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            What people are saying

         

         What people are saying about the author, and his previous book How to Keep Calm and Carry On, which describes how to successfully face change from a personal perspective:

         “A book to keep and return to for ongoing guidance and insight. Well worth the read.”

         “I’d 100% recommend this book for anyone undergoing major changes in their lives.”

         “As a life coach I am always looking for helpful books to recommend to my clients… I recommend this excellent little book.”

         “A life affirming book… I would strongly recommend to anyone experiencing change, no matter how small.”

         “Wow – what a read!”

         “This book is one to read start to finish, and easy to dip in and out of as future reference.”

         “A book to keep and return to for ongoing guidance and insight. Well worth the read.” iv
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1
            Preface

         

         Organisations are constantly changing. It could be something small such as a change to a single team or individual, or a change to working processes. It may be something larger such as a restructure or reorganisation. It may even be something all-encompassing such as a merger, acquisition, or a full-scale transformation programme. Whatever it is, changes are commonplace – but they all usually miss one vital ingredient. Formal Change Management processes will ensure the analysis is done, designs completed, and implementation plans are executed. They will even include communication plans and mapping of roles and resources. All that is missing is the most important component – winning the hearts and minds of the people involved so they are fully committed to making it happen. Without this there will be resistance. And if the resistance is not overcome, the change programme will fail.

         Change can be imposed – but it is a costly, painful, and naïve approach. Losing key resources and the drain on management time alone is to be avoided. Treating staff as people rather than resources, managing impacts with humanity, and managing relationships with emotional intelligence, will deliver results, respect, and loyalty that will long outlive the 2change project. By securing the full commitment of everyone involved change can be made quickly and with ease.

         If you have picked up this book the chances are you are facing change in your organisation, or perhaps you are the one leading the change. Either way it isn’t easy. Whether it is a full-scale reorganisation, perhaps as the result of a merger or acquisition, or simply redeploying individuals where the business needs it, getting the buy-in and support of all involved is difficult for even the most enlightened leaders. Even routine activities such as managing a pay review can stir up a tidal wave of emotions if not handled with care. The consequences of simply imposing change can lead to months of lost productivity, damage to morale and motivation, and ultimately impacts customer service and delivery. All of this can be mitigated if not avoided by skilful handling and the use of emotional intelligence. Getting it right can save businesses a fortune in management time, recruitment fees, and lost productivity. It can avoid damaging relationships and trust. Add to that the motivation of an engaged and loyal workforce and the benefits last for many years.

         When we go to work and enter the office door we put on our professional persona and adopt the role we were slotted in to. Yet we cannot separate this from who we are as a person and neither can our colleagues or staff. To manage change purely in the context of the business structure and professional roles is to deny the fact we are dealing with people with deeply personal cares and worries, and missing the key ingredient to managing change successfully.

         Bill Mann has spent a long career in businesses of vastly different sizes and in many different countries. He has managed change from the individual all the way through to 3M&A scale restructuring. He has seen it all. In this book he explains the critical ingredient to success, often overlooked by many – keeping staff fully engaged all the way through the process. The pain that usually accompanies major change – the uncertainty, dip in morale and productivity, loss of key people, and inevitable impact on customer service, can be avoided with skilful handling.

         On the 7th July 2005 Bill was caught up in the London bombings when he was in the carriage of the Circle Line train at Edgware Road that was targeted by a suicide bomber. He was fortunate to escape with his life, but little did he know that it would never be the same again. A few years later he was still grappling with the aftereffects of this trauma when his wife was diagnosed with breast cancer. Left alone to bring up his young family Bill’s life was turned upside down. It is testament to his inner strength and emotional intelligence that he, and his family, came through this period of his life successfully. Bill has learnt a lot about change – the hard way, and it is described with a refreshing honesty and clarity in his previous book How to Keep Calm and Carry On.

         In this book Bill shows us we can use emotional intelligence to lead any size of change in business. Unfortunately, in many organisations change is implemented by simply being imposed – a blunt instrument that has many unintended consequences. With the tools, techniques, and behaviours described in the following chapters the same change, no matter how unpalatable to some staff, can be made with the minimum of disruption, but also with care, empathy, and understanding. I recommend it to any executive or manager responsible for making change in their organisation, or anyone simply wishing to develop their emotional intelligence.4

      

   


   
      
         
5
            Introduction

         

         It’s the smells and sounds that stay with you. The taste of soot and smoke engulfed my senses for days, weeks and months afterwards. The sounds, of fear, distress, unimaginable pain and pure terror, became the soundtrack for my nightmares.

