
B.A. Leadership and Management
Skills for the Workplace
Module Assignment Submission 
Student Name:	Carol Vaughan-Roberts
Student Number:	1604568
Module No:	BMSK6003
Lecturer Name:	Rexon Nting
Module Title:	Leading and Implementing Workplace Change

Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where the assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources, it has been appropriately acknowledged. If this statement is untrue, the student acknowledges that an assessment offense has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.
TABLE OF CONTENTS

EXECUTIVE SUMMARY	4
INTRODUCTION	5
1. ENVIRONMENTAL CHANGES	7
1.1	PESTLE	7
1.1.1	Politically	7
1.1.2	Economically	7
1.1.3	Social	8
1.1.4	Technology	8
1.1.5	Legally	9
1.1.6	Environmental	9
1.2	SWOT	9
1.2.1	Strengths	9
1.2.2	Weakness	9
1.2.3	Opportunity	10
1.2.4	Threat	10
2	ORGANISATION AND CHANGE	11
2.1	Characteristics of the change management	11
2.2	Team preparation	12
3	PLANS CAN CHANGE	15
3.1	Planned changes	15
3.2	Unplanned changes	15
4	RESISTANCE TO CHANGE	16
5	CHANGE CULTURE	17
6	ORGANISATIONAL STRUCTURE AND CHANGE	18
6.1	Structuration and change	19
6.2	Organisational Change	19
7	LINE MANAGER AS CHANGE AGENTS	20
7.1.1	Skills:	20
7.1.2	Information / Communication:	21
7.1.3	Making Decisions:	21
8	MODELS OF CHANGE MANAGEMENT	21
8.1	Unfreezing Changing and Refreezing	22
8.2	Kotter's Change Model	22
9	CONCLUSION AND RECOMMENDATION	24
REFERENCES	27
APPENDIX 1	30





[bookmark: _Toc456901515]
[bookmark: _Toc19555636]EXECUTIVE SUMMARY  

This report explains the process of change that occurred throughout the demerger of Carphone Warehouse, the largest independent mobile retailer in the United Kingdom, and TalkTalk one of Britain’s largest broadband providers to be completed by 2010. The report is intended to show how Carphone manages change; what process Carphone went through to decide on a change and also the steps and process to the change. First, the report analyses the environment and its effects on the organisation. Examined the internal distractions that would cause a need for change and then the planning of the change. 
The study records the practices of the change leadership team and the procedures they used, and models of change followed; any challenges they may have faced and what they needed to do to avoid and or deal with them. All leading to the complication of the changes with recommendation on change management.





[bookmark: _Toc19555637]INTRODUCTION 

This report will explain the process of change that occurred throughout the demerger of Carphone Warehouse the largest independent mobile retailer in the United Kingdom, and TalkTalk one of Britain’s largest broadband providers to be completed by 2010; as a guide to how Carphone manages change. Carphone is a large telecommunications organisation starting up in 1989 by Charles Dunstone and has grown from strength to strength launching TalkTalk a broadband business in 2003. Carphone had just sold its retail arm into a joint business venture with Best Buy. In that same year, TalkTalk had just lost two-point seven percent revenue (Money, 2009). However, they bought the Italian broadband firm Tiscali, making them the second-largest broadband provider in the United Kingdom. 
The partnership with Best Buy had the shareholders question why a retail business should stay connected to a broadband business (Wray, 2008). The two-businesses had to demerge they had been operating as two separate businesses for some time, and the time was right. The organisation had come to the point where they believed that the market decline had bottomed out and felt the boost of the Tiscali buy out would propel TalkTalk.
First, the report will analyse by looking into what the environment was like that would have affected the organisation, taking them to the realisation that a demerger would be best for both businesses. Carphone Managers would have analysed the results of their PESTLE and Porters Five to give a clear picture of the external market at the time, then followed by a SWOT analysis to show their capabilities which would show them what needed to change and how they would affect the organisation.
[bookmark: _Toc456901517]Once the decision to make changes was made and why then plan of how to implement the changes made; next a decision on what model of change would follow, how they are to be managed and what style of leadership would be best to help the smooth transition of the many tasks ahead. They are followed by assessments of how the changes have affected the working environment.
Carphone is no stranger to change as they have been a fast-moving organisation from the takeover of other businesses, the introduction of new products to now partnering with another business, change has had to happen. Which has created an environment of change. As Technology has been developing at a rapid speed, it has made change a prominent feature in the business landscape. In order to keep and have an orderly transition, organisations like Carphone employ and outsource a change management team. The team consists of the below team members according to (Anderson, 2016).
· Change management resource/team
· Executives and senior managers
· Managers and supervisors
· Project team
· Project support functions
(Heckmann, et al., 2016) quote the findings of “Beer and Nohria (2000), Balugon and Hope Hailey (2004), and Pellettiere (2006) that found a failure rate of seventy percent of all change programs occurs.” The cost of the change going wrong is high; it causes the loss of resources, lowered morale, lost opportunity not to mention the wasted financial effort. Hence Carphone has ensured they have had a professional change management team in place to manage the change for them.
[bookmark: _Toc19555638]1. ENVIRONMENTAL CHANGES

