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Rhapsody in Change

By Dennis T. Jaffe, Ph.D. & Cynthia D. Scott, Ph.D.

Peter Drucker and Max Depree used music metaphors to refer to the

complex interdependence and subtle shadings of the interaction between
leadership and action. Leadership meets its deepest challenge when it
must face up to the need for a deep, major, and rapid shift in the whole
fabric of the organization that doesn’t seem to welcome it. The two of us
were called in by one of the largest consulting firms to help them manage
the dynamics of their major change projects—change projects, they
admitted (as have many others), that were failing at a rate of about three
out of four.

After studying their most successful and their most problematic companies, we came up with a score”for
change. First of all, a major change has three movements: mobilizing, designing, and transforming. Not
exactly hot news, but the fact remains that the activities of the first and last movement—creating a climate for
change to happen and taking on the tasks of embedding it in the capability and structure of the organization—
are often pushed aside, as the focus is on the “deliverables” of complex and untested “plans.” If you take the
time at the start to introduce the themes, bring all the elements into harmony, and preview some of the
dramas to come, you will have created the framework for the intense and dramatic creativity of the second
design movement.

Just as there are many different classes of instruments to bring together, the score integrates independent
activities of four dimensions of the organization:

1. At each stage of change, the leadership has to be engaged: defining parameters,
providing resources, and keeping the goal and the inspiration alive. In our initial
research, we found that leaders often felt too busy and wanted to delegate change.
Some even wanted to outsource it to consultants.

2. Atthe next level is the change team: the key group of people who navigate, bring
pieces together, focus energy, cast a net, and convene many design and learning
teams. The team often contains external and internal change navigators who look after
the environment in which the change takes place, as well as operational leaders,
outside design experts, and up-and-coming talents from many sites and functions. The
change team cannot become isolated in an ivory tower. They must be in continual
exchange and communication with the multiple layers of employee involvement,
continually reminding them, informing them, and engaging them in the processes of
change. Many large group events keep the flow of the process alive and real
throughout the organization, even as the design is evolving.
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3. And finally, organizational structures—reward and performance-management
systems, recruiting and training, and links between groups—have to be brought in line
with the new imperatives.

The final score of a change rhapsody is complex and multi-featured. It must be extensively choreographed,
hence the score, which entails many complex activities over time. But by putting them in a graphic score,
rather than a flow chart, we also highlight the community involvement, the interchange, and the public nature
of real change. Change is an exchange that evolves as it is designed; it is not controlled by a few or from the
top. The graphic markers in the score indicate various community events, times where small or large groups
come together and produce a piece of work—a solo if you like. These markers may include communication
roll-out plans and redesigns of systems, but the plans are by-products rather than the actual outcome. If there

is a plan or a new design, but people aren't clear, ready, and prepared for it, then the change will remain a
wish rather than a reality.
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We help make companies more competitive
through people.

Founded in 1995 on the principle that training "by itself" will not drive tangible change or business
results, we work with a select group of clients to get the most out of their people. Every training and
consulting solution we provide increases revenue, decreases costs, or raises productivity.

Who we work with

Our clients are typically mid-market business leaders who believe that investing in people is
vital to their success. The majority come from the high-tech, life-sciences, and service
industries and often lack the internal resources or expertise to get the job done. They want
more than what traditional training and consulting approaches can deliver.

What we do

We get results. Our one-stop-shop offerings range from creating a high performance culture,
to outsourcing the training function, to designing and delivering targeted learning solutions.
We excel in seven key practice areas: assessment, sales, loyalty , leadership, management,
project management , and measurement.

How we do it

We partner with our clients in a way that makes sense for their unique situation. First we
identify the key metrics they want to improve. Then we assemble a dedicated team of
experts who have successfully solved similar problems with similar clients. Our expertise and
flexibility allow us to move the performance needle faster and farther than anyone else in
our industry

Our Guarantee
We are fiercely devoted to the success of our clients and guarantee results.

ASSESSMENT | SALES | LOYALTY | LEADERSHIP | MANAGEMENT | PROJECT MANAGEMENT | MEASUREMENT
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Our clients tells us that we are different.

Our clients tell us that we save them both time and money.
Our clients tell us that they appreciate access to certified best-in- Request an LSA Expert )
class experts who help them to move the needle. Contact Me
Our sales clients
confirm that they have grown sales by 40%, increased units sold by _
42%, increased average pricing by 12%, and closed over 50% of LSA Client
their pipeline. wins 2010..
LEADER
Our customer loyalty clients Bersin & Assodales
confirm that their customer revenue per household increased by Leadership Development Program
18%, repeat calls decreased by 48.4%, single contact resolution Excellence Award
increased by 6.1% and their overall customer satisfaction increased | earn More )
by 10%.
Our leadership and management clients Health
decrease their costs by up to 50%, increase speed-to-productivity + —
by 60%, accelerate promotions by 20%, decrease unwanted L Check
attrition by up to 40%, and report an additional $13m to their -
bottom-line. e G{.t FHI:E 158
Our project management clients
inform us that, by regularly completing projects that meet or v \/oice o
exceed expectations, they have become an anomaly in the world | the
where most projects disappoint or fail. ’
e PP ¥ Customer
See What Our )
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Representative Clients

We are fiercely devoted to the success of our clients and proud
that over 85% of our business comes from repeat business with
satisfied clients.
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97.5% client
satisfaction

98.2%
recommend LSA

98% solution
satisfaction

129% knowledge
gain

800+ Assessment
and
Measurement
Projects

45+ Client Case
Studies

100+ Client
Testimonials

Top 10% Certified
Experts
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