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72. See also People systems; Self-directed
development plans

People systems: Ambassadors of Change
network, 48; Change Capability Evaluation,
45-46; consistent criteria in, 410; decision
making to employee level, 161; employee
testing, 109; evaluating progress, 147,
interpersonal change, xiii-xiv; people as
assets, 230, 357; performance agreement,
404; workforce awareness, 23. See also
Human resource systems; People
development; Work systems

Perceptions. See Change

Performance appraisal: business strategy and,
394; lessons learned, 505; responsibilities in,
429; Sonoco process, 424

Performance management and development:
blueprinting process, 400-401; career
development and, 320, 326; Case
Corporation, 399-400, 403-405; Change
Capability Evaluation, 45; compensation
and, 428; effective components of, 425-426;
employee morale and, 171; enhancing skills
in, 405-406; overview, 393-396; SmithKline
Beecham study, 100-101; Sonoco systems,
422-424; systems for, 432. See also
Development plans; Self-directed
development plans

Performance measurement: 360-feedback
process and, 233-234; competency models
and, 186-188; criteria for, 205, 407;
evaluating progress, 85-86; key performance
measures, 141; recruiting strategy and, 301;
ServiceMASTER program design, 75; Xerox
experience, 170. See also Balanced scorecard;
Measurement and evaluation processes

Performance standards. See Standards

Phases: Allstate recruitment and selection
process, 339-340; AMD learning activity,
317-318; in change process, 4; HPWS
implementation, 16, 18-37; multiphased
approach, 71. See also Development cycles

Pollard, C. William, 88

Power: lines of business and, 41; pendulum
swing to worker, 298-299

Principles. See Business principles

Prioritization: areas for improvement, 505;
development and, 403

Problem-solving situations. See Action learning

Process analysis. See Change processes

Process improvement: CK Witco TOPS model,
143-144; documenting, 43-44, 169; Dow
Corning training program, 455; evaluation
of, 36-37; HPWS implementation, 16, 34-36;
leadership development as, 496; MediaOne
Group philosophy for, 504; reengineering
responsibilities, 41; ServiceMASTER CVIP,
75. See also Business results

Productivity: business case for Kraft Foods, 13;
evaluating progress, 147-148; as reason for
initiative, 523; turnover and, 358

Profitability: employee satisfaction and, 451;
executive education program on, 294;
turnover impact on, 358; Westinghouse, 107

Program design: activities, 29-30; Allstate
Insurance, 342-345; AMD, 314-316; Boeing,



194-207; Cellular One, 360-361; change
process and, xvi-xvii; CK Witco, 137-138,
142-146; Dow Corning, 448-452; HPWS
phase, 15-16, 28-34; Johnson & Johnson,
231-234; Kraft Foods, 23-24; Kraft Foods
methods, 28-29; leadership role in, 166;
MediaOne Group, 496-500; multiphased
approach, 71; ServiceMASTER, 75-85;
SmithKline Beecham, 95-97; Sonoco system,
426-428; Sun Microsystems, Inc., 285-286;
trend in change initiatives, 526;
Westinghouse, 110-111; Xerox, 165-167.
See also Work systems

Project management, 204-207

Quality. See Evaluating progress; Measurement
and evaluation processes

Quantitative measures. See Performance
measurement

R

Reaction (Four Levels of Evaluation), 241-243

Readiness assessments: CK Witco, 142-143,;
feedback on wording, 49-50; learning
interventions, 81-82

Readiness for change: change management
tools, 82-83; deployment and, 234;
resistance and, 523-525; as theme for
success, 530. See also Resistance to change

Recruitment strategies: employer of choice
(EOC), 299-300; Internet and, 303;
MediaOne Group, 504; process phases,
339-340; professional competitiveness in,
338-339; technology and, 340, 345, 349-350.
See also Retention strategies; Turnover

Redesign. See Program design

Refreezing, xiv

Research: MediaOne Group, 490, 493;
OD/HRD trends and findings, 521-532

Resistance to change: AMD assessment of, 311;
commitment strategy and, 142; culture and,
326; HPWS implementation, 16; identifying
barriers and, 319; reducing, 244;
ServiceMASTER program design, 75; Sonoco
experience, 430-431; types encountered,
523-525. See also Readiness for change

Resources: Dow Corning training program,
455; leveraging existing, 250; library of
materials as, 82-83; maintaining
commitment with, 429-430

