadline in a new role. The opportunity with Royal Mail allowed me to expand my skills to start delivering IT training. This start provided the foundation of my professional practice as a learning consultant who designs and delivers training. 

I continued this role in various forms for the next 12 years or so, ultimately becoming a specialist in designing and delivering training for Oracle Financials implementations. Most of my time in these roles was as a contractor, working in various sectors and organisations, in the United Kingdom and South Africa. My resilience and adaptability helped me to move quickly in a new organisation, since contractors are supposed to hit the ground running. It was during this period that I noticed I developed my professional practice expertise in this role. According to Schon (1992, p.60), “a professional practitioner is a specialist who encounters certain types of situations again and again”. Even though I knew how to write training material and knew the system I was working on, each implementation was unique. Every industry and organisation had their own processes, language and culture. I could take my experience of working in the project lifecycle and apply that to each scenario but needed to quickly learn how that project lifecycle applied to that environment. Each time I would learn more and be able to add value earlier on in the process. According to Webster-Wright (2010, p117), I was experiencing 2 types of transitions as I moved from one contract to another. Transition type 1 meant that I knew what to do each time I started somewhere new. I knew the process and what was required of me. Transition type 2 refers to the thinking aspect of what I was meant to do. Application of this theory for me meant that in each organisation I actively thought about the context I was working in, what was required for that environment and what would work best in that organisation. Specifically, I would have applied my understanding of how adults learn to the learning culture within that environment and design learning programmes to suit that. 

The reflection on my early career provides the foundation for my developing professional practice and indicates the values I developed through that period of exploration and learning, which continue to drive my DProf journey.  

Midway
On large implementation projects, the training team would work closely with the change management team to support the change delivery. In 2011 I worked alongside an excellent team of business change practitioners, and I felt inspired to learn and grow; I realised that this was the next step in my career. I became friends with one of the business change practitioners and asked her advice on what my next steps should be if I wanted to change careers. This process of learning from my peers is linked to Social Learning Theory (SLT). Bandura (1977) suggests that SLT integrates the cognitive aspects of learning with the social and participatory aspects of learning. Even though this feels particularly relevant in this situation, once again, SLT has been a consistent theme throughout my career. 

To formalise my learning in preparation for my career change, I decided to do a B. Com in Organisational Psychology, specialising in Change Management. This degree would provide the foundation and credibility I felt I needed to understand organisations, people in organisations and the psychology of organisations. Midway through the degree, I completed the Prosci Change Management Certification. Prosci (2025) offers a “a framework for organisational change” and in 2015, I secured my first role as a business change manager. 

Even though I had worked in a project environment for many years, my learning curve in this role was the biggest I had experienced to date. I was working in a new sector and with a technology I was unfamiliar with. To this day, this role was the most challenging of my career and one of my biggest learning experiences. It was also an incredibly hostile environment to work in. I was part of a team of change managers and hoped for guidance and mentorship in my new role. I soon realised I was responsible for my own learning and development and turned to a more experienced colleague to support me. According to Webster-Wright (2010, p.117), professionals bring their previous experiences and understanding to a situation. Although I had enough experience to be interested in this new role, I had no experience of doing the role. I had a theoretical awareness of one model of change, by having a Prosci certification, but no lived experience of applying the theory. Although my resilience, flexibility and adaptability supported me through this role, I also leant on my support network and had many coaching conversations. These conversations helped me to start actively reflecting on the situation and my role in it. After a while, I realised that to improve my understanding of myself and others, and to be better equipped to navigate the challenging work situations that I would encounter going forward, I needed to enrol in a coaching course. In February 2017, I began a 14-month long diploma in Integral Coaching through The Coaching Centre in Cape Town, South Africa.

