New Millennium Change
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How Do You Know Things Are Different Today? 

[image: image6.wmf]How Do You Know Things Are Different Today? 

1. You just tried to enter your password on the microwave. 

2. You have a list of 15 phone numbers to reach your family of three. 

3. You call your son's beeper to let him know it's time to eat. He emails you back from his bedroom, What's for dinner? 

4. Your daughter sells Girl Scout Cookies via her web site. 

5. You chat several times a day with a stranger from South Africa, but you 

haven't spoken with your next-door neighbor yet this year. 

6. You check the ingredients on a can of chicken noodle soup to see if it 

contains Echinacea. 

7. Your grandmother asks you to send her a JPEG file of your newborn so

she can create a screen saver. 

8. You pull up in your own driveway and use your cell phone to see if 

anyone is home. 

9. You research everything on the Internet!  From what you want to you want to buy to what ails you! When you go on vacation –reservations, maps, and coupons are all compliments of the Internet! 

10. You buy a computer and 6 months later it is out of date and now sells 

for half the price you paid. 

11. Leaving the house without your cell phone, which you didn't have the 

first 20 or 30 years of your life, is cause for panic and turning around to 

go get it. 

12. Using real money, instead of credit or debit, to make a purchase would 

be a hassle and takes planning. 

13. Cleaning up the dining room means getting the fast food bags out of the 

back seat of your car. 

14. Your reason for not staying in touch with family is that they do not 

have e-mail addresses. 

15. You consider second-day air delivery painfully slow. 

16. Your dining room table is now your flat filing cabinet. 

17. Swiping used to mean stealing.  Now we all do it with credit and debit cards at the checkout! 

18. You hear most of your jokes via e-mail instead of in person. 

19. You get an extra phone line so you can get phone calls. 

20. You disconnect from the Internet and get this awful feeling, as if you 

just pulled the plug on a loved one. 

21. You get up in morning and go online before getting your coffee. 

22. You wake up at 2AM to go to the bathroom and check your E-mail on

your way back to bed. 

23. You long for a Palm Pilot. 

24. You never got used to the Advantix Photo system and now we are already Digital. 
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What is Change?

Give your definition for Change!

How do you generally feel about Change? 

What changes have taken place in your department in the last twenty years?

Explain which changes have enhanced your department and which have not?

The Citizen as Customer:

A Look at the Past-A Jump To The Future 
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Facts About This Important Person!

The customer is the most important person we service...in person, by telephone, or by mail.

A customer is not dependent on us....We are dependent on the customer.

A customer is not an interruption of our work...He/She is the purpose of it. We are not doing the customer a favor by serving him/her....He/She is doing us a favor by giving us the opportunity to do so. It’s not the customer’s job to know our rules and regulations. It is our job to take the time to explain them.

A customer is not someone to argue with or match wits! A customer is a person who brings us his/her wants. It is our job to handle them.

Remember: You know our business from years of experience- they do not!

Discussion Questions:

How have our customer’s’ changed? What do they want?

Why is dealing with a service so much different than dealing with a product?

When does our service receive their criticism?

The Essential Questions for Today’s Cities!
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According to Webster’s New Collegiate Dictionary, a customer is:

Customer 1a: one that purchases systematically or frequently a commodity or service.

Customers can routinely be divided into internal and external customers.  Sometimes they are individuals, groups, or entire organizations.  It is true that without them, we have no business! Traditionally government has been generally seen as a provider of essential services and those in government are in the customer service business.  Over the last few decades a very distinct change has taken place.  As our citizens have changed their emphasis on what should be expected from their government has changed.

From a focus on needs comes an equally strong emphasis on wants.  

Today, asking the right questions and focusing on the answers means the difference from failure to success. Let’s look at some of these questions and see how they relate to your department.

Exercise: Follow the instructions given to you by your facilitator

Series I

What business are we in? What business do we want to be in? and What business must we be in? (What our customers demand!)

Series II

Why do people use our service? Who is our competition? Where will our threats to our survival come from?

Series III

What are we doing right?  What are we doing wrong? What do we need to change?-Prioritize
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There is more change to contend with in our society than ever before! In simple terms our lives are becoming more complicated because of the amount, speed, and intricacy of the changes that we must deal with at work and at home. It is not just a coincidence that “change” workshops and seminars are popular.

Influencing Factors

People quickly attribute change in our society to two major factors-technology and communication! While these factors are critical one must look even closer to discern other influences that impact our acceptance and reactions to change.