         My name is Bill Mann and on July 7th, 2005, I boarded a Circle Line London Underground train to Paddington. It was normal day for me. Balmy by the dubious standards of the English summer, so an uncomfortable commute lay ahead on London’s bustling transport network, but my thoughts were on the day ahead. Meetings, specific jobs in the office in Paddington.

         I’d said my usual goodbyes to my wife and children and set off for London Fenchurch Street, before wandering around the corner to Tower Hill underground station. I stood on the platform in the same spot I always did despite the rush hour. When the train came to a screeching halt, I boarded the same carriage I always did. A creature of habit, perhaps, but perfect for a quick exit at the other end.6

         The train rolled into Edgware Road. I’d occasionally disembark there and enjoy a walk into Paddington. I don’t know why I didn’t that day. If only I had.

         I wouldn’t describe myself as a people watcher on the Tube. Many are. Some are happy with their thoughts, like me, while others read the morning papers and most, in this digital age, are engrossed in their phones and tablets. I sat contemplating the day ahead as the train moved into the tunnel away from the Edgware Road platform.

         A train passed beside us in the opposite direction as I was thrown from my seat towards the doors. The flash of light was blinding and the intensity of the heat scolded my skin which was already damp with sweat. The darkness was illuminated only by the emergency lighting in the tunnel and the burning embers that flashed past me. The screeching sound of metal on metal was only later drowned out by the screams that would haunt me.

         They say your life flashes before you when you are so close to death and it is true. But a need to survive and pure instinct is what saved me that day, the day London had feared since the horrors of 9/11.

         I waited for the impact that would surely end my life but it didn’t come. The fireball that I thought would sweep through the carriage did not come. As the train ground to a halt, there was silence. After that, panic.

         Fragments of broken glass showered down on me. I put out my hand and managed to grab a hand-rail to break my fall. Slowly, as people surveyed the situation, all those who were able to started to help the injured and the dying. Passengers 7in the passing train looked through their windows in horror. Some broke windows and passed in bottles or water or climbed through to help. Some people had been blown out of the carriage by the force of the bomb and others jumped down to help them.

         The evacuation had started but I stayed to help. The emergency services arrived faced with their worst nightmare, and I will never forget the words of the paramedic that first walked through and assessed the situation with his colleagues: “Five fatalities and five seriously injured.”

         I was one of the lucky ones that was able to walk out the carriage unaided. Shock cripples you in the moments when you need your strength most; I struggled to walk to the end of the train and down a ladder on to the tracks and out of the station.

         The man that emerged into the warm air of North London was very different to the one that had boarded the train just minutes earlier. My life had changed in an instant. My priorities were turned upside down and my perspective permanently changed. For a moment the only thing that mattered was life over death. The thoughts that had dominated my morning were redundant. Thoughts of the things I had to do at work vanished. Thoughts of other things that were once important vanished into the background. Bills to pay, the mortgage, house to renovate, cars to run, job security. They suddenly became unworthy of the worry and stress that they once taken. Life and health were the only need, and still are.

         Outside of the station we were shepherded into the local branch of Marks & Spencer where staff were providing 8chairs and water, before we were moved over the road to the Hilton Metropole Hotel where ambulance staff and paramedics assessed the injured. Being one of the least injured, I was in the final tranche of people taken to the Royal Free Hospital in Hampstead.

         Although covered in blood from people I had tried to assist, my only physical injury was blast damage to my eardrums and a few minor cuts and scratches. I was rather bemused when the doctor said I was free to go home. I was on the wrong side of London, and the whole transport network was shut down.

         Eventually, I was able to find a mini-cab. The driver was an immigrant from Afghanistan who had lost several family members in similar circumstances. He was one of the few people I have spoken to who has any understanding of the trauma. Eventually, I made it home. The house was empty, and I showered off the blood and grime. I showered again to get clean, but didn’t feel it. My clothes went straight into a black sack and were put outside the back door. The children walked in from school later that afternoon and wondered why their dad was home early from work.