During module 2 of the coaching diploma I was reintroduced to Kolb (1984). I had first encountered Kolb when doing the Chartered Institute of Personnel and Development (CIPD) Certificate in Training Practice in 2007, and although I implemented the principles when designing training, I did not reflect on how his theory related to me personally. According to Kolb (1984, p. 38) “Learning is the process whereby knowledge is created through the transformation of experience”. Following module 2 of the diploma, I completed the Learning Styles Inventory (Kolb, 1984) and discovered my learning style. Based on the Learning Styles Inventory, I had high scores for both Active Experimentation and Concrete Experience. I therefore have the Accommodator learning style, meaning “the greatest strength of this orientation lies in doing things, in carrying out plans and tasks and getting involved in new experiences.” (Kolb, 2015, p.86) This awareness was a great revelation for me, and I resonated with it completely. It felt like I finally understood an important piece of myself.
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Figure 1: The experiential learning cycle (Kolb, 1984)

In my case, I scored low on the observations and reflections part of the learning cycle, meaning that I was not always moving through the whole learning cycle and fully cementing my learning. Learning how to reflect during the coaching diploma marked another critical step in my personal learning journey and the beginning of my journey as a reflective individual and practitioner. 

Coaches and leaders strive to be self-aware, to self-adjust, to develop the capacity to respond creatively and intentionally to the needs of clients or those who they are attempting to develop, and to challenging environments. Reflection is a fundamental process which underpins developing these capacities and it underpins learning. (Pampallis, 2017) 

This reflective capacity has continued to grow and has been further developed through my Professional Practice Masters. Since that learning I’ve continued to build on it and use reflection as part of my practice as a coach and as a change manager. Examples of this include requesting feedback in my coaching sessions, attending coaching supervision and requesting feedback from my peers, line manager and stakeholders at work. 

When I began the coaching diploma, I started noticing shifts in the way I was delivering change. As I began to develop coaching skills, I noticed that I was listening better and had more empathy for leaders and those impacted by change. A recent webinar focussed on coaching change leaders. All panel members were both International Coaching Federation (ICF) accredited coaches and Association of Change Management (ACMP) certified change management professionals. They referred to the way that change management professionals who are also coaches engage with their stakeholders using the “coach approach” (ACMP & ICF, 2023). This coach approach consists of deep active listening, powerful questioning and the belief that given time and space to think, people will come up with solutions to their challenges. 

This coach approach can also be linked to Prosci’s ADKAR model for change management. Prosci (2024) states that “the success of any organisational change depends on impacted people and teams adopting new behaviours or responsibilities.” Prosci also believes that change happens at an individual level first and by using the coach approach, change managers “must first equip people managers with the right knowledge and skills” (Prosci, 2024).  Reflecting on this, I have learnt that I now go into an organisation and actively listen first. Active listening is “listening for what is being communicated, both through what is said and what is not said” (Pampallis, 2017). I am listening to leaders and those impacted by the change, to understand how the business works and what is most important to stakeholders. I am also listening to hear for the unspoken things like the values of the organisation, the values of individuals and how these two concepts align or diverge. I am listening to make meaning, listening to notice, and listening to observe patterns. This form of listening offers me a very different perspective to others. 

An example of how I have used active listening as a tool in my change management work is when I worked on the Finance Transformation project at the Medicines and Healthcare Regulatory Agency (MHRA). I joined the project about 6 months in and immediately noticed the conflict between the project sponsor and the project manager. Most of the meetings ended with one or both stakeholders shouting at each other and the project not being able to move forward. I actively listened in those meetings, getting an understanding of my project manager and sponsor’s values and beliefs, and trying to understand what was important to them. Once I had a sense of what these concepts were, I was able to engage better with my project manager and sponsor and help them to find common ground. By listening at this level, I was able to help the project move forward and ultimately achieve the agreed outcomes.

Before I started training as a coach, when I started on a new project, I would read the business case, or whatever material was available, and come up with several superficial questions to ask stakeholders, with the focus on what we were aiming to achieve through this project. I was intent on understanding what we were doing so that I could quickly get up to speed and start delivering. However, as I started to learn more about active listening and practiced it, I noticed the types of questions I asked began to change. The questions became deeper, as I was starting to look for patterns and motivations. I was starting to inquire about values, about possibilities, about things that had not been thought of. By questioning at a deeper level, and asking the right question at the right time, I can gather information that will inform how I can go about building the strategy for the change. 

