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BackgroundBackground

11 years ago, author discovered 11 years ago, author discovered 
planned changes were not fully planned changes were not fully 
launched, failed, achieved over budget launched, failed, achieved over budget 
or implemented with great frustration or implemented with great frustration 
in over 70% of situations in over 70% of situations analysedanalysed.  .  
In cases where changes are In cases where changes are 
successfully implemented, a common successfully implemented, a common 
formula was used.formula was used.



Background (cont’d)Background (cont’d)

Question : Question : 
“ What is the “ What is the single biggest errorsingle biggest error

people make when they try to change”people make when they try to change”
Answer:Answer:

They They did not createdid not create a a high enough high enough 
sense of urgencysense of urgency among among enough enough 
peoplepeople..



Why Urgency is Why Urgency is 
ImportantImportant
66 reasons:reasons:
1.1. ChangeChange is is difficultdifficult if if no urgencyno urgency
2.2. SuccessSuccess breeds breeds complacencycomplacency
3.3. False sense of urgencyFalse sense of urgency is prevalentis prevalent
4.4. MistakingMistaking false urgency for real urgencyfalse urgency for real urgency
5.5. False urgency and complacency can be False urgency and complacency can be 

transformedtransformed to true sense of urgencyto true sense of urgency
6.6. ChangeChange is is continuouscontinuous



ComplacencyComplacency

Complacency is “ Complacency is “ feelingfeeling of of selfself--
satisfactionsatisfaction””
Complacency stems from Complacency stems from 
unconscious emotionunconscious emotion that leads to that leads to 
us behaving in certain waysus behaving in certain ways
Complacency is a Complacency is a productproduct of of 
successsuccess, real or perceived. , real or perceived. 



ComplacencyComplacency

How do the How do the complacent thinkcomplacent think??
NeverNever think they are think they are complacentcomplacent..
ContendContend with the with the status quostatus quo..

How do the How do the complacent behavecomplacent behave??
Do not look for opportunitiesDo not look for opportunities or or 
hazardshazards
Inward focusedInward focused



False Sense of UrgencyFalse Sense of Urgency
Driven by Driven by angeranger and and anxietyanxiety

Anger due to failed attempts to Anger due to failed attempts to 
change or when they think they are change or when they think they are 
blamedblamed for the current difficultiesfor the current difficulties

Anxiety because people Anxiety because people worryworry for for 
their their jobsjobs and and careercareer, family etc, family etc



Useful questionsUseful questions
1.1. Are Are critical issues delegatedcritical issues delegated to to 

consultants?consultants?
2.2. Do people have Do people have trouble scheduling trouble scheduling 

meetingsmeetings on important initiatives?on important initiatives?
3.3. Do Do meetingsmeetings end end with no decisionswith no decisions

about what must happen immediately?about what must happen immediately?
4.4. Are discussions Are discussions too internallytoo internally--focusedfocused??
5.5. Do people Do people spend long hoursspend long hours developing developing 

presentations, run between meetings and presentations, run between meetings and 
get exhausted?get exhausted?



Useful questions (cont’d)Useful questions (cont’d)

6.6. Do people Do people regularly blame othersregularly blame others
for problems instead of taking for problems instead of taking 
responsibility?responsibility?

7.7. Does Does passive aggressionpassive aggression exists exists ieie “ “ 
Oh was that due today? I wasn’t Oh was that due today? I wasn’t 
told”told”

8.8. Specific assignments Specific assignments not not 
completedcompleted on time and/or with on time and/or with 
quality?quality?



Help Others Help Others 
(Including Bosses) (Including Bosses) 
to See the Problemto See the Problem



1 Strategy & 4 Tactics1 Strategy & 4 Tactics

HeartHeart--Head StrategyHead Strategy

44 tactics:tactics:--
1.1. Bring the Bring the OUTSIDE REALITYOUTSIDE REALITY--ININ
2.2. Act with Act with URGENCY EVERY DAYURGENCY EVERY DAY
3.3. Find Find OPPORTUNITIESOPPORTUNITIES in in CRISESCRISES
4.4. DealDeal with the with the NoNosNoNos



HeartHeart--Head StrategyHead Strategy

Most oftenMost often, planned changes , planned changes 
preceded by preceded by intellectual buyintellectual buy--inin..

The problem is The problem is all head and no all head and no 
heartheart



Aim for the heartAim for the heart
5 key characteristics5 key characteristics

Thoughtfully created Thoughtfully created human human 
experiencesexperiences
Work on Work on all sensesall senses
Information presented by someone Information presented by someone 
with with confidenceconfidence, credibility, passion , credibility, passion 
and and convictionconviction
Situation Situation speaks for itselfspeaks for itself
Experience to Experience to bridgebridge the gap the gap 
between what exists and what you between what exists and what you 
wantwant



Tactic 1Tactic 1
Bring OutsideBring Outside--InIn

To address inwardTo address inward--focus focus 
organisationorganisation

88 measuresmeasures
1.1. Listen to customerListen to customer--interfacing interfacing 

employeesemployees
2.2. Use videoUse video
3.3. Don’t shield people from Don’t shield people from 

troubling datatroubling data



Tactic 1Tactic 1
Bring OutsideBring Outside--InIn

4.4. RedecorateRedecorate
5.5. Send people outSend people out
6.6. Bring people inBring people in
7.7. Bring data “in”, the right wayBring data “in”, the right way
8.8. Don’t create false sense of urgencyDon’t create false sense of urgency



Tactic 2 Tactic 2 
Act with urgency everydayAct with urgency everyday

DemonstrateDemonstrate urgency in attitude, urgency in attitude, 
speech and actionsspeech and actions
DelegateDelegate wellwell
AvoidAvoid activities that no longer adds activities that no longer adds 
valuevalue
Avoid Avoid crowdedcrowded appointment appointment diarydiary
Management by Management by walking aroundwalking around
UrgentUrgent patiencepatience



Tactic 3 Tactic 3 
Find Opportunity In CrisesFind Opportunity In Crises

Some see crises as bad, some view Some see crises as bad, some view 
them as opportunitiesthem as opportunities
Opportunities because of “burning Opportunities because of “burning 
platform”platform”
Use Use crisiscrisis to to create urgencycreate urgency
BewareBeware of of 4 dangerous mistakes4 dangerous mistakes



4 mistakes4 mistakes
Mistake 1Mistake 1

AssumingAssuming crisis will create sense of urgencycrisis will create sense of urgency
Mistake 2Mistake 2

People feel People feel manipulatedmanipulated
Mistake 3Mistake 3

WaitingWaiting for a for a crisiscrisis to to happenhappen
Mistake 4Mistake 4

CrisesCrises can bring can bring disasterdisaster if if not correctly not correctly 
managedmanaged



Tactic 4 Tactic 4 
Dealing with Dealing with NoNosNoNos

NonosNonos are are highly skilled highly skilled ugencyugency
killerskillers
Every Every organisationorganisation has has NoNosNoNos
NoNosNoNos are are not not scepticssceptics
Never ignoreNever ignore the the NoNosNoNos
3 ways3 ways to deal with to deal with NoNosNoNos
-- DistractionDistraction
-- Get rid of themGet rid of them
-- Expose themExpose them



ConclusionConclusion

Act with Act with urgency everydayurgency everyday

Avoid Avoid false sense of urgencyfalse sense of urgency

Adopt Adopt heartheart--head strategyhead strategy




