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Organisational or team change requires a shift in the attitudes and behaviours of the
people involved. Very often this area is not considered when the change process is
planned and adopted. Our change support programmes provide group and 1:1 support
for different levels across the team. Highly effective group sessions challenge existing
attitudes and behaviours, encourage responsibility and raise morale. Supported by 1:1
mentoring and/or coaching each team member can explore areas of concern and
strengthen their approach to the change enabling highly effective and proactive
individuals and teams working with the change process rather than against it.

A community health service had instigated a service review to improve current systems
and level of care to community patients. The review involved all current processes and
ways of working being revised and all team members and managers being put ‘at risk’
until the new structure was defined.

A series of away days was held to understand from the teams how they currently felt
about the service and what the change meant to them. Through these sessions it was
clear that there was a high level of dissatisfaction within the service about quality of care,
respect, trust and their value to the organisation. No-one was taking responsibility for
their teams and inappropriate behaviour was affecting the morale, quality and
relationships within the service.

Three interventions were implemented:

Six half day sessions for each of the management teams were carried out — each of
these sessions focussed on the managers raising their game, reviewing what was
working well, where their attitudes and behaviours were not optimising performance and
identifying where they could take control and accountability.

Supporting each of the managers through this programme were coaches and mentors
who worked with individuals on specific issues, conflicts, workload and focus to ensure
they were able to embrace the process of change, support themselves and their teams
and be creative and innovative about the way forward.

A model to instil the changes and create a world class service was implemented by the
managers and team leaders around choosing your attitude, play, being attentive and
exceptional customer service.

% Each manager and team leader took responsibility for the change process
within their area

% Positive contribution to the consultation process enabled individuals and
teams to feel involved and valued with their input being reviewed and
adopted in many cases

% Useful and action orientated feedback was allowed to flourish amongst the
teams which encouraged honesty, built trust and rapport in the newly formed
working groups

% Resilience and strength was built across the service to significantly impact
on turn over, absenteeism and engagement during and after the change
process implementation.