To get the best understanding of the move to separate the two companies, analysing the environment through a PESTLE analysis was needed along with a SWOT analysis.  To get a clear picture of the business at that point in time, which helps the management make the correct movements for the changes needed throughout the organisation.
[bookmark: _Toc19555639]PESTLE
[bookmark: _Toc19555640]Politically 
There have been no changes to policies that would adversely affect the organisation. Guidelines as to how the government expects the industry to be managed come often. There is a tug of war between the public and government as to how it should be run (Frue, 2016).
As the WIFI has become part of everyday life with hardly anything not connected to it the demand is for the government to make the internet a fundamental human right; and that the internet and data should be the same as water and gas service providers (Frue, 2016).
[bookmark: _Toc19555641]Economically 
In 2008, there was a massive economic global event as the credit market, investment banks, and unregulated financial market vanished; this caused an economic breakdown. There was hardly any business area that was not affected by this (Chu, 2018).
The inflation of interest rates and taxes affect the industry in a negative fashion; this affects the price plan that can be offered which is directly affected by the overheads. 
As the recession hit the calls for new connections dwindled as customers were not moving homes. Customers were not up-grading their mobiles, and customers were switching to a sim only deals instead.
[bookmark: _Toc19555642]Social 
Retailers are affected by the change in the behaviour of the consumer as they move to internet retailing stores (Rhodes, 2018).
There are regions where growth to the industry is limited due to geographical settings, mainly rural areas. The options for people who live in these areas are limited for broadband, mobile, and or television packages. 
The telecommunication industry has grown and developed as one of the most significant parts of daily life.
[bookmark: _Toc19555643]Technology 
Technology is changing rapidly and so too are the demands of the customer and therefore, the needs of the business. Internet speed in 2008 was three-point-six megabit per second and by 2010 six-point-two megabits per second, so the need is clear to provide the service and have the technology to do so is excellent (Ofcom, 2013). The need for fiber-optic cabling to provide the much-needed bandwidth and data, to meet the demanding investment needs in order to develop the organisation to provide the service.

[bookmark: _Toc19555644]Legally 
Many regulations have to adhere to the government, monopiles, and customers. However, the trading of telecom products helps with the advancement of telecom tech devices (Frue, 2016).
[bookmark: _Toc19555645]Environmental 
Telecommunications are affected by the weather and with climate changes, it is difficult to reach some customers, also connectivity is often an issue. 
[bookmark: _Toc19555646]SWOT
[bookmark: _Toc19555647]Strengths
Carphone Warehouse, the largest seller of mobile phones across Europe which has a widespread presence of retail stores in popular locations (Wray, 2008). Mobile data devices are much more accessible.
TalkTalk now the second-largest broadband provider (Money, 2009) also provide free broadband. Customers can also make unlimited calls to local and twenty-eight countries from their home phone for just twenty pounds ninety-nine pence per month (BBC, 2006).
Both companies have strong brands and are well-known with great images. 
[bookmark: _Toc19555648]Weakness
Carphone Warehouse has outgrown its name, no-one has a phone for their car anymore, and phones are much more than an instrument to talk through. Mobiles are smart and can be used in a wide variety of ways, they are like packet computers. 
TalkTalk has not been able to keep up with the demand for the service; as a result, the customer service has been deplorable. Only around one-third of their two-point twenty-seven million customers have been connected to the unbundling exchange, BT Openreach (network wholesaler). This failure to connect by Openreach has resulted in a loss of five pounds per connection per month. Openreach have been slow in connecting new customers to the unbundling exchange, which was the source of this issue (Wearden, 2007).