· Communication Speed

· Knowledge Accessibility and Acquisition

· Worldwide Population

· Increasing Interdependence and Competition

· Limited Resources

· Diversifying Political and Religious Ideologies

· Transitions of Power in Private and Public Organizations

· Environment Distress 

At Work In Your Organization-The following are the twelve most common wide sweeping changes in our organizations. How many have you experienced?

· Reorganization

· Improving quality and competitiveness-TQM

· New computer technology and applications

· Integrating a new customer driven service mentality

· Responding to competition, regulations, complaints

· Reacting to mergers, acquisitions, and buyouts

· Defining or re-defining organization’s objectives or culture

· Initiating cost containment processes

· Rightsizing, downsizing, cutting back, or freezes

· Empowering or selecting self-directed teams

· Opening new area of product development or service

· Integrating new technology or machinery

Understanding The Commitment




Necessary To Make Change Effective
Four “Keys” To Understanding Change

· Change is a process and has a sequence or steps

· To have a “commitment” to change you must have a connection on an emotional and an intellectual level

· Successful change is accomplished by those who invest the time

· Commitment to change is costly-You will pay for achieving it or pay for not having it!

Guidelines To Solidifying Commitment
1.People will respond at different intellectual and emotional levels

2.Commitment is expensive-Don’t order it if you can’t pay for it!

3.A plan of action is necessary to secure commitment-it doesn’t just happen!

4.Building commitment is developmental

5.Failure to build commitment will have consequences

6.Pull back and regroup-Go slower when resistance is apparent!

Commitment is shown by:

Investing resources of time, energy, and money

Pursuing the goal consistently

Rejecting short-term fixes

Facing adversity by rejecting the push for immediate change

Applying creativity to your actions

Change Implementation Worksheet

1. Set The Stage For Change

2. Provide For Input Into The Change

3. Explain The Rationale For The Change

4. Sell The Change

5. Implementing The Change

6. Monitoring The Change
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Employees’ and Peers’ Resistance To Change

It is widely known that changes disturb people; most employees resist even minor changes. In particular when new methods are announced or new procedures are put into operation, employees react with a feeling of anxiety.

 It matters not whether these employees are firefighters, accountants, recreation leaders or equipment operators. How the change will affect them is of paramount concern. In dealing with the fears and worries of employees that are facing change, it is important to attempt to minimize any resistance to the change. The following are some tips for initiating change in your department.

Step 1- Set The Stage For Change

Announce an area that will be undergoing change well in advance. Make supervisors and lead personnel part of the change from the very beginning. Whenever practical the “rule of thumb” is the earlier the involvement the better the “buy” in!

Step 2-Provide For Input Into The Change

Survey supervisors, officers and some select employees, to get their ideas and suggestions concerning some anticipated changes. By allowing personnel to have input into a change in your department, you will accent the difference between doing something “with” the group as opposed to doing something “to” the group.

Step 3-Explain The Rationale For The Change

A full disclosure on the common questions of how, why, what, when, and who can minimize resistance to the upcoming change. Dates for implementation, training sessions concerning the change, etc., are all important to the process for acceptance of the change. Sometimes a full disclosure is not possible or prudent. In those cases involvement with the largest group possible for input is advised.

Employees’ and Peers’ Resistance To Change-Continued
Step 4-Sell The Change

By accenting the positive, the general benefit of the change should be fully understood by all affected employees. Here again personalizing the affect to employees is important in minimizing resistance to any change.

Step 5-Implementing The Change

Plan for the implementation of the change. Be aware that a transition period may be necessary for employees to accept changed procedures. A quick change will often frustrate employees and maximize their resistance. Implementation is better in stages and initial pilots make refinement of the change possible before it affects the group as a whole.

Step 6-Monitor The Change

Once a change has been made it is necessary to monitor the change to see if (1) the change is working; (2) the change is accepted by employees; (3) in working with the change what alterations are necessary to make the system better.

It is important not to oversell the effects of a changed procedure or process. Often new personnel feel it is necessary to change the “old” system. How one approaches change will affect how their efforts will be viewed. Change for “change sake” is not good, since it distracts staff from continuously improving processes for fear of being criticized. If the change does not produce the desired result, it should be replaced and not “doomed” for 
success.
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Prepared for Public Sector Supervisors


By The Training Tree, Inc.


Developing Our Most Important Resource: Our Human Resource!
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