The shifts in my learning and growth explained above are probably most aligned to the theories on transformative learning journeys. Transformative learning is defined as “learning that produces a significant impact or paradigm shift in the learner's perspective” (Clark, 1993). The theory suggests that transformative learning occurs through a series of phases that begin with a disorienting dilemma, followed by critical reflection, rational discourse, and finally integration (Mezirow, 1991). In my case, this series of phases begins with a disorientating dilemma in my first change management role, leading to the reflection that I did not have the skills to navigate that situation. Through discussing the situation with my partner, having coaching conversations and discussions with friends and peers, I took action to enrol in the coaching diploma. In this instance, my journey demonstrates how I’ve integrated my learning to make sense of my professional growth. 

These learnings impact my approach to my DProf because I’ll use my learning so far to further develop myself and the coaching profession. Firstly, my research will focus on an aspect of coaching, possibly the integration of coaching for change. But I have learnt to listen, inquire and give myself and others time to think. Approaching my doctorate in this way will inform how I approach qualitative data collection for example, by using active listening techniques and giving people the time and space to think. 

Current focus
In April 2023, I converted from a contractor to a permanent employee at the Financial Conduct Authority, having contracted for 17 years. My role is that of a Business Change Manager Technical Specialist, meaning I have significant change management experience, and I work on complex programmes and projects. This shift has given me a feeling of stability and has also allowed me to join the Internal Coaching Network, which I now lead. Fuelled by my Professional Practice Masters in Coaching, I professionalised the network's operational functioning by improving access to coaching. This involved refreshing internal documentation, establishing coach biographies, setting up chemistry sessions, and managing the mailbox. This role has included engagement at various levels on the benefits of coaching and the importance of developing a coaching culture. I also provide coaching and mentoring to colleagues across the organisation. Leading the coaching network has had a fundamental impact on my professional identity. I have begun to recognise that my experiences so far have informed how show up in this role and I feel like I have the gravitas to lead this group. I have noticed that this gravitas in my coaching role is influencing how I view myself in my change management role and solidifying my expertise there too. I now feel confident enough to call myself a leader. 

Since becoming permanent, I’ve had the opportunity to line manage, mentor colleagues and graduates, interview candidates for roles and been on training. As a leader in the team, I am no longer only responsible for my personal leadership characteristics, but I am a role model for the team too. I have learnt that I lead with empathy, strength and the desire to deliver valuable, meaningful work. My manager trusts my judgement and values my expertise, as evidenced in the final summary in my performance evaluation in January 2025.
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Figure 2: End of year performance review

The relationship between coaching and transformative learning theory offers a powerful framework for further explaining my dual roles as change manager and coach. Sammut (2014) aimed to discover if and how transformative learning theory is applied in coaching. According to Sammut (2014, p.52) “the research found robust links between the fields of coaching and adult learning theory”, identifying four themes in the relationship, namely: space and context of the coaching environment; the coaching relationship; dialogue, language and communication; and transformation. These themes align to what the ACMP & ICF (2023) refer to as the “coach approach”, with particular emphasis on active listening, powerful questioning and creating time and space for reflection. This integration provides a foundation for me applying the "coach approach" in my change management work.
The transformative potential of coaching is further supported by research suggesting that "coaching for resilience in organisational change" can improve efficacy in managing change (Sherlock-Storey et al., 2013). This is another example of integrating my coaching skills into my change management practice, as evidenced by the example of using active listening to navigate conflict between my project sponsor and project manager at the MHRA.

Professional Identity and Doctoral Development
My current focus of gaining my Professional Doctorate positions me as what Burnard et al. (2018) term a "researching professional." This concept refers to professionals who develop "a reflexive disposition to connect the workplace and the university as the subject and object of the same critical stance" (Burnard et al., 2018, p. 1). This theoretical framing helps to contextualise the integration of my professional practice with academic research. Burnard et al. (2018) argue that a professional doctorate involves "practices of diverse researching professionals at different phases and stages of their doctoral journey" and "the imperative of critical reflexivity as one moves from practitioner to researching professional" (Burnard et al., 2018, p. 1). 

The concept of the researching professional identity is particularly relevant to my Training Needs Analysis and Personal Development Plan, as they both provide a theoretical framework for understanding my goals of achieving my ICF PCC credential, completing a Team Coaching Certification, becoming CMI Accredited at Master Change Professional Level, and completing the CMI Advanced Portfolio Management training. These goals reflect what Burnard et al. (2018) describe as "placing 'practice' at the nexus of the workplace, the university (doctoral programme) and leading professional change" (Burnard et al., 2018, p. 1).

