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Leading Human-Centered
Change in Workplace
Hospitality

Session 3: Moderated Panel

Phil Kirschner, Robert Gebhardt, Regine Hooper-Campbell, Stu Gonsuron
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0 Phil sets the stage

e Panel discussion

e Live Q&A

5 min

30-40 min

10 min
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Lesson 1: We’re bad at change. SHM)

Barriers to Success
o Unclear vision
Ineffective sponsorship
o Under-communicating

Not identifying obstacles
I ' ist
of Change programs gnoring resistance
. . . Not anchoring change into culture
fail to achieve their goals
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Lesson 2: Comms isn’t enough. S|—F|\@
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Need for Clear Shared . Management . People . Supporting . Performance

Change Vision Behavior Involvement Processes Measures HADILIE [T/l ez

No Action

No Direction

No Role Models

No Ownership

No Sustainability

— No Results
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Lesson 2a: We need the need!

. WHY is this change happening? Begin with the business case.
What's not working today? Why now rather than six months ago?

. WHO is driving this change? Name names. Who made the
decision? Employees can sense when leadership isn't aligned.

. WHERE is the change taking place? Physical locations matter,
but so do organizational and technical boundaries. One business
unit? One floor? All systems?

. WHEN is this happening? Set clear timelines. When will people
be notified? What are the critical milestones?

. WHAT is changing? List the tangible differences people will
experience. New tools, processes, reporting structures, etc.
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Know your change type!
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Lesson 2b: Find your North Star.

L1: Aspiration / Vision
Where are we headed?

L2: Themes / Principles
What will we deliver?

L3: Workstreams / Initiatives
How will we do it?

L4: Performance Measures?
How will we know?

Where are
we headed?
(vision)

What will we
deliver for our
stakeholders?

How will we
make it
happen?
(bold, strategic
moves and
key initiatives)

How will
we know?
(measures
of success)

How will we
reallocate
resources to
enable this?
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Deliver double-digit operating income growth by operating as one firm

Cross-selling

Working together

Technology optimization

+ Customer segmentation
strategy

* “Best in front” strategy

+ Key account management
program

+ Sales and product
knowledge skill building

* Product bundling

* Cross-sell rates
+ Customer loyalty

* Incentive alignment

* Regional office partnership
model (single brand)

* Process standardization

* Functional centers
of excellence

+ Centralize transactional
activities

+ Expense ratio
» Compliance

+ Systems integration

» Technology road map

» Cybersecurity upgrade

+ Data and analytics strategy

* Employee enablement
retooling

+ Systems duplication
* Risk incidents

Dynamically reallocate resources based on a quarterly reevaluation of our priorities

Scale back slower growth verticals

Do not trade off on customer or employee experience

J

Source: McKinsey CEQO Excellence and PK Consulting
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Lesson 3: Speed and timing matter. 5|—|=§i\7|\
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Performance

Status
Quo

Desired
Future State

DENIAL INTEGRATION
Defense Confidence
LLl/ ADOPTION
HUNCH / gég/E/N/T/M/ggﬁ///% Building / Commitment Change Fails
Awareness i
W é Anger/ Fear to Achieve
4 Goals
COMPREHENSION
SHOCK Acceptance / Curiosity
Freeze
FRUSTRATION
Mourning
-
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