Results. See Business results

Retention strategies: areas for improvement,
505; career development and, 324; Cellular
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One program, 360; costs of turnover, 316,
358, 451; data analysis, 370-371; employee
satisfaction challenges, 298-305; intellectual
capital and, 357; lessons learned, 371;
systemic approach to, 315-316. See also
Recruitment strategies; Turnover

Reviews: for documentation, 137; executive
development cycle and, 288-290;
implementation issues, 347; scheduling
regular, 365; Sonoco employee, 423

Reward and recognition programs: AMD
guidelines, 312; competency models and,
186, 188; links with behavior, 3;
performance appraisal and, 394-395;
turnover and lack of, 302; Weisbord
diagnostic model, 72; Westinghouse study,
112-113; Xerox programs, 168-169

Role clarification: career development and,
320; design phase activity, 29; during
implementation, 408; leadership
development model, 77-80; lessons learned,
248, 371-372; in performance appraisals,
396; responsibilities matrix, 144-145;
self-assessment tool, 36; Sonoco objective,
421; tool kit certification, 17

Rosso, Jean-Pierre, xiv, 398

Rothwell, William, 526

Rucci, Anthony, 451

S

Safety culture: savings with HPWS, 14;
subcultures within, 110; Westinghouse, 106,
111, 114-115. See also Measurement and
evaluation processes

Savings. See Cost reduction

Schein, Edgar H., xiii-xiv, 3, 72

Second curve concept, 68

Selection process: Allstate study, 340-341,
344-345; Boeing design elements, 203-205

Self-assessments: AMD program, 319; Kraft
Foods HPWS implementation, 35-36; Sonoco
process, 423-424; technology and, 432

Self-directed development plans: Career
Fitness workshops and, 454-455; Cellular
One study, 361-364; commitment to, 240;
competency acquisition and, 403; on-the-job
support, 502; self-managed via intranet,
80-81; Sonoco system, 425. See also
Development plans; Skill development

Senge, Peter, 451

ServiceMASTER case study, 64-89

Shadowing, 48

Silos: AMD guidelines and, 312; healthcare
model and, 67
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Site visitation: as communication device, 359;
ServiceMASTER program design study, 80

Skill development: in facilitation, 17; gap
analysis in, 492; learning interventions, 82;
multiskilling, 69, 75; in performance
management, 405-406; technology and, 431,
during training, 244-245. See also Career
development; Self-directed development
plans

SmithKline Beecham case study, 90-103

Society for Human Resource Managers
(SHRM), 50

Sonoco case study, 419-437

Stakeholder collaboration: commitment
strategy and, 142; lessons learned, 504;
reducing resistance to change, 525;
Sonoco experience, 427; Westinghouse study,
107, 116

Standards: as customer-focused organization,
229; exit interviews, 310; for leadership, 228,
230; portfolio of consistencies, 327; scorable
application form, 344; through integrating
applications, 402-403. See also Performance
measurement

Statistics. See Data analysis

Steering committees: CK Witco, 142; design
phase activity, 29; Dow Corning study,
445-446; overseeing change process, 24;
project approval, 148-149; ServiceMASTER
advisory board, 70; SmithKline Beecham
MMC, 95-97; Sun leadership council,
294-295; team implementation efforts
and, 145

Stonecipher, Harry, 193

Strategies. See Business strategies; Recruitment
strategies; Retention strategies

Succession planning: lessons learned, 505;
MediaOne Group improvement in, 504;
Sonoco process for, 423; Sun Microsystems,
186

Sullivan, John, 298-305

Sullivan, Roland, 526

Sun Microsystems, Inc. case study, 281-297

Support. See Executive support; On-the-job
support; Organizational support

Surveys: AMD evaluation, 322-324; Boeing
evaluating progress, 208-209; data collection
in, 72, 137; employee expectation, 444-447;
employee satisfaction, 85-86, 359-360, 370;
empowerment, 177; Johnson & Johnson
study, 235-238; MediaOne Group follow-up,
503-504; mini-metrics, 495-496;
organization assessment, 18, 22-23;
post-implementation, 168; process

effectiveness, 434-435; pulse checks, 49;
SmithKline Beecham study, 94-95, 98-100;
Sonoco questionnaire, 424; used during
Westinghouse assessment, 109; Xerox
business diagnosis, 163-165, 171

