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L
okesh Pai sitting cross-
legged in his modest
Bangalore flat engrossed in
deep thoughts reminiscing
his days in last few months.

Unfazed by the evening devotional
song from the nearby temple, he is
struggling constantly to come to
terms with the reality. He is bothered
by his lost dreams. He will have to
start a new journey in his career
leaving past worries behind. The new
beginning reminds him one of his
most favourite poems of Khalil
Gibran "The play ground of life" and
he slowly reconciles to himself.

Lokesh was the project head -
South zone, based at Bangalore for
Shine Life Insurance Ltd. (SLIL), a

had joined the company in its
'agency' division and his was a story
of steady success and consistent
growth within the ranks of the
organization. He had started as a
branch manager for one of the new
locations of the company. In the last
five years, he had relocated four
times to different places, owning up
new and bigger responsibilities. Also,
he had risen in the hierarchical ranks
of the company in every new
assignment.

SLIL was making steady growth
in the newly liberalized life insurance
sector and was currently at the third
position. It was known for its
employee centric approach, efficient
systems, processes and some of the
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this division. He was a seasoned
professional with vast industry
knowledge and repertoire. He also
had the uncanny ability of spotting
and hiring the right talents and
grooming them. He followed a
paternalistic approach of
management where allegiance to him
was all but natural. Allen was the
most trusted lieutenant of Manji,
CEO of the organization. Most of
the decisions pertaining to the agency
were taken by Allen with Manji's
approval being a mere formality. It
used to be very common to see both
of them sharing lunch or tea in either
Allen's or Manji's cabin which was
on the 6th floor of the prestigious
'Shine Life' building at Bandra.

&
trial
     error

joint venture between Shine Group
in India having 74% stake and Life
Line with 26% stake, a global
behemoth and fortune 500 company.
Shine Life had its head office at
Bandra, Mumbai.

It was now six years since Lokesh

most innovative products in the
market. Allen D'Souza was the head
of the agency division and he was
one of the most respected senior
executives of the company. He was
handpicked by the board and CEO
from the leading competitor to head
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Lokesh was the blue-eyed boy of
Allen and this was also widely an
accepted feeling in the grapevine
discussions. He had earned it with
his consistent performance in every
assignment entrusted on him and
hence it never snowballed into an
issue. Although, Allen was Lokesh's
skip level supervisor, it was natural
for Lokesh or Allen to speak directly
atleast once a fortnight. All the new
assignments were first
communicated to him directly
before discussion with his supervisor.
Such was the trust and respect he
had earned from Allen that he was
envied by his colleagues. In one of
the meetings of the top managers,
Allen referred Lokesh as the 'future

CEO' of the organization. Lokesh also
by now had decided that this is the
company where he will nurture and
fulfill all his dreams in the corporate
world. He had also developed a very
strong inner aspiration to head the
company one day. Obviously, he was
looking for a long innings in the
company.

This year Lokesh was promoted
as project head, a new position in
the company. He was assigned
overall responsibility of setting up
new branch offices in the south zone.
It was an ambitious project named
'project dominance' by the company
to expand at a faster pace and leave
a bigger footprint across India within
a short span. Many perceived it as

an 'earlier than required'
promotion for Lokesh as he
still didn't have adequate
experience of handling
multiple locations as well as
the skills required to liaise
and open offices. However,
Lokesh seized this
opportunity and was
looking forward to prove his
mettle here. He was very
sure that, this could be one
of the most challenging
roles. He viewed this as a
bigger platform for future
growth in the company
which could be solely
dependant on how he
settles in this new role and
delivers tangible results.
   Towards the end of last
year, there were some
changes made in the board.
The Shine Group chairman
wanted to increase its stake
in Shine Life and had
successfully managed to
induct two more people
from Shine Group in the
board. The Shine Group
now wanted to grow and
expand faster than the
earlier accepted plans, and
made a revised five-year
blue print. The proposed
roadmap was finally
endorsed after much
discussion and debate.
'Project dominance' was
actually the harbinger of the

new changes that were to come in
with the new people on board.
   Soon, Manji found much to his
dismay that it was no easier to push
his agenda, and almost every
proposal he put across, went into an
endless 'ping-pong' of amendment
and debates. There was also couple
of occasions in course of the board
meeting, Manji was criticized for his
'orthodox' style and 'not changing
with time' approach. He was also
criticized for not growing the 'agency'
business as some of the competitors
had done. He was believed to be
relying heavily on the advice of Allen,
who was now perceived as 'driving
his own agenda'. Manji could not
take this constant bickering anymore
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and called it a day with Shine Life.
It became very clear that the

board was expecting this
development. Within a week's time
a new CEO, Rahul Bhatnagar was
appointed. There was a new chapter
being unfolded at Shine Life with
the revamping of the existing
business, aggressive plans to expand
with an eye on cost control. The
management also roped in
consultancy firm McTrack to guide
the board on the way forward.

