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Business Readiness: 
Landing Change in 
Uncertain Times

SNAPSHOT



What is Business Readiness?

Constant change is our reality. For years, banking has 
been in a state of flux with changing customer demands, 
banking regulations, technology innovations and market 
turbulence. No organisation can afford to stand still, but 
to move forward successfully, organisations need to know 
how to change effectively, including considering the 
impact of change on their people. 

Managing people effectively throughout the lifecycle of 
a given programme as thoroughly as the other elements 
of the transformation will make it far easier to realise the 
full benefits of the change being introduced. The term 
‘Business Readiness’ is used to describe the steps taken 
to assess and prepare individuals to absorb change. In 
becoming future-state ready, organisational change 
relies not only on shifting tangible assets, but also on 
reconfiguring the intangible elements that form an 
organisation’s environment such as culture, values, and 
commitment. 

BCS Consulting follow a simple but effective 3 stage 
process, aligned to the project lifecycle, for assessing 
business readiness and delivering organisational change:

1. Initial assessment to understand the programme 
environment and produce the Business Readiness 
Plan: key activities (such as Change Impact 
Assessments) feed into a thorough initial assessment, 
which form the basis of a Business Readiness 
plan, supplemented with a detailed, targeted 
communications, training and implementation plans.

2. Managing implementation activities to ensure our 
clients and their employees are prepared for the 
target state: communication and training are key. 
Training should engage and motivate people and 
communication should be consistent, honest, and 
timely.

3. Embedding change to help our clients reach go-live 
with confidence and successfully adopt the change 
to realise the business outcomes: the embedding and 
adoption approach should be maximised through 
robust post go-live support and SMART post go-live 
goals.

More can be read about these steps here

In 2021, as the world adapts to deal with the pandemic 
and the post-pandemic return to work, business readiness 
models, tools and techniques also need to be flexible and 
able to adapt to meet changing industry challenges and 
ways of working.

What’s happening in the industry?

Pandemic fatigue 

Most change managers are already familiar with the 
concept of change fatigue (a general sense of apathy or 
passive resignation towards organisational changes) but 
now we are experiencing a new phenomenon, pandemic 
fatigue. 

18 months on from the start of the pandemic many are 
feeling weary, tired, and overwhelmed – The Wall Street 
Journal refers to this as pandemic fatigue and claims 
it to be a very real feeling. It not only impacts people’s 

personal lives, but it is also plaguing the professional 
energy levels of organisations and their employees.  This 
is an expected and natural response to a prolonged 
public health crisis. As a totally new phenomenon to all 
of us, it is not a risk that any programme and change 
manager had considered previously, so everyone is on 
a steep learning curve determining how best to deal 
with the issue and continue to deliver programmes 
successfully.

The World Health Organisation reported that in Europe, 
the number of people rating their mental health as 
‘very poor’ was 3 times higher in 2020 than before the 
pandemic, and nations across the world are all reporting 
increasing levels of pandemic fatigue. The combination 
of stress, uncertainty and restrictions have gradually 
impacted individuals globally as the human instinct to 
feel in control of our lives has been revoked. When this 
autonomy is threatened, motivation is easily lost, which 
has resulted in employees reacting negatively to change 
and becoming increasingly sceptical of new ideas.

It is important to remember that while Europe and 
US are planning their pandemic exit strategies and 
struggling with pandemic fatigue, some countries, such 
as India, are still in the height of the pandemic which 
impacts not only their health and wellbeing enormously, 
but also their ability to work, having a ripple effect on 
any business reliant on teams in these locations. 

This is a unique time in modern history, and business 
readiness and the needs of employees should be 
considered more important to the planning and 
timelines of change programme than ever. Increasing 
focus on readiness provides a way of understanding 
employee engagement and fatigue. It is an excellent 
measurement of how prepared organisations are to 
take on significant new programmes and whether they 
can be accomplished successfully. Landing any change 
during this time is undeniably difficult, and by carrying 
out business readiness assessments, organisations 
can address details of the change with employees to 
determine individual’s ability, stamina, and willingness 
to play their part in it. The assessment provides leaders 
with knowledge and understanding of whether the 
organisation meets the requirements to consider the 
change programme. If they don’t meet the requirements, 
leaders need to decide on whether the programme 
should go ahead in the planned timescales, if significant 
adjustments are required, or whether the programme 
should be paused. 

Ultimately, leading employees in the current environment 
is only possible with compassion, focusing more 
on leading from the heart and the mind and being 
transparent about the current reality rather than 
adhering to commitments made pre-pandemic, even if 
this does result in pausing programmes and incurring 
costs in the short term. 

 

The pandemic has drastically impacted our ways of 
working with working from home, or ‘WFH’, becoming 
the new normal around the world for those with office-
based jobs, including in the Financial Services industry. 

The abrupt shift to remote working in response to 
the pandemic has challenged the typical approach to 
managing teams. Traditionally, teams thrive when team 

https://www.bcsconsulting.com/blog/ready-steady-go-how-to-manage-organisational-change-effectively/
https://apps.who.int/iris/bitstream/handle/10665/335820/WHO-EURO-2020-1160-40906-55390-eng.pdf?sequence=3&isAllowed=y


members are co-located, with close-knit groups working 
in the same office. This is particularly the case for 
teams that have moved to agile ways of working, which 
emphasises daily interaction. 

