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Even Monkeys Fall From Trees:
Embrace Change...In Order to Remain the Same

Lipp wall disews different trevds o maimize
brurinegss sweeess it FOUUS o Friday, fune I in
Newr Ohrdeatan.
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ANICE ARCCY. Your have been in basineis far
aver 20 years. You have 10 io 20 employess
and almase 1000 agenis run their busines
ll1r|:|uah POLD FEENCY. Your hanve had Eremeni=
dous success over the years..you are ripe for
failure,

Ax was beamed ithe hard way at the “Wali
Dhisney Co., success breads arrogance and ano-
gance can lead 1o complacency. Complacency

can come in many forms and one of them i
the ane mrick powy. 1o other words, you ride
your succeses-io-date well hevond their effec
wive life spans, [t mighs be the oreative way you
Eive presentations o prospective cdients, of i
could be the way you have sradisionally com-
municaved with and suppored your cus-
iomers, vour agents.  For example, why deal
with all of that coafising Inemer, ecom-
merce, of e-kearning souff when you have done
juse fine without it for so many years® Why
change mpow! Cireat gquestion. The key mo ge-
ting beyond the one wick poay i o level with
voursell and recognize that, quite possibly, the
way vou curremtly conduce business is our-
misded. Perhaps your customers would like

) services thae you can’t o wonlt provide. Quite

posiably having the bigpest of oldest agency
migzht not be the key 1o halding oneo existing,
of anracting new agents. Join the dub. In
ofler o remaln the e (uoooaflll, we

muist all change.

Lessons From Disney
Ar Disney, we heed enar swie-tricl porry and his
mame wai " Hetbie the Lovebug.” Da you

Doug Lipp o
Former Head Trainer, Walt Disney University

cemember him? Adorable liede Volkswagen
who appeared on sereen with Buddy Hackese,
[ean Jnrlu and Suranne Mehette. The tmu-
e wris there wa rl:l]'ling br:].md “Herbie ihe
Lmr:l:ﬂ.lﬁ;' excepi: “*Hethie Goes o Monte
Carlo,” or "Herbie Goes Bananas™ To put it
bluntly, Herhie was getting a lisile bong i the
tnulh. but no one ai nim.:rﬁtudi:uluﬂ t|1.|:
guts to pull the plug on the Herbie franchise.
Why? There were various factors, but the maoss
compelling argumenis of the day were a com-
bination of risk aversion; “Whar woald YWl
think!” and amogance: "We're Disncy, we
know bemer than our customens about their
wanis amwd needs.”  This combination was a
recipe for disaster.  Too many people at the
highest levels of the company were facing the
past and wondering o Walt Disncy himself
would approve of a different direcon. In
sprice of the Fact char chis was during che 1970%
and carly BlVs and Wit was bong pone,

During this peried, the conceprs of dhrapr,
creasiviry and imnesation were ot embraced,
Insread, there was 3 tremendous force 10 sy
the course and avoid upsetting the applecare,
The resiles were disaserows, Afver vears of ore-
ative moglece and rurming our box-office lops
like: "Tron™ “The Black Hole™ and "Baby™ (dao
vl even remember these!), Dianey seock ook
a ivose dive. The company wis angeted by sev-
erdl Finapciers who attemplod several hostile
tikoovers From 1983 o 1984,

From “Davey Crockett”™
to “Finding Nemo®:
Embracing Change

A you ko, the Disney ongandzation was nod
taken over of beoken up s was the case with s
maiy cofpanics taneciod In the B0 In Gt

durin‘ the
takeaver
.'d.'hrrnpl::, ithe
L om F anky
m}n}'ﬂl Lrals)td
-rfil.l.rru'ln:l.‘ll:-
cemshul  times,
The reasond As
a strategy oo
move into the funee, the Board of Direcors
recruited some executives who werent afraid of
aither the ghost of Wals or the legacy of the com-
pany. To be sure, they respecsed dhe rremendous
suwccesses of their predecessors.  They aba
belicved sorongly that respecting the logacy of an
organizstion didn’t mean saying in the pas.
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The remewed emphasis on creativity and |

challenging the "mcred cows™ of the past

enabled the company o cxplore new |

approaches, Insead of the same, dred formu-
las for scripr-writing, the company hired the