[bookmark: _Toc19555649]Opportunity
As millions of people have mobiles, and technology is continually developing, customers will want to replace the outdated device with a much more sophisticated one. As the devices are also more complicated having a team of knowledgeable staff to train and guide the end-user would encourage consumers to visit Carphone stores; they sell all brands and models of phones. If their salespeople have the added value of being well-informed this would give them the advantage over their competitors. 
Carphone’s plan was to expand their reach through a partnership with Best Buy allowing them to grow their presence in Europe and fast track their movement in the direction of fixed-line and mobile connectivity.
The separation from Carphone will allow TalkTalk to concentrate on their customer service, which would then give them a further edge on the competition.
[bookmark: _Toc19555650]Threat
Carphone’s current small stores cannot host the extensive new range of mobile devices, larger stores are needed to display what is currently and soon to be available; this all takes time and investment, the race between Carphone being able to replace and or expand their stores to make them viable or become unsuitable therefore uncompetitive is on.
With Sky, BT, Virgin, and other competitors catching on fast TalkTalk have to become innovative enough to stay ahead of the competition. Negotiations need to be made with Openreach to get them to provide TalkTalk with fair access to the network for unbundling in order to provide the service TalkTalk have offered their customers.
[bookmark: _Toc19555651]ORGANISATION AND CHANGE

The reasoning for organisational change varies and can be for internal and external purposes; external challenges can be Political, Technological, Cultural, Demographic, or the market (Alvesson & Sveningsson, 2016). 
From the two analyses results, it has become clear that the two businesses have different needs and areas of concentration, which meant the only way forward would be to separate the two businesses, there was an economic influence.
[bookmark: _Toc19555652]Characteristics of the change management

A change management team was put in place to manage the proposed change and ensure that all objectives would be met, promptly, and on budget; this is a crucial role concentrating on getting employees’ buy-in, to the upcoming changes in the organisation as it would affect, job roles, systems, and processes.
The process of change management is the tools and techniques used to run the people side of change to reach the goals of the organisation. It is well known that people are resistant to change, so for a successful transition, guiding the workforce through the change is imperative.
To begin with, the team planned a goal-setting approach scheduling SMART goal objectives which set out the ground rules of an outline of what needs to happen and when, it helps with the planning for the change initiative.
[bookmark: _Toc19555653]Team preparation
 
The change management team are experienced enough to know they needed to work within an eight-step process for change to be successful. The steps below are the process they followed.  
1. A clear picture of the goals is needed to help identify the systems that may need changing, what resources and key people should be involved at what stage. It is critical to have a clear goal in order to establish the training that would be required to ascertain the correct change model for the establishment and its culture. The case needs to be compelling.
2. The next step is to get the buy-in of all the stakeholders as they all will be looking at change from their perspective. The communication will need to be adapted to suit; this does take time but is vital in order to get their buy-in. Once the different groups are identified the method of delivery can be made.
3. At this point a much more detailed plan is required described as a roadmap. It is a visual expression of well-planned scaling achievements, it shows all the different areas and steps that will be taken to enable the organisation to adapt quickly to the changes as they happen. 
4. At this point, looking at what is needed to provide training and the gathering of data to help identify resources is necessary. These are necessary in order to provide clear and precise reporting and the information used to aid in the retraining and adjustment of thinking and habits. 
5. Communication is critical at this stage of the process advising on what has happened and what is to come, including the success of milestones and provide incentives. Use coaching and training to evaluate as things move along. Communication needs to be a two-way thing as if people are unable to be heard there could be issues brewing and if unaware cannot be dealt with, and sometimes people need to know they are listened to.
6. It is natural to resist change so to help the process along and gain confidence in the process introduce short term wins. Change makes people uncomfortable as it brings about the fear of the unknown. The Small team wins help bring a sense of safety and reduces resistance. Preparing the leadership team with tools to combat the resistance helps aid in providing a good transition.
7. When achievements are made, it is a good practice to recognise them. Acknowledging those involved helps with the adoption of the changes being made. Build on the success even if this means repeating the steps above to achieve the end goal.
8. Change is on-going and needs to be embedded in the organisation. It is a hard sell and can be very painful; adjustments may need to be made, so it is an ongoing process.
The diagram below shows the life-cycle of change the eight steps above follow this cycle and overlap in points. See Appendix 1 for a greater role break down.


