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It’s only taken me 25 (ish) years!

Business Coach 
& Adviser



Change is inevitable



…but Transition isn’t



We can’t keep 
‘transforming’

• Seamless multi-channel

• AI powered NBA (Next Best Action)

• Adaptive products

• A dazzling array of KPIs!



Humans and Tech need to co-exist



Customers aren’t 
waiting for us to 
sort it out….



…and Insurance isn’t leading the way



Somewhere in an Insurance company…

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director



But the odds don’t look great…

Bain Consulting Study

300 major change programmes (2013-2023)

What percentage produced lasting 

results? 

McKinsey & Co. research 

While IT projects delivered better benefit 
performance… 

… were they on-budget?

+ 66% over budget12%



Change is 
inevitable.

Transition isn’t.
14%!

Source: Oscar Trimboli



‘Method’ is 
only skin-

deep



We need to get 
to the heart of 
the matter.



The Ascendent Organisation
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Alienated Ascendent

Apathetic Anarchic

Commitment of the people
Peter Wickens (1995)



Are they set-up for success?

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

The Customer



Creating the 
conditions for 
success



How do we gauge if the business is ready?



What do we need to do?

Individual

Team

Organisation

Customers & 
Stakeholders

© Blue Heron Training

Contracting for Change
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• We need to look at:

• The System

• What the organisation wants to do

• Aligning and engaging its people



What’s really going on?
Current State

Top-down / 'all on me'
'Apologetic' ?
“Permission”

'Rescuing'
Cost-centre
"My budget"

Functional mindset

Address all complexity up-front

I'm on my own
Feeling intimidated

'Showing up'
Done-to

A thousand reasons why I can't 
do something

What I have



Taking action
Leadership Team



Belief, Competence, Experience

Align to the 
plan

‘Adult-Adult’

Work as a 
team

Focus 
Resources

Build Trust

Grow 
confidence



To
→ Leader-Leader (owned and co-created)
→ Courage to shoot for our ambition
→ “I intend to”
→ "What support do you need?"
→ Value generator

→

What's best for our Purpose?
Enterprise Thinking

→ Incremental hypothesis testing

→ Open and 'safe' to ask for help
→ Learning & growth
→ Enjoying what I do!
→ In control & confident

→

Work the problem, make priority calls

→ What I need

Shifting mindsets and behaviours
From

Top-down / 'all on me'
'Apologetic' ?
“Permission”

'Rescuing'
Cost-centre
"My budget"

Functional mindset

Address all complexity up-front

I'm on my own
Feeling intimidated

'Showing up'
Done-to

A thousand reasons why I can't 
do something

What I have



Outcomes for our characters

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

CEO:

• Listen

• Adapt

• Take action



Outcomes for our characters

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

Programme Director

• Create safe environment

• Align people so they are feeling 
secure, confident and resourced-
up

• Trust the team to deliver  



Outcomes for our characters

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

The Ops Manager (PO)

• Focus: “Where should we spend the 
next Euro?" 

• Value for money



Outcomes for our characters

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

The SME

• Courage to own the change

• Confidence to build what's 
needed, now



Outcomes for the organisation

CEO

Underwriting Pricing Claims

Manager 
(PO)

Handler 
(SME)

etc

Programme 
Director

• Ascendent organisation

• Leader-Leader

• Trust

• Resilient culture to make the 
transition



Outcomes for our characters

The CUSTOMER!

• Does what I need

• Not over-complicated



Change is inevitable.

• Focus on the People as well as the project

• Make sure they have the Clarity and Competence

• So you have confidence to Divest Control

Transition isn’t.



Lead To Change Consulting

1. Preparing people for Change and new 
processes/systems 

2. Coaching operational leaders and project teams so 
they are engaged and owning the change that is needed

3. Optimising the investment being made in 
People/Process/Technology

4. Maximising the value achieved

Contact: 
james@leadtochange.co.uk
+44 (0)7879 608886
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