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LEAD A CHANGE EFFORT
(AND NOT SCREW IT UP)

By Mack Munro
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One of the most common calls we get at our company sounds something like this:

We are looking for some training on how to deal with change.  Right now our company is undergoing some 
massive changes and we can’t seem to get the employees on board with them.  

Do you provide any workshops on how to deal with change?

Now since training only fixes issues with skills, the client assumes it’s a skill problem.  It’s not though.  
Dealing with change as a skill is a reactive approach that can’t be taught once the emotions of the change 
have set in.  Trust me on this.  I have done WAY too many of these workshops when I worked with a large 
training vendor years ago.  The best change adaptation tools won’t help if everyone’s attitude sucks.  Most 
of these sessions turned into “bitch sessions” and attendees left worse off for the experience.  The key to 
having a positive reaction to change is to implement it the right way in the first place.  

The best change adaptation tools won’t help 
if everyone’s attitude sucks!  

Why is this so?
Any time you introduce a change to your organization, you shift the status quo.  It doesn’t matter if the 
change is an improvement.  Rocking the boat freaks people out.

Knowing this will happen regardless (and it’s doesn’t matter if the change is driven from the top either) 
means you’ll have to spend a huge amount of time planning and anticipating all reactions before you settle 
on your change initiative.  

Based on my experiences with companies that have done it the right and wrong ways, I’d like to offer up five 
strategies to help your next change effort go over a whole lot better.

Here we go!
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1 Communicate Well

Good Marketing

Be sure any communication puts information in a positive light.  Be very clear about the upcoming changes.  
Don’t hold back on any small details.  Acknowledge the pain, but work to re-frame it in a favorable light. 
(“doing these burpees is going to hurt like hell but imagine how good you’ll look in that Speedo this 
summer!”)

Allow People an Opportunity to Vent
We often expect people to handle difficult news professionally, but human nature dictates otherwise.  
Allow people an opportunity to vent their questions and frustrations.   This should be a facilitated event, 
with professionals keeping the discussion on track.  “Bitch sessions” don’t work and often exacerbate the 
problem.  Use good active listening skills and help manage yours, and the emotions of the people around 
you.

Discuss Rumors
The Grapevine is a tricky issue.  75% of what’s carried on it is usually true, which makes it credible enough to 
be believed as fact.  When you hear rumors, be sure to address them with facts whenever possible.  Ignoring 
rumors gives them credibility.

Be Sensitive
Empathy (as opposed to sympathy) is a helpful behavior for managers and supervisors.  Don’t blow off your 
employees’ fears.  Look at the situation through their eyes.  Empathy means you listen intently and offer 
suggestions and help. 

Be Optimistic
Optimism is an attitude.  We have to choose our attitudes.  You can’t expect employees to handle change 
well if you’re giving off negative vibes.  Fix your own attitude before you try to fix those of your employees.

Don’t Ignore Your Employees’ Fears and Questions
Again, be willing to dialog with employees.  Ask probing questions.  Get their feedback.  Establish an 
environment where they feel comfortable coming to you with their uncertainties. 

In any change effort, communication is key.  By being open and up front with people, 
you’ll be able to fill in gaps of knowledge with real, legitimate information.  Here are 
some suggestions:
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2Use Good Policies and Procedures 
In any large change effort, you’ll need to lock in some really good policies and procedures 
to leave your supervisors and employees equipped for success.

Effective Performance Management
Performance management is a critical element of a change effort.  Employees are 
required to show value-added in meeting the company’s goals and mission.  Performance 
management is a constant process that requires a hands-on approach.3

Clearly Communicate the Program
This builds on Point #1.  Let people know as much information as you have to give them.  Don’t allow the 
Grapevine to do your job for you.  Refer them to websites and information sessions as much as you can.  

Set Up a Support System
If you’re implementing a new program or system, have the program representative take an active role in 
giving out communication.  Set up a portal on your website to link employees to information,  training, and 
send out regular email containing program updates.  Equip your managers and supervisors.  They have to 
carry the torch for this program.

Encourage Managers to Have Open Conversations
MACK Worldwide’s Interactive Supervisory Skills courses teach the techniques to have these productive 
conversations using the principles of active listening and negotiation.  Contact us if you are interested in 
providing this course for your managers and supervisors.