[image: Image result for change process]
Image courtesy of (Sheet.Com, 2019)

[bookmark: _Toc19555654]PLANS CAN CHANGE

It is essential to realise that plans need to be flexible as things can change at any time and forms the direction the organisation chooses, government policies to community opinion. 
Carphone has planned this change as a strategic move to separate the two businesses which would result in the empowerment of both. Micro-environmental changes are those that affect customers, intermediaries, suppliers, and other stakeholders, changes here are under the control of the organisation. By no means does this mean the plans cannot change, but there is a certain level of control.
[bookmark: _Toc19555655]Planned changes 
An organisation plans the upgrades to services or products; these are changes that come about after a review of the business. Changes can also be made to enhance the efficiency of the business changing in processes and systems. Organisational restructure to draw the organisation in line with new goals and objectives is the result.
[bookmark: _Toc19555656]Unplanned changes
Unplanned change is not always, but usually the result of the Macro-environment which comes from outside forces such as political social demographical, technological and ecological environment and are not within the control of the organisation.
Government regulations govern businesses, so if and when regulations change organisations have to change to comply. Global economic competition creates a competitive pressure which forces the organisation to change in order to hold on to a reasonable market share. As Globalisation has changed things in the business industry, to stay ahead and be competitive the business must be innovative and unique.
As stated, the above-unplanned changes can also be triggered internally, such as gaps in staff levels an integral part of the business; for example, a critical team member leaves without notice what to do next? Would something need to be done about this unplanned change? The way to manage this is always to have backup plans.
[bookmark: _Toc19555657]RESISTANCE TO CHANGE

The most significant issues with change are the resistance of the employees. What makes it challenging to manage is that the resistance comes from fear. Fear of loss of employment, loss of power, and also the unknown: will the team dynamics change? Are new skills needed? Will there be a change of location? Is the workload going to increase? Will bonuses and rewards be removed? Even the feeling that the changes are to have them under closer monitoring. In most cases a lot of the above is right, which makes implementing the change complicated (Tanner, MBA, 2019).
A robust change management team with excellent communication skill is what is needed to be able to gain the buy-in of the employees and deliver the change. 


[bookmark: _Toc19555658]CHANGE CULTURE

For change to be successful, the change management team need to gain the buy-in of the managers as they will be the ones to communicate with the employees and get them to go along with the change. Changing organisational culture is often seen as the most substantial component of change (Alvesson & Sveningsson, 2016).
As most of the Change management team worked for Carphone, they understood the culture of the business already but still took time to reacquaint themselves. They involved staff in the planning of the intended changes; this involved senior managers and employees at differing levels; however, these chosen people would be well connected, and sensitive to the culture of the business, and known as change agents.
The change management team approached different employees from various areas to gather information on their viewpoint and got them involved in the planning, all persons selected were treated like consultants were within the meetings, knowledge on the current culture gained, excellent links within the business and highly respected. What the team needed from them was their view on the best way forward; what the best process would be to use to get the more extensive employee buy-in. 
Workplace culture can be changed too, so there needs to have representation from employees within different parts of the cooperative enterprise; this will enable the gathering of new ideas without this candidness cultural transformation is very difficult (Alvesson & Sveningsson, 2016).
A new approach to change would be used by John W. Rowe, the fourth CEO to an organisation called Aetna, where they had an influential culture which spans over its one-hundred-and-fifty-year old legacy. The previous CEO’s came with their idea for change and no real strategy and was met with high resistance and ultimately failed. His approach helped him discover the company’s issues and devise a workable strategy. Using his findings and rethinking his initial approach, including the changes that needed to be made, although this meant a full restructure to the organisation and included redundancies; his approach was received well. He connected with the leaders and got the buy-in of well-chosen small groups, who helped him gain trust and then slowly changing the culture by getting the employee buy-in, then the employees became more receptive to the changes. He was very successful in his task to bring about change to the organisation (Katzenbach, et al., 2012). 
[bookmark: _Toc19555659]ORGANISATIONAL STRUCTURE AND CHANGE