Rahul was known as a go-getter
and had a reputation of driving his
agenda ruthlessly. He was also a
close confidante of the chairman's
legal advisor who was one of the
new members on board. Rahul
came with the agenda of change,
with the 'umbrella cover support'
from board. He got immediate and
instant support in this endeavor.
Rahul quickly understood that he
needed to manage Allen for
revamping the 'agency division' to
pursue his agenda. However, Rahul
had rubbed Allen the wrong way
when he shifted Allen to the fifth
floor, citing that all division heads
need to move to same floor. Later,
on many occasions, Rahul found
that his communication to the
agency team was not sent down, as
Allen was 'not convinced' on the
same.

It was a matter of time before
Rahul found reasons and convinced
board to shift Allen as group senior
vice president - training. It was one
of the most talked about event within
the company and the industry
circle. Allen tried his best to thwart
this, but, could not succeed in the
changing circumstances as there
was no support from the board. He
had only three more years of service
left. He found it wise to accept the
offer, enjoy the thick pay package
and lead a more stress free life.

The next strategic move Rahul
made was to ensure that people who
were perceived 'confidants' of Allen
were either moved to different
locations or were made to report to
new supervisors who were brought
in from Rahul's close circle in the
company and outside. This came as
a bolt from the blue to many close

aides of Allen. Lokesh and few of
the closed group of the 'old block'
started spending more time
speculating and discussing the
sudden changes in their fortunes.
Lokesh was really worried now as
he saw his ambition of a fast paced
growth in the company thwarted in
the new regime. He tried many a
times to get some direction from
Allen, but, he found him more and
more aloof from the mainstream.

Lokesh realized the best option
would be to make his work speak
for him and started focusing on the
new job assigned, traveling
extensively and setting up new
offices. In one or two interactions
with Rahul, he got an opportunity
to share his work style and journey
in the company, but, he found the
discussion to be very formal.

Some of the recent
developments were disturbing for
Lokesh. One such occasion, when
Lokesh reached his office after a
hectic tour of four days; he was
surprised to see that one of the
meeting rooms was converted as a
cabin. Behind the swinging vinyl
shades, he could get a glimpse of
two men in discussion. Before he
could settle down, he got a call on
his direct line from his supervisor
Ashok, VP - projects. The call that
lasted the next 20 minutes was one
of his life defining moments. Ashok
informed him of a new change in
command and wanted him to get
introduced to Rakesh Datta, the new
VP - projects who would be Lokesh's
new boss. Ashok informed him how
he has been assigned the new
responsibility of assisting Allen in
training and the melodrama that
ensued. The new cabin in the floor
was made for Rakesh. He preferred
to operate from the zone office, than
the HO.  It was a point to be noted
that Rakesh was settled in Bangalore
since last 15 years and this was one
of the requests accepted by the
management.

Lokesh knew Rakesh Datta well.
When Lokesh was the branch head
at Bangalore three years back,
Rakesh had approached him for a
job as marketing manager. Lokesh
had found him to be unethical and
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had politely rejected his candidature. He also considered
that 'Alfa Life Insurance Co.' was an unethical group,
whose only motto was to increase the top-line sans
proper systems, processes and ethical standards. Allen
had issued a clear 'no-no' on hiring from this group.
Lokesh found his whole world falling apart upon
learning that the same man, whom he had rejected
once, is his new boss.

Lokesh didn't take this kindly and considered it as
a big dent in his self esteem. He viewed this as a
judgmental error and deliberate mischief on the part of
the management. He considered himself far superior in
terms of experience, performance and pedigree. Also,
he was anticipating that his next move would be the
position of Ashok. He decided to put this across to
management in a polite, diplomatic way as to why he
would find it difficult to report to Rakesh. He first tried
his luck with Ashok, impressing upon him the need to
speak to management. Ashok wriggled away from the
situation and informed him that it was   beyond his
control. Lokesh finally decided to call up Rahul directly
and speak to him. He knew it that it is now or never,
and that no one else will stand up for him now in the
changed scenario. He had not lost all his hope
considering his impeccable track record of last five
years to voice his displeasure for seeking a change.