Remote working requires a considerable shift in work 
culture. Without in-person meetings and coffee catchups 
it can be hard to create or sustain the relationship 
and trust that is more naturally formed within co-
located teams. It also takes more purposeful effort to 
create a unified “one-team” experience and encourage 
bonding among team members. These challenges are 
complicated by the unique circumstances of the current 
health crisis. Individuals working from their kitchen or 
dining room tables often have no choice but to share 
their workspace with children or other family members 
working remotely or attending school virtually.

The boundary between our work and personal lives 
has become blurred. Working at the kitchen or dining 
room table is commonplace and parents juggling virtual 
school while trying to hit work deadlines has become a 
daily challenge. Despite this, it is likely that working from 
home is here to stay, at least in some part. HSBC recently 
announced plans to shrink its office space by 40% 
post-pandemic and many other financial institutions are 
following suit. Change and programme managers now 
face an additional challenge: how to harness the power 
of their people when individuals are working remotely 
and may be facing their own personal challenges which 
are not always be visible.

What is BCS Consulting’s view on 
these challenges?
Focusing on people 

The way change is delivered needs to shift focus. 
Leaders require effective strategies to improve 
employees’ experience of change, with individuals’ needs 
coming before technical solutions. Increased emphasis 
on managing people throughout the change lifecycle is 
different in a remote world which has naturally resulted 
in a more ‘transactional’ way of working and left room 
for people to consider their priorities outside of work. 
The previous way of managing outcomes centred 
around the organisation’s products, however with mental 
health, wellbeing and socioeconomic issues becoming 
increasingly important, businesses must shift their focus 
to cultural values and commitments to their people. As 
discussed in a previous blog published by BCS, industry 
leaders have increased responsibility to take set the right 
tone at work, stay connected with their people and to 
continue delivering against their change agendas.

Wellbeing, Communication & Engagement 

In addition to health concerns amid the pandemic, the 
switch to remote working affects many employees’ well-
being. This has resulted in a greater need for empathy 
and compassion within the workplace.

As companies are deploying remote working technology 
at an astonishing pace, it is imperative to have a strong 
communication, engagement, and adoption strategy not 
only for better productivity but to mitigate associated 
risks with remote working. In addition to health concerns 
amid the pandemic, remote working affects many 
employees’ well-being. This has resulted in a greater 

need for empathy and compassion in the workplace and 
in communication strategies. 

The challenge is not to try to replicate exactly what 
worked in the office setting, but work backward, starting 
with the outcomes achieved in the office and modifying 
engagement activities to reach that goal. There are 
also new outcomes that can be achieved through 
working remotely, which weren’t possible when office 
working which should be harnessed and utilised, such 
as increased use of video calling. Engagement models 
should be adapted to suit the situation rather than 
sticking to known formulas. 

The bottom line is that those experiencing change must 
understand what they are facing and what is expected 
from them. This requires communication by the right 
people at the right time that encompasses small 
ripples of change in the organisation, not just the “Big 
Bang”. Communication has always been an important 
part of business readiness and landing organisation 
change effectively, but the switch to remote work has 
heightened the need for varied, digital communication 
that lands the necessary information but also enables 
employees to feel connected to one another and 
supported by their organisations. At BCS we help our 
clients to provide a well-thought-out communication 
and engagement approach before, during, and after 
the change, that explains the facts but also addresses 
well-being needs of employees. Engagement is more 
than communication. It is understanding the employee 
community, knowing the early adopter versus those 
feeling stressed and fatigued, and helping everyone 
reach the desired end-state. 

Increasing Resilience 

The Financial Services landscape is increasingly 
uncertain and challenging. Rather than following a 
reactive approach, institutions that look set to emerge 
stronger are using disruption as a catalyst for improving 
agility, adaptability, and resilience.

Emotional resilience refers to the ability to adapt to 
stressful situations or crises more effectively and 
calmly. Fortunately, emotional resilience isn’t an innate 
personality trait, it is something that can be developed, 
and many organisations are now rolling out resilience 
training to their employees. 

As well as increasing personal resilience and helping to 
build more resilient teams, it is important to look at how 
leaders manage change to make it easier on employees. 
It is vital that managers create an environment and team 
culture that drives effective change forward. Those 
managers are agile, understand the specific needs 
of their team and are able to adapt quickly to new 
directions or demands.

At BCS Consulting we have created a successful 
organisational resilience programme which can be 
delivered virtually to our clients. This gives our clients 
the tools and techniques to deal with the pressures 
of change and can ultimately make change initiatives 
more enjoyable and more likely to achieve their desired 
outcomes.

https://www.bbc.co.uk/news/business-56799720
https://www.bbc.co.uk/news/business-56799720
https://www.bcsconsulting.com/blog/leadership-in-uncertainty-the-road-to-recovery-or-to-a-new-normal/
https://www.bcsconsulting.com/blog/leadership-in-uncertainty-the-road-to-recovery-or-to-a-new-normal/
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How can BCS help?

BCS consulting leverages a wealth of experience delivering change in financial services organisations. Working 
with diligence, integrity, and passion, we continuously evolve our way of operating based on specific client needs. 
When assessing how we can help our clients with their business readiness activities, we develop an understanding 
of the change environment in which they operate and provide a bespoke approach on how best to embed our 
recommendations. We have repeatedly demonstrated our ability to deliver change efficiently in these new and 
uncertain times and we can bring that experience directly to your organisation. 

Who should you speak to about it? 
For more information please contact either 

Alexandra Thompson, Principal Consultant 
Alexandra.Thompson@bcsconsulting.com

Jon Clements, Managing Consultant 
Jon.Clements@bcsconsulting.com
 
Lawrence Anderson, Director 
Lawrence.Anderson@bcsconsulting.com