Conclusion
The process of reflecting on and writing up my learning journey has been tough and rewarding. I have appreciated the opportunity to reflect on my learnings and experience so far, and I have often been surprised by how much I have grown. Part of this reflection has included reflecting on my journey through the Recognised Accredited Learning (RAL) module of my Masters and recognising my growth since then too. As Borton (1970) says, now what? As has become my usual response to that question, I choose to use the words of Elizabeth Gilbert, “Onward!”
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Overall Evaluation

How do you summarise what has been achieved across performance objectives, delivering on role responsibilities, applying skills and living our FCA values over the previous performance period?

Question
Manager Summary
Comment  Angie has had a great year, consistently demonstrating her value as a key member of the team. She has shown re-

markable dedication, expertise, and professionalism in all aspects of her role. Angie’s ability to manage multiple re-
sponsibilities, even when some projects progressed more slowly, i a testament to her calm and balanced approach
Despite the challenges of juggling competing demands, she has consistently maintained high standards, prioritising
her work effectively and ensuring nothing falls through the cracks,

Angie s highly respected within the team for her steady presence and calm demeanour, even in the face of ambigui-
ty or pressure. Her transparent and open communication fosters trust, and she has a natural ability to provide clear
quidance to stakeholders and colleagues alike.

She is a mentor and a coach, always willing to share her knowledge and offer support to others. Angie's contribu-
tions extend beyond her core responsibilities; she is actively involved in the CoP and the Tech Spec group, which is
promising in terms of enhancing collaboration and driving forward our working practices.

Her ability to work alongside her peers, particularly with Sharon, is something to watch in the coming year. | am excit-
ed 1o see what they can achieve as a lie-minded team. Angie's calm, steadfast nature ensures that she remains a
grounding influence for the team, particularly when projects require quick action or difficult decisions. She was re-
cently recognised as an unsung hero at the ESFI divisional day, which is a well-deserved acknowledgment of her con-
sistent support and commitment to her colleagues.

In the year ahead, | would like to see Angie continue to build on her strengths, particularly in the areas of influencing
and challenging when needed. While she is an outstanding support to others, Id like to see her feel even more em-
powered to challenge the status quo and make her voice heard in critical moments. There are times when her chal-
lenge could be more assertive, especially when navigating through noise or resistance.

Overall, Angie has had a great year consistently demonstrating strong performance, professionalism, and a proactive
approach to her work. Sheis a fole model for the team, and | am confident that she will continue to thrive and con-
ribute significantly to our collective success i the coming year. Thank you for allof your hard work and dedication.

Employee Summary

Comment

I demonstrate a strong commitment to compliance, leadership, and collaboration within my role, contributing to the
success of my projects and the wider team. My proactive approach encompasses the following

+ Adhering to compliance requirements in reporting processes, ensuring that any risks or issues related
to changes are promptly raised and escalated.

+ Maintaining accurate SME demand data across projects.

« Leading by example and demonstrating best practices, | encourage others to follow sut.

« Actively coaching and mentoring team members, particularly those looking to enhance their BC skills,
so fostering professional growth within the team

« The formation of the TS Peer Group for BAs and BC has created a supportive environment for develop-
ment and open dialogue.

« Facilitating discussions on best practices and identifying collaborative opportunities, strengthening
peer relationships.

+ Incorporating lessons leamed from previous projects into change delivery processes

+ Ensuring insights and best practices are shared widely among team members, enhancing collective
knowledge.

+ Establishing strong relationships with stakeholders, ensuring they feel supported and heard. Positive
feedback reflects this effective engagement.

« Proactively reporting people change risks to keep stakeholders informed, aiding in strategic planning.

+ Evidence of a commitment to fostering a positive and inclusive team culture through supportive behav-
fours and addressing any poor conduct.

« Actively promoting inclusiviy, receiving commendations from colleagues for my collaborative
approach.

« Focussed on delivering the 2024/25 Change Portfolio by successfully managing projects, aligning BC
artefacts with best practices, and prioritising workload effectively.

+ Regular monitoring of progress ensures transparency in business change actvities.

+ Commitment to personal growth by planning to utilise the BC Capability Framework for identifying pro-
fessional development gaps.
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