Organisations tend to change their structure as a response to the external market. For Carphone, it was a mix of the external environment and the internal dynamics. Externally the recession was affecting the retail industry quite hard and to grow in that environment Carphone decided to partner with Best Buy. Internally the dynamics with Best Buy, Carphone and TalkTalk were not working for the organisation (UKEssays, 2018). 
The split would be challenging as every part of the business would need to be separated; the whole structure of the organisation would be affected.
[bookmark: _Toc19555660]Structuration and change
The path of which a change in structure is made depends upon the understanding of those that interact in the social and organisational setting, and they influence the path followed from the outcomes attained. Therefore, although an organisation may be similar with their products and size, they may even face the same challenges. It is the configuration and understanding of those that do the interaction that makes the difference in paths adhered to hence differing outcomes. Those that interact also form a sense of identity by how they view the organisation, a dynamic investor willing to risk and learn from them or remain watchful and nervous (Senior & Swailes, 2016).  
[bookmark: _Toc19555661]Organisational Change
There is no one right way for an organisation to be structured that would guarantee a successful operation. There are so many elements to take into consideration: the organisations size, prospects, technology, strategy, employee lifestyle even predicting what happens in the environment. The organisation must react to the need to change no matter its structure. According to (Senior & Swailes, 2016) “this only equates to fifty percent of the variability structure.” There is also a question as to a one-way causal relationship, with the structure and the organisational environment.
An organisation will only change when there has been a substantial change in circumstances. To change an organisation’s structure successfully is tough to accomplish without some form of unfavourable happenings.
An organisation’s structure is equal to a power battle of the internal community looking after their own interests. The organisation structure ends up geared towards the preference of the management as opposed to a logical plan. Any plan implemented needs to meet the vital internal and external environmental components as well as the power and wants of the leading stakeholders.

[bookmark: _Toc19555662]LINE MANAGER AS CHANGE AGENTS

To gain the buy-in of employee’s effective communication is critical, but to win them over this needs to come from the line manager. It helps to reduce resistance and uncertainty. As change agents’ managers help in the understanding and motivation of employees and aid in the flow of process between each stage up until completion.
Managers play a part in reassuring employees as it is a time of high anxiety and fear as this can be a change that affects an employee’s livelihood. They need to follow the change process and keep their department up to speed with the changes about to happen.
[bookmark: _Toc19555663]Skills: 
By no means an easy task to explain the implications and or benefits of the change, excellent interpersonal and communication skills are needed. They need to be able to put personal feelings aside as the changes are likely to be affecting the line manager also. Management needs to be able to have empathy with staff worried about their future in the business. At the same time be able to motivate staff to embrace the changes and help to make the changes successful for the organisation. Additionally, they must have planning skill to apply the changes which affect their business area.

[bookmark: _Toc19555664]Information / Communication: 
It is essential for managing agents to thoroughly understand the reason for any change, the effect it will have and the possible benefits in order to communicate effectively to the employees. It cannot be emphasised enough how essential communication is as failing to communicate leaves room for rumours and hearsay which spread like wildfire. Communicating the changes and their implications to staff regularly, explaining what is going on, how it affects the individuals, team, and department is important. Managers should be available to address any type of questions and staff personal concerns, as well as motivating staff to continue the everyday running of the business. Remember to evaluate the communication to ensure it is effective. (Smith, et al., 2015).
[bookmark: _Toc19555665]Making Decisions: 
Changes that affect the manager’s area of business and decisions will need to be made, so for example in a case where redundancy is evident, they would be the ones to redeploy workload or arrange training for new processes and systems.
In summing up, the way for a manager to play their role is to support their team, be as fair as possible, use good management techniques. Try and create a positive environment.
[bookmark: _Toc19555666]MODELS OF CHANGE MANAGEMENT