Rahul lent a patient ear to Lokesh which was more
of a soliloquy. Rahul rhetorically told him how much he
appreciates his contribution to the company, but, now
'looks at his support' in taking the company forward in
the new direction. He told him all the changes are
decided by the board, as suggested by McTrack which
would only help in better control and speed in execution.
He also mentioned that he should learn to work with
all types of people and 'not everyone can be Allen'. He
also offered him a position under training if he insists
for a change.

The new dawn had finally hit Lokesh, and with this
his long term commitment and ambition with the
company withered away. Lokesh realized that he had to
change himself in this changed environment. It's either
a change within, accept the situation and learn to live
with it or change the environment itself which looked
remote. He accepted the offer to move to training
department and work under Allen for the time being.
He seriously tried for a job and eventually got a senior
position of suitable profile in a similar size organisation
within two months. He also got a modest rise in pay
and perks.

He submitted his resignation with a request to be
relieved early. The CEO called him up and requested
him to reconsider. He also indicated that all is not well
in the organisation and the top management wants to
bring back Lokesh as head of 'agency division'. He also
promised a comparative higher pay package with
benefits than the present offer. Lokesh politely declined.
In his own words he was fed up with the 'trial and
error' approach and desperately wanted to get out of
the rut.
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"This is life. Portrayed on the stage
for ages." This was written by Khalil
Gibran in 'The Playground of Life'.
This is life is what an age-old seer
would say. Yet the luxury of poetic
disassociation is not feasible for those
who have to face Lokesh's reality, and
several other untold stories of
unknown people like Lokesh within
the ranks.

The myths, existent and busted,
continue to surround itself with more
haze than lucidity around change.
Whilst 'judgement and clarity 'are
clearly the beacons in a fluid state of
affairs, the fundamentals don't
change. The deeper the
understanding of how and what
change brings, the simpler it is to
create the reality the organization
wishes to with its change or
transformation ideology.

Through this review of the case-
study, let's keep in mind the principles
that guide our observations on the
case of Trial and Error:
● The core values
● Culture of performance and
growth
● Culture of communication

SLIL wishes to propel itself to the
first position in the industry. Here's
what we see happens from an
organization's standpoint: It selects a
conscience - McTrack, and a new face
Rahul Bhatnagar, new members of
board. The revised five year blue-print
is set to launch with 'project
dominance' which is seen as a means
to make a greater national impact
and visibility. Now we simply have to
get the new CEO in, get him to change
things and give him full 'umbrella'
support.

Here's what the employees see
and think: We are 'third' amongst all
the players in the industry; we have
good innovative products, efficient
systems and a good brand to work
for. Suddenly there is a change at the
helm without explanation. We don't
know why things have started to slow
down; every decision takes a long-
long time, why Manji was removed,
and why Rahul Bhatnagar replaced
him. How is he better? Manji got us
to the third place in this cut-throat
game; couldn't he get us to ride the
wave as well? What happened to Allen,

from agency to training? What
happened to Ashok? Their
performances were excellent, why
remove them? One supposes this is a
game led at the top level to get their
guys in and weed out the old ones,
even if they knew the sinews of the
business. Nobody's telling us
anything, so the only things to go by
are the rumors we hear.

Juxtapose the twin perspectives
and you see the undeniable truth. The
gap that exists between the two
designs: a) of the organization (b) and
the people who work with it.

The questions to ask are:
1. Did the organization
communicate constantly and
increasingly as such major changes
in the helm were being made?
2. Who is communicating clearly
through this confusion? How can we
connect constantly with our people?
3. Did the organization tap the
grapevine to keep its tab on what
the employees want to know, hear,
and feel?
4. Have the employees been told
what to expect with the new
changes? Have we sought their
active inputs and participation?
5. What will happen now that the
agency division is ultimately not
doing well after Allen was moved
out? Will we face the brunt?
6. Do we have an efficient system
that ensures guaranteed capability
assessment when we hire the senior
leaders? Did we not have capability
within our existing leaders who would
have been in better know-how of
the business?
7. If mistakes are realized, how will
we correct it? Who is taking
responsibility? What is McTrack doing
now?