SWAT team approach, 72

Systemic approach: to employee retention,
315-316; lessons learned, 372; linkages
throughout AMD and, 314; for selection
process, 343; Westinghouse study, 104-132.
See also Work systems

Systems. See Human resource systems; People
systems; Work systems

T

Task analysis: Allstate study, 341-342; used
during Westinghouse assessment, 109

Team-building, 96; areas for improvement,
505; assessment processes and, 202-203;
Boeing study, 205-206; charter as
deliverable, 144; GRID seminar, 83; learning
interventions, 82; multiskilling and, 69, 75;
ServiceMASTER program design study,
79-80; SmithKline Beecham study, 90-103;
team leadership learning, 243-245;
understanding, 3; Xerox Teamwork Day,
172-175

Team charters: Cellular One plan, 367; CK
Witco, 142, 145; as deliverable, 144; design
phase activity, 29

Technology: Allstate selection system and,
342-343; Change Capability Evaluation, 45;
lessons learned, 409; leveraging, 431-434;
performance appraisal and, 396; in
recruitment process, 340; strategy for
recruitment and selection, 345, 349-350

Templates: importance of, 51; interviewing,
491-492; tools and, 43

Testing: Allstate screening model, 340-341,
344

360-degree feedback: Boeing study, 198;
Case Corporation application, 399-400;
competency acquisition and, 403; integration
with performance management, 425-426;
Johnson & Johnson program, 186, 235-236;
leadership and, 233-234, 284-285; lessons
learned, 504; MediaOne Group, 493-495,
500, 503-504; online software, 432-433;
performance appraisal and, 396;
SmithKline Beecham, 96; Sonoco, 422, 424,
436; Sun executive survey, 295-296;
technology and, 431; as tool, 188-189.
See also Feedback

Tools. See Change management tools



TYacking outcomes: of behavioral changes,
245-246; at monthly meetings, 360;
planning ahead for, 249; for training and
productivity, 15

Training and development: AMD program,
316-321; continuous learning for leaders,
80-81; to counter resistance, 430; courses as
product type deliverable, 43; design phase
activity, 30; HPWS implementation, 14-16;
as key to deployment, 428; for knowledge
application, 245; Kraft Foods business case,
23-24; leadership development model,
77-80; lessons learned, 371-372;
management participation in, 366, 402,
405-406; need for adaptable, 406-407;
Nortel Network, 42; paradigm shift in,
453-454; preferred learning formats, 507;
presentations as, 249-250; ServiceMASTER,
66, 75; Sonoco system, 425; supervisory,
424; team leadership, 243-245;
Westinghouse study, 112; Xerox study,
166-167, 178. See also Action learning;
Executive development programs;
Workshops

Tlilgan, Bruce, 308

Himpeer, David, 134

T\impeer, Julius, 134

Tlirnover: causes of, 310, 441; costs of, 316,
358, 451; employee retention, 301-304;
evaluating progress, 147; lessons
learned, 371-372; natural lifecycle and,
369; as quantitative measure, 86; reducing
with systemic approach, 315-316. See
also Recruitment strategies; Retention
strategies

U
Unfreezing, xiv
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\Y

Variance, 30-31

Variance analysis, 30-34

Vision statements: CK Witco, 142; developing,
24-26; maps as deliverables, 43; shift to
implementing, 246

w

Web sites: as product type deliverable, 43;
Sonoco, 420. See also Internet; Intranet

Weisbord, Marvin, 72-73

Wendt, Henry, 91-92, 93, 96

Westinghouse case study, 104-132

Wilson Learning, 162

Wishnick, Robert, 134

Work groups: empowered work groups
(EWGs), 160-161, 164-165; self-assessment
tool, 36

Work systems: Cellular One plan, 361-367;
Kraft Foods redesign, 13; people systems
and, 15-16, 29; system analysis, 30; system
totality and, 4-5; variance analysis of, 31-32.
See also High performance work system
(HPWS); People systems; Program design;
Systemic approach

Workshops: change agent workshops, 48;
executive programs, 292-294; leadership
intensive workshop, 199-201; on policy, 364;
360 debrief workshop, 496-497; training and
development, 48, 138-139. See also Action
learning; Executive development programs;
TYaining and development

X
Xerox case study, 159-184

z
Zone teams and multiskilling, 69, 75



