Panel Debate summary

The CiG Open Day & AGM started with the first of three free seminars, focusing on the theme of change management within the information industry.

Julia Hordle (Intelligent Resources) chaired the panel debate.  Panel members, sharing their experiences of change management, included Kate Arnold (NHS Direct), Kim Horwood (PTSC) and Jane Heenan (Fidelity Investments International).

Jane Heenan focused on her current experiences of change within Fidelity Investments.  Evolving her research team from a request based model to individuals with specialist area responsibilities and business alignments, Jane’s team has now experienced further change with the introduction of an offshore research team in India.  In addition to her own role changing from an ‘information focus’ to a ‘knowledge content provider’, Jane has also had to manage business expectations and the affects of structural change within her current team.

Kate Arnold has worked for NHS Direct since 2003 and is now the Head of Content for NHS Direct New Media.  As part of a public service organisation, Kate’s experience of change has been focused around meeting national standards, restructuring and downsizing and developing new teams.
Kim Horwood is a Senior Learning and Development Consultant for PTSC, a not-for-profit training and development organisation working in both public and private sectors.  Kim’s experience in assisting and advising different clients on change gave a useful insight into the variety of methodologies available.
After each panellist described their experiences of managing change, the floor was open to questions.  A very lively and interesting discussion then ensued.  Questions included:

What were the affects of introducing an offshore research team in India?

How important is the customer in your change programme?

How successful have the changes made been?

What support can vendors offer during the change process?

Did you consider other staff groups while introducing your changes?

When is the best time to share your knowledge of changes afoot?

The common theme throughout the discussion was communication.  Individuals respond and adjust to change in different ways so styles of communication must be adapted appropriately.  Informing colleagues of changes face-to-face and as soon as possible was one method discussed.  Change is a continuous journey so supporting individuals through the cycle will dispel fears and add to a smoother transition.  Communicating changes to key stakeholders within the organisation will add to a feeling of ownership and inclusion.  The development of clear KPI’s at the beginning of the process will enable effective measures of success. 
CiG would like to thank Julia, Jane, Kate and Kim for their time and enthusiasm in participating with this panel discussion.