The basic values of the
organization are always centered on
principles of honesty, passion,
integrity, and transparency. The
organization and the team
responsible for orchestrating the
change through the cultural fabric
surely did not act on the responses
of the seven questions above, or
think of them in the first place?

The role of the board, including
the independent members, has
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increased manifold in face of various corporate
governance cases as recent as the infamous Satyam
chronicle. The increased accountability and responsibility
is welcome for there is no room for recklessness any
more.

The change at helm could be triggered by the
stakeholders or the shareholders themselves; whatsoever
is the case, one needs an absolutely rock-solid strategy to
address the business impact on employees, customers
and the market. What one forgets to observe quite
frequently is the informal impact that leaves a clear
watermark on the employee's psyche, customer's mindset
and the employment brand in the market for a long time.
Who you let in tells who you are and by that principle
SLIL falls real short. It's seen ruthlessly wrenching
relationships with old champions of the business without
any regard to the past contributions, and the fair scope
to prove against the new strategy is no-where in sight.
Add to the calculation, the prudence of obsession over
the top-line, when industry history has proven that it's
actually the bottom-line that brings home the revenue
pen-ultimately and helps an insurance player gain
magnificently successful innings.

Home in to Lokesh's story, it happens on multiple
levels, and parallels numerous other individuals who aspire
for a long-term commitment to the organization. You will
hear loud laments of seasoned industry players around
attrition, and yet when moments come to hold your
employees in trust and instill their confidence in the role
they play every day in the organization, we hire McTracks.
We offer them our budgets to nuke and it ends there.

One feels that the last attempt to reach out to Lokesh
is a parody of the three principles. There could be varying
perspectives:  Lokesh, as an example of a passionate
performer, harbored the notion of leading the company.
He was an entrepreneur and took up challenges to prove
his mettle; he earned his positive grapevine and the
colleague's envy quotient. Ultimately, he always delivered.

Ambition of top-performers is not unknown and
sometime we lose them to better prospects, and here was
a candidate who willed to stay and lead, however, lack of
communication and high-handedness killed his allegiance
to the brand. Yet, when the organization reached out, he
could have taken it as a sign of seeking forgiveness and
acceptance of mistake, and turn the reality around by
jumping back into action. After all, isn't that what he
wanted from the very beginning? Allen's erstwhile
position will enable him to make the changes he always
wanted, so why say no?

You see, we lost one Lokesh, he left. The rest that
stayed, we lost their trust anyway and they stayed without
that trust. Think of the incredible amount of time and
effort it would take to revive that passion and faith.
Think how dangerous it is when un-invested employees
stay and work through the ranks. Time heals. Grapevine
doesn't. It becomes an event and an anecdote on an
organization's culture and reaction to change.

The observations above go to prove the one must:
believe in the collective intelligence of your people, trust
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them and fiercely guard the gates as
you let only the right-ones in. An
organization is an affiliation. Mental
composure and confidence of
employees of the fortune 100
companies tell you that their leaders
have delivered on a simple target of
trust and truth, through all the peaks
and troughs of business realities, and
there exists a common sense of
achievement. "We did it", is what they
will tell you, if you are curious enough
to find out the 'who' behind the
transformation.

Whilst the all's right in the
organization, it's an easy deal to do a
study. Insert numerous Catch 22 and
Hobson's choices, and that is where
the challenges begin. And that is the
stage that Khalil Gibran speaks of. We
think of change usually brought in
from 'outside' how about turning it
around and look at 'change' as a
needed 'transformation'. And then
devise a strategy in line with the vision
that relates straight down to every
member out on the field; create

structures that harness and support
the energy generated, and channels
that drive the realism with a healthy
dose of humor, bare-faced honesty
and sensitive approach to those
impacted negatively.

Change isn't a hurricane that one
sees coming - if someone tells you
that, then he's either a Lokesh or
has seen a Lokesh get hit. We
harnessed the hurricane and made
scope for few more of them - then
she/he belongs to an organization
where there is a solid base of
confidence in face of any change on
the horizon.  Don't you naturally
want to be here where crisis is
foreseen way ahead and you are
more than ready to make a success
out of an unseen hurdle?

The first three principles are the
only guideposts that will veer an
organization, its customers, its
shareholders and its staff to limitless
success through all the ingenious
phases of economy, global or local,
and all plans of nature and time.