         Such a profound change took years to adjust to and to accept. This was a major trauma that only others that had been through a similar event could comprehend. Indeed, it was only when I met a victim of a similar terrorist bombing that I was able to move forward. It was a trauma that I largely had to deal with myself as others could not relate to. The questions were endless. Why? Why me? What if I had sat a few seats further up? What if I had entered a different set of doors? Why that train and not the one earlier or later? What if I had got off at Edgware Road? So many 9questions but no answers. What next? Do I go back to work and do that journey again every day? Do I let it change my life by having to change job and not commute? Why should it? Why should I let the terrorists win? More and more questions. Fewer and fewer answers.

         I decided I had to get back in the saddle and do the journey again and not be defeated. I could not give up a good job. I could not stop visiting London when I lived on its doorstep. I could not have my life compromised so severely. The decision was not just a practical one. It was a choice of falling to pieces or facing up to reality and getting on with life. I felt on the edge – I could easily have gone either way. In the days and weeks that followed more and more individual stories came out and I could understand and sympathise with them all.

         Going back to work, I had very refreshing clarity regarding my inbox and to-do list. None of it was of any consequence. Not to say that none of it was important, or even that others would not view it as extremely important or critical to the business. My frame of reference had changed. Never before had the value of life been so profound, or the fragility of life been so scary. Every day was something to give thanks for and every day was an opportunity to cherish and take advantage of. This new perspective was both a blessing and a curse. How could I be motivated by a presentation deck to be delivered to a committee for approval? How could I consider writing a report as a good use of the precious hours I had in my day? Motivation to make the most of each and every day was very strong and something I have tried to retain. Motivation to deal with things of little or no consequence against my new frame of reference was a struggle.10

         I felt I was just getting my head above water and coming to terms with what happened when my wife, my life partner since we were both 17, was diagnosed with cancer. A few years later, it returned, and this time it was terminal. This time it was not just myself but our children I had to help through this tragedy.

         Yet again my life, our life, was turned upside down. Perspectives changed, priorities changed, and our futures changed. Without doubt my experience of dealing with the personal impacts of surviving the bomb helped me get through this period. I knew the mental strength was there that I could draw on. I knew the self-defence mechanisms were there that I could rely on. I knew I had the tools and techniques to help me cope and process this most drastic and brutal change to our lives. It is not without pride that I look back at how successful this has been, and how I have been able to guide the children through it, to become happy and well-balanced young adults. It could have been so different.

         Before both of these events, and since then, there have been other changes I have had to face that are far more common. Both positive and negative, planned and unexpected. The sort of changes that many people face during their lives: starting a new job, losing a job, moving house, starting relationships, having children, ending relationships, and so on. We all face change on a day-to-day basis. Events change our plans for the days or weeks ahead, whether it be a cancelled appointment, travel delays, unexpected visitors, etc. All of these things are a change and they can all invoke the same set of emotions and turmoil, albeit on a smaller scale. How many people get frustrated or even angry if their plans for the day are changed, even if it cannot be helped? Sometimes, these minor daily irritations can change our outlook on the whole day or even longer. They all require 11us to process the change and make decisions about how we move forward. The scale may be different, but it is fundamentally the same process we go through.

         I am not here to judge, nor to say my experience of 7/7 and my wife’s death mean those, whose plans have been ruined simply don’t match up to what I have been through. Far from it, change is relative and how you deal with it can make you or break you, regardless of the scale of the event.

         My earlier experiences have certainly helped me keep those smaller scale changes in perspective and allowed me to accept and adapt to them much easier than I would have in the past. But even looking back before the bomb I can recognise in myself an ability to keep a cool head in the face of change and not be phased by events that others struggle with, the ability to ‘Keep Calm and Carry On’.

         These two events were clearly life changing. As I considered my return to work and my future career, I had renewed empathy for people that were struggling with change in the workplace. I could suddenly see with absolute clarity why people facing possible redundancy, or a new role, new line manager, new location, etc were reacting with such strong emotions and resisting the changes.

         As I reflected on the numerous organisational changes I have had been through, as well as the one I was currently facing, it became painfully obvious that the complete disconnect between organisational change and personal change is the reason why many change projects fail. This is a situation that is being repeated every day across many, many, businesses. Yet it is something that is incredibly easy to fix with a little empathy and kindness.12

      



OEBPS/images/9781913340407_cover_epub.jpg
THE KEEP CALM GUY

CHANGE
LEAI]/ERSHIP

How to lead peopl
through change

,’.
—
—

L’I’_’ —MA N N





OEBPS/images/logo_1_online.png
|| E

London | New York