talent thar creaved such block-Passrer hies asz ©

“The Lion King.” “The Linle Mermaid™ and,

most recently, “Finding Nemo.” This meiant

lerting go of cervin decision-making crizeria
thar had been extremely successfil..in its day
From 1957-1979, Wale Disney Productions
had an unparalld sering of hies with the movies
and velevision shews it produweed. This was
ower 40 years of knock-the-ball-out-af-the-
park siceess and how dare anyone sugpes
making any changes to the recipe! The areative
drought from 1979 to 1984 marked the end of
odie efa and the begnning of another. Had i
not been For the willingnes of the new man-
apement team o take some cileubied ks

with such things & product developamsont,

marketing, sales and the use of technalogy. the |
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company coubd very well have vanished, Mo
one i immune o changes in the markewplace,
Mo ane has all of the answers.

Even Monkeys Fall From Trees

This an old Japancse proverh thar capoures
the esence of whar Disney faced. It is what
any organization and amy leader ultimarely
faces. It means chat regardbess of how capable
or skilled we are, sooner o larer, we all lose our
balance and make mistakes, Let’s think abous
this for a moment, have you ever heard of 2
monkey falling from a mee? Probably not. but
we have all heard of remarkable capable people
and successful companies making mistakes. In
essence, we have all seen companies and very
capable people from a varicry of felds fll, fig-
uratively, from their respective wees.  How
about yourself, which skill or ability are you
particularly proud of? 1s thas skill as valuable
now as itonce was? s it possible thar the same
qualities that have helped you mcceed are now
a hindrance that can lead you to “falling from
yoir treel”

It is impomant to learn from our successes
and mistakes and apply that learning o the
arca of customer service, whether it is service
to your employees or your agents.

The World is Changing, Are You?
Many companies and organizations embark
on new initiatives to improve any number of
things, including: their service, product quali-
ty, production methods and leadership.
Hewever, the sad reality is that too many fail in
their atremprs, All too often, these change ini-
tiarives are started with much fanfare and pub-
lic pronouncements, yet end up in the over-
growing junk pile of *Flavar of the Maonth”
programs, What might have been an inher-
ently good initiative loses popular or corporate
support and falls into the category of 2 waste of
time and money; someone’s “kick,” spending
run amok. ‘Within a few months, the old ari-
mudes and desructive behavior patterns retum.
Change in and of jiself is not difficult. The
challenge is in sustaining the change and weav-

ing it into the corporate culure. To embark

on 4 journey of susmined change roquings

answering rwo viml questions:

1) 1s it the right change?

2) Arc support systems and supportive people
in place 1 give it a chance to succeed?
Certainly, there are many sub-sections o

cach of these guestions; life 15 never this sim-
ple. With thar said, it & imporant o avoid
making any process too cumbersome to imple-
ment, much bess sustain. The exercise thar fol-
lows is a simple, yet extremely effective ol for
implementing and sustaining change.

What Can You Do to Start, Stop,

and Continue to Improve Current

Practices?

Think of and list as many ways you would
like 1o improve your ability v consistently pro-
vide eceptional service to your internal and
exrernal customers. What can you do tha is an
improvement over curment pracices?  What
should you strss, wap or comtarue Challenge
every cxisting area of your approach o your

job, your weam or the agency as a whale,

Sewrtz Whar do youw, as an individual, ream or
company wang to Séars doing that will be an
improvement over your current approach?
What can you do that is more up-to-dase
from the perspective of your agents?

Stop: What have you ideniified as unacceps-
able, efther for your agent or employes
groups that you need 1o Snap?

Continue: Whar are your strengghs? How
can you ensure the maintenance of these
strengths in light of the changes you are
planning 1o make? It helps you aveid
“throwing the baby out with the bath
water” that so often accompanies change
initiatives,

The opportunities to put these ideas into
practice are many. The benefits of managrig
the change process proactively, compared 1o
the consequences of having change forced upon
you, should convince anyone w let go of
defenses he or she has about not dealing with
this important iswe. Where do you stand?

I Short-Term: Your Leadership Style
Star: Stog: Conitinise:
L Long-Term: Your Leadership Style

St Stop: Contirwe:
Il. Short-Term: Your Agency

Start: Stoq: Continis:
Il. Long-Term: Your Agency

Stan; Sop: Continue:

Contact Doug at: www.douglipp.com
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