Believe it or not, when it comes to
managing change, making the
decision for change is the easy part.
It is the other part of managing
human emotions that is most difficult.
I see you there, cringing at your desk.
Perhaps you are moving to a new
organization structure, you have a
new boss and your business is
undergoing tremendous change.
Understanding the new vision,
leadership and migrating to probably
a new office, etc., are all in your mind.
Your business will probably introduce
newer products or services, including
a new website. To your left are stacks
of literature announcing the new
structure, newer products, and new
gateways, including new interfaces on
the website and to your right are
stacks of internal documents
announcing the new systems your
organization wants you to put in
place. And this, you say, is the easy
part? You got it, because, we can deal
with all this in our own ways. Maybe
not all in one day, maybe not with a
one-size-fits-all answer, but we can
do it. Somewhere out there someone
is developing a product or a fix to

handle or even eliminate the
problems presented by the new
policy, system or structure that your
organization is implementing today.
The hard part is dealing with the
human element. If you doubt the
truth of this, think how often you
have said to yourself, "This job would
be easy if it weren't for the people."

"Resistance" is the main reaction
to change. Consider it thumb sucking
for grownups.

Change saps an organization's
energy in myriad ways. Every time
we restructure our organization,
reorganize our group, re-engineer a
(seemingly) innocuous process, or
move to a new location, we set off a
complex chain of human responses.
Most of these reactions to change
are fairly predictable. The problem is,
we are conditioned to spend a great
deal of time worrying about and
preparing to change to a new system,
policy or structure, and a relatively
small amount of time-if any-to
preparing for the human cost of
change.

If you told your management that
you were going to migrate to, say, a

CASE STUDY
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new integrated database system, they
would not question the time you took
in identifying technical specifications
and interviewing vendors. You would
not feel a moment's hesitation in
taking the time to visit a colleague
who has the system in place, or to
run a pilot to ensure that the
technology will work with your
architecture, but, if you planned the
same amount of time to prepare for
the human side of change, your
manager might question the pace of
the project, and you would feel as if
you should have done it all faster and
with less effort.

We need to rethink this equation.
We need to prioritize our time and
energy to anticipate and prepare for
the inevitable resistance to the
changes we are making. We must
develop strategies that will help us
manage that resistance to ensure a
successful outcome of the change.

Human beings are creatures of
habit. Left to our own devices, some
of us would initiate change, but most
of us would prefer to retain the status
quo. Not because we are lazy or
stubborn, but because we are human.

The status quo is a known entity, and
we like it that way. Most of us don't
deal well with the unknown. The
unknown is scary, it makes us feel
out of control, insecure, and generally
as if we would like to go to bed, pull
the covers up over our head, and
stick our thumb in our mouth. And
while you may not be seeing many
employees literally walking around
with their thumbs in their mouths,
you are probably seeing them do so
figuratively. In their effort to hang on
to the status quo, and retain some
feeling of control, employees will
resist change in a variety of ways.
What does this behavior look like, and
what should you do to manage it?

This case study is an excellent
example of how an organization lets
itself to the mercy of a few people,
then suddenly changing course and
charging at the same few people with
such force that people like Manji leave,
and the Allen's of the world are
running functions that are very
different from their core
competencies. Every such action has
an unintended consequence. In this
case study, the unintended

consequence is that of Lokesh's. As a
practicing HR Manager, I cannot help,
but, feel sorry for Shine Life
Insurance. From the very beginning,
they seem to have had adhoc
processes as it relates to change
management. They do not seem to
have realized that resistance is the
biggest impediment to change. These
come in two forms, covert and overt.

Overt vs. covert resistance
Resistance can be overt or covert.
Overt resistance is out there for
everyone to see and hear. It may
come in the form of questioning the
need for the change, challenging the
data you put forward to support the
change, protesting assignment to a
particular project, or, if it is coming
from your management, outright
refusal to fund a particular project.
Encourage overt resistance - at least
it's visible and you can deal with it.
Covert resistance, on the other hand,
will probably be camouflaged by so
many layers of masking behavior that
you wonder if you are losing your
mind. You outline the objectives of a
new project or an initiative. You

CASE STUDY
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involve the people in its design. You
communicate the objective often. You
plan like crazy. You make your
expectations clear. You provide all of
the resources needed to optimize the
change, but, as you work harder and
harder, nothing changes...What is
going on? The resistance has gone
underground-and as a leader, it is
your job to excavate. Don't know
where to dig? Start by looking for lip
service or analysis paralysis.