It is important to have some knowledge of different models of change in order to increase the success of change. Below are two models that can be used in the environment of change.
[bookmark: _Toc19555667]Unfreezing Changing and Refreezing
Kurt Lewin developed a change model that had three steps in it. These steps are unfreezing, changing, refreezing. He felt the process of change involved creating a perception changes needed. In making moves towards the new desired level of behaviour and then solidifying that behaviour as the norm. The golden unfreezing stage is to create an awareness of the need to change, make employees understand what’s blocking or hindering the organisation in one way or the other. The belief is the more you know about an idea in the morning that is understood about it being necessary and urgent the more likely it is to be accepting to the change. Once this has been accomplished, considered as unfrozen and moving to the changing stage. During this stage information takes place, employees learn the new behaviour, the new processes and ways of thinking. The more prepared they are for this step the easier it is to implement. And then on to the final stage of refreezing. This is where the change is reinforced, stabilised and solidified. The changes made to organisational processes, goals, structures, offerings, or people are expected and refrozen as the new norm.
[bookmark: _Toc19555668]Kotter's Change Model
Kotter’s model of change has eight steps with three main phases. The first phase is steps one, two, and three and is where the climate is set, getting a shared understanding of the problematic assignment ahead. The second phase is step’s four, five and six, here it is about engaging employees in the process and enabling them to effect change in the organisation. Phase three, steps seven and eight is about implementing and sustaining change. The diagram below highlights each of the eight steps and the three different stages courtesy of (Tremolada, 2015).
[image: Image result for kotter's 8 step model 3 phases] 
Step 1. Create urgency, managers, and leaders need to make a case for the need to change. They need to make the employee understand why the changes are necessary.
Step 2. Forming a powerful coalition, when involved in significant change management programmes it is not enough that change managers do all the work or all the communication. A team or a coalition of people is needed to help do that, often known as change agents. These are key people in the organisation that believe the buy-in on the change beneficial to employees and have the skills needed.
Step 3. Create a vision of change, the vision needs to be short clear understandable and if possible, have an emotional and creative element to it. The vision needs to be understood easily by anyone affected by the change. 
Step 4. Communicate the vision; the communication needs to be linked at all points to the vision, whether it is written or verbal communication. Ensure the communication is clear to the receiver.
Step 5. Remove obstacles, as they move into the work of change; it is likely to be physical or emotional obstacles present themselves. Here is where the change agents are most important; they need to step in and help employees overcome the obstacles by listening to their fears and concerns. Create opportunity for feedback, so management understands what is working well and what is not working at all. Look at ways of improving and overcoming the obstacles.
Step 6. Create short-term wins, demonstrating benefits early on with quick wins. When you can demonstrate what is in it for the employees, it helps win them over.
Step 7. Build on the change, in order for the change to be embedded the above steps need to be repeated several times. Continually communicate out the vision, remove obstacles and build on the short term.
Step 8. Anchor the change, the chain needs to stick to ensure it is embedded in the organisation’s procedures operating models and employees everyday work.								
The change Carphone was implementing was of a great multitude they used the Kotter model of change as it suited them best.
[bookmark: _Toc19555669][bookmark: _Toc456901523]CONCLUSION AND RECOMMENDATION 

Throughout this report, a look was taken at the process of change that occurred throughout the demerger of Carphone Warehouse and TalkTalk. This report was a reflective view from 2009 as a guide to how Carphone manages change.  Some of the references are in line with the timeline of the period the change took place, in order reflect the thinking at the time.  The separation for the two companies had to come about due to the internal dynamics between Carphone, Best Buy (who Carphone had just partnered with) and TalkTalk was not working. 
First, the report analysed the internal and external environment at the time and investigated how it affected the organisation; and how that brought Carphone Warehouse to the realisation that there was a need to demerge for the best for both businesses. Analysing the results of their PESTLE and Porters Five to give a clear picture of the external market at the time, then followed by a SWOT analysis to show their capabilities which then showed them what areas of the business needed improvement or total change. They then used the results to decide on what to do next. The report gives two examples of the many change models they could have used to implement their plan. 
The model used was the Kotter model of change which helped them to navigate their way through the complex stages and phases of change. The change management team engaged change agents to help process the whole project. From the findings in this report, it would be highly advised to take the time to ensure the right people with the right skills to manage the change process, especially as the failure rate is so high.
Critical points to note in any form of change is to get the stakeholders to understand reasons for the change, then get there buy-in to the change and finally to implement the change. To do this an emotional connection should be made, along with excellent communication and as a leader to change, walk the walk and sustain that change.  Follow these steps carefully, with the right change management team behind it, any changes made in an organisation will be likely to be successful.
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	Role:
	How they should describe their role:
	How they could misunderstand their role:

	Change management resource/team
	“I develop the change management strategy and plans. I am an integral part of enabling project success.”
	“I feel like I’m on an island here. People expect me to do everything and have all the answers.”

	Executives and senior managers
	“I launch (authorize and fund) changes, and I actively sponsor change with our people.”
	“I gave you funding and signed the charter, now go make it happen!”

	People managers
	“I coach my direct reports through the changes that impact their day-to-day work.”
	“I feel like I’m the direct target for some of these changes, and I wish I knew what was going on.”

	Project team
	“I manage the technical side of the change. I integrate change management into my project plans.”
	“My focus is getting to go-live. Once I flip the switch, I’m moving on to the next project.”

	Project support functions
	"I use my expertise to enhance activities that drive change in collaboration with the change team.”
	“I get called in on projects and given one little task, but I’m not sure how I fit in to the overall picture.”

	The Change Management Office 
	“We own the change management methodology and support its implementation in the organization.”
	“I don’t even exist yet.”
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