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problem has been detected and windows has been shut down to prevent damage
0 your computer.

DRIVER_IRQL_NOT_LESS_OR_EQUAL

[f this 15 the first time you've seen this Stop error screen,
estart your computer, If this screen appears again, follow
hese steps:

heck to make sure any new hardware or software is properly installed.
[f this i1s a new installation, ask your hardware or software manufacturer
or any windows updates you might need.

[f problems continue, disable or remove any newly installed hardware
br software. Disable BIOS memory options such as caching or shadowing.
[f wou need to use Safe Mode to remove or disable components, restart

our computer, press F8 to select Advanced Startup Options, and then
select safe Mode.

echnical information:

¥ STOP: Ox000000D01 (Ox0000000C, 0x00000002, 0x00000000, OXFBEE5AB9)

gv3.sys - Address F86B5AB9 base at F86B5000, Datestamp 3dd99leb

seginning dump of physical memory

hysical memory dump complete.

ontact your system administrator or technical support group for further
Assistance.
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Report of the Inquiry Into the London
Ambulance Service (February 1993)

Major cultural change in past, but no revitalization
Climate of mistrust and obstructiveness

Size and depth of change too aggressive
Management ignored advice

Constant pressure to improve service

Incomplete ownership by users

Training incomplete and inaccurate

© 2008 Jakobus Smit




Goulielmos

The organisation was in decline

t was thought the system could turn it around
History of failure

nability to adapt
Autocratic leadership
Climate of mistrust

History of organisational pathology

© 2008 Jakobus Smit




“Not everything that can be counted counts

and not everything that counts can be counted.”

Albert Einstein
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Organisational
Culture
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BS
B P B B Business

I S Business Strategy
Business Benefits

I I Information Processes

Information Systems
Technology

Bytheway, 2004
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the way
things get

done around
here

A (Bower, 1966




© 2005-2008 Dream Coat Network
(Smit, Ludik & Forster, 2008)
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Adaptability Strategy

) irection Creation
Client Focus jective Settin
Creating Cha J &

. . Engagement
Organisational Lea mmunfi;cagtin Meanin
Innovation and Creativ & &

Flexibility Alignment

Relationships

Team Work isational Structure
Partnershi cesses & Systems
Diversity Manage Positional Power
Talent Management Performance Management
Organisational Values Communication Managemen

ional Inte
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CRM Status Tool




The CRM Status/Readiness Tool
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Change Readiness d
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Organisational Culture e.g.:
My immediate leader
energises people
around her/him

IMBOK e.g.:

We take care to ensure
the security of
customer data

Change Readiness e.g.:
There are always clear
reasons why we need
change in this
organisation.




The CRM Status Validation Study

The CRM Status of Organisations

in the Netherlands

The CRM Status of the Financial
Industry in the Netherlands
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Organisational culture

AN

Leadership Strategy Adaptability = Coordination Relationships

== \/alidation Study === CRM Association Study ==fe=Financial Industry Study
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Bridging the Gap

Y

Information Information Business Business Business Change
Technology Systems Processes Benefits Strategy  Readiness

=—g=—\/alidation Study === CRM Association Study ==fe=Financial Industry Study
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Change Readiness

2\ .
N

Change Track Record Management Resistance Cooperation for
Burden Understanding Change
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The most significant findings:

* |In terms of organisational culture:

— Low strategy score implies that new CRM might not achieve any
goals

— High leadership score provides promise of some success
* |n terms of information management:

— Low IS score implies that CRM related information systems are
NOT understood and managed well in their organisations,

— Low BS score implies that information systems and technology
strategies are NOT aligned with business strategies.

* Interms of change readiness:

— A high change burden implies that current and new projects are
at risk

— High resistance implies more risk factors
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So...

what do we do?




Potential responses:

* |dentify key areas of concern

Do one of two things
— Address them
— OR
— Acknowledge and accommodate them
 Some nuggets for intervention
The process must be leadership driven
Go where the energy is
Obtain small wins, then amplify and communicate the successes
Build internal change management capacity

Simplify and focus rather than having too many initiatives running
together

Align systems and processes to support change process
Create clear goals and ensure buy-in by from key stakeholders
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Thank you
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