Left to our own devices, some of
us would initiate change, but, most
of us would prefer to retain the status
quo. Covert resistance is what Lokesh
deployed when faced with the
prospect of either working under the
new manager, Rakesh Datta or taking
a position in the training function.
When Lokesh took to the training
role, Rahul Bhatnagar, the new CEO
should have asked himself the simple
question 'why?' It is quite clear that
Lokesh was simply biding his time
when he chose to move away from
the area of his core competence and
moving to training was covert
resistance while he needed the time
to float his resume in the market.
Also, the case indicates a strong
possibility that Rahul let Lokesh
choose training knowing that he will
leave the company.

The second impediment to change
is lip service or analysis paralysis. Lip
service is what Rahul and Ashok gave
Lokesh when he challenged their idea
of reporting to the new manager. By
hiding behind "it is a board's decision"
they almost told Lokesh that they do
not manage the day-to-day affairs of
the company.  Someone likes Lokesh,
and I am not suggesting he was right
all the time, had reasons to believe
that Rahul and Ashok were simply
paying lip service to him. How many
times does the board make operations
decisions like moving someone like
Lokesh who did not even report to
the CEO? Let us now discuss lip
service from an organizational impact
standpoint.

On the surface, employees who
exhibit lip service are with you all the
way. They appear to buy into and
support the change, but, there's
always a reason why the change
doesn't happen. Procrastination and
featherbedding are classic examples.

In the first, the employee assures you
that the project is the next item on
their to-do list. And the next time
you check, although they have
accomplished 10 tasks in between, it
is still the next item on their to-do
list. In featherbedding, you may
actually see the project start, but, the
work is accomplished at the slowest
possible speed, so that a project that
should have been completed in three
months is still being worked on a year
later. The assumption here is that you
will be eventually tired of pushing for
the change, and it will all just go away.
Welcome back, status quo!

About analysis paralysis, it is hard
to tell whether this particular malady
is resistance at all. It appears to be a
genuine effort to ensure that the
project/initiative is done exactly right.
The person tasked with choosing new
software for a new project, for
example, creates a detailed technical
specification. They begin looking at
systems. And they look and look and
look some more. When questioned,
they will respond with the completely
accurate statement that "a new
system has just come out." In the
current information technology
environment, this task will never be
completed, because there will always
be one more system to analyze.
Identification of a date for a decision-
and enforcing it becomes necessary.

All said and done, Shine Life did
realize the pitfalls with the new
organization structure and much after
Lokesh had made up his mind to
move on, they came back to him
with a position and compensation
they thought were good enough to
have him stay. Unfortunately for them
he chose to move on. That said
boards do have a big influence on
how a corporation is run. They will
often come up with expectations from
the CEO and his/her direct line. The
question therefore is how a CEO
manages the board. Gone are the
days when a simple "boss asked you
to do so" will evoke a positive
response. Change initiatives that
impact human emotions have to be
managed better.

From the last 20-odd years that I
have led human resources function
in some of world's leading companies,
following are my recommendations

for handling the human components
of change initiatives. Whatever
changes are contemplated - re-
organization, expansion, downsizing,
and introduction of new technology
and/or changes to business practices
- change leaders should develop a
plan that addresses the needs of
employees who will be affected by
the change. Effective plans can
include:
● Identify various people, work units
and groups that will be both directly
and indirectly impacted.
● Outline the reactions and issues
that will likely arise from staff and
other work units.
● Offer strategies to mitigate the
impact. These strategies can be
formulated with input from
employees.

The basic requirements of a
successful consultation process
include:
● Clearly communicating the reason
for the change.
● Establishing a mechanism and
strategy for staff discussion and
commentary, ensuring that staff has
an opportunity to express opinions,
and develop alternate solutions.
● Respond (genuinely) to expressed
issues and alternative solutions raised
by employees.
● Maintain continued communi-
cations and acknowledgement of
employee concerns and suggestions.
Nothing engenders more cynicism
than feigned consultation and/or
leaving staff in the dark during the
change process.

These processes are not without
pitfalls, and they can create some
uncomfortable situations for change
leaders, but they should significantly
increase the potential for successful
change. When all is said and done,
informed employees are more likely
to buy into the change contemplated
and more likely to develop positive
responses to the challenges
presented.

CORRIGENDUM
The case study titled "Fight or Flight" in
the April 2011 issue was authored by
Prabhu Saraswat and the name of the
company read "DS Apparel", instead of
BR Apparels. The error is regretted.
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