Set Clear Expectations
You can’t expect a marksman to hit a target he can’t 
see.  The same applies to employee performance.  
Your job is to set clear goals and objectives for 
your employees at the beginning of the cycle 
and continue to check with them throughout the 
year.  Don’t be vague – your employees need clear 
communication on your expectations for them.

Link People to the Mission
Do your employees know what your agency or 
company exists for?  If not, educate them!  Show 
them what you’re all about and how their job ties 
directly into the company’s success.  All employees 
should be evaluated based on their contribution 
to the mission.  Be sure they know what the 
contribution looks like!

Clearly Communicate Throughout the Year
Traditional performance management gives the 
goal at the beginning of the cycle and then rewards/
punishes a year later.  There’s no way to do a course 
correction in performance if the employee doesn’t 
know they’ve gone off course.  Set regular intervals 
to check in with your employees and talk about their 
performance.

Dialog in Person
Don’t give important feedback (good or bad) 
through email.  Let people know up front, in real 
time.  Recognizing good performance verbally 
encourages more good performance.  Addressing 
poor performance verbally (and professionally) when 
it happens is much better than waiting until the 
employee forgets about it.  
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4Good and Effective Training
Training is often seen as a panacea for changes, but good training helps facilitate a process 
through difficult stages.  Here are two approaches we recommend change efforts:

Management Skill Building
Well-prepared and equipped managers and supervisors will ensure your efforts will 
succeed.  Part of this is training and the other part is attitudinal.  Here are some suggestions:5

Relational/Communication
These courses should come first.  They equip managers and supervisors to have productive conversations 
with employees and give them initial help in addressing performance issues. 

Technical
These courses include anything that builds the skills needed in the new change.  Be sure to equip employees 
before expecting them to successfully implement your change.

Keep Learning!
You’ll never learn all there is to know when it comes to dealing with people.  People skills are hard to come 
by and even harder to master.  Commit to studying one hour per day on managing and leading people.  You 
spend this much time on technical skills, why not devote it to your people skills?

Conclusion

Managing change is difficult.  It’s more difficult when it deals with people and in the way people are paid 
and evaluated. Keep these five principles as you implement these and other changes in your organization.

If you’d like us to sit down with you and help you think through your upcoming change initiative, 
just give us a call at (931) 221-2988 and let’s set up some time to chat!



Mack Munro  |  MACK Worldwide  |  Mack@MACKWorldwide.com  
P.O. Box 75  Vanleer, TN 37181  |  (931) 221-2988  |  www.TennesseeMack.com

About Mack Munro

Mack Munro is Founder and CEO of MACK Worldwide and is an experienced 
speaker, consultant, and coach who has worked with executive and 
management teams in companies of all types, sizes, and industries in the 
United States and abroad. He is the author of How to Win at Performance 
Management.

He holds a Master of Arts degree in Organizational Leadership from 
Chapman University and a Bachelor of Science degree in Health Care 
Management from Southern Illinois University He is a licensed practitioner 
of the Myers-Briggs Type Indicator®, the Strength Deployment Inventory 
(SDI), and FIRO Element B. He has also written and developed several 
personality and behavioral assessments and online tools.

Prior to starting his company, Mack created training and professional 
development programs at U.T. Medical Group, Inc. in Memphis, TN, Holy 
Cross Hospital in Silver Spring, MD, and Contract Services Association 
of America in Arlington, VA. Mack has been an adjunct Professor of 
Business and Management at Vincennes University in Bremerton, WA and 
Crichton College in Memphis, TN. He a retired United States Navy dental 
technician who served tours in Australia, Guam, Long Beach, California, and 
Bremerton, Washington.

Mack’s clients include Pratt & Whitney, UTC Research, Pitney Bowes, 
Munters Corporation, Connecticut Online Computer Center, Bridgestone, 
CU Direct, numerous Federal agencies, and all 4 branches of the United 
States Military.

In addition to his latest book on performance management development, 
Mack is also the author of: How to Fix a Poor Performer (and Turn Them 
Into a Superstar), Coach Munro’s Big Book of Leadership:  How to Get 
People to Follow You, Coach Munro’s Job Seeker Survival Guide:  How to 
Find a Job in Any Economy, Coach Munro’s Big Book of Management: Tools 
and Techniques Every Manager Needs in Their Toolbox, The New Rules of 
Engagement: How to Keep Your Superstars Loyal to You and several other 
books and booklets.  He has been featured as a career and management 
expert on WFRE Radio, The Washington Post, and wrote a monthly column 
in Men’s Fitness magazine.
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