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Leading the Successful Change  
Using the Change Success Chain  
 
By Moe Glenner  
 
Successful  change  initiatives  don’t  occur  in  a  vacuum  nor  are  they  isolated  events.  The  enduring  and  
successful change initiative is the result of linked steps and events, with each link building in a 
momentum that ultimately leads to the desired objective. These linkages are akin to the links in a 
steel  chain  and  are  the  “Chains  of  Change.”  These  chains  can  lead  to  an  initiative’s failure (Change 
Failure Chain) or success (Change Success Chain). In both cases, if we break a link, by doing 
something differently, we likely affect the final outcome. Naturally, we want to break the links in a 
potential Change Failure Chain and strengthen the links for a Change Success Chain.  
 
Consider the example of a large metals processing company. Their transportation division, although 
technically a separate company, owes most of its business to serving the larger organization. Through 
a series of poor-to-average managers and a general lack of initiative, this division is consistently 
posting losses. A new director of transportation is placed with the hopes that his experience and 
initiative will help transform it into a profitable division. At this moment and typical to a 
transportation division, the team is overworked and disillusioned.  
 
Communication  
 
Unlike his predecessors, the new director met with each individual member of the team to understand 
what they did better; their self-perception of their role within the company and the division; their 
goals and drivers; and, most important, their opinions on how to make things better. The new director 
wanted to bring in a new technology platform to make the team more efficient and more responsive. 
This initiative would drastically change the operating procedures currently in place and would 
increase the workload until fully implemented. Instead of simply researching and then proceeding 
without soliciting comment, he actively courted advance opinion and kept the team fully informed 
through every step. He took the unusual step of over-communicating to his team so that there would 
be no confusion as to the initiative and its objectives.  
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Interest (Passive/Active)  
 
The result was a team that felt like important and empowered contributors. Overall morale quickly 
improved, suggestions were encouraged, objections were addressed, and buy-in to the new initiative 
was  achieved.  The  director  understood  that  two  primary  drivers  for  most  employees  are  “to  be  heard”  
and to feel like a contributor. The members of the team had these personal returns on investment, 
with their investment being the time, emotion, and aggravation coincident with implementation of a 
new initiative. With most of the team now actively interested in the initiative, there were still a few 
“holdouts.”  While  only  expressing  cursory  interest,  they  weren’t  going  to  oppose  the  change,  but  they  
also  weren’t  going  to  actively  support  it  yet.  The  new  director  continued  to  communicate  with  these  
“holdouts”  but  considered  even  cursory  interest  as  positive  interest.   
 
Enthusiasm/Excitement  
 
Still communicating progress, the new initiative started producing immediate and tangible results. 
Carriers were being efficiently dealt with, bids and quotes were automated, and less time was needed 
to manage this segment actively. Additionally, the new technology platform allowed for robust 
competition for traffic, which allowed for rate reductions. With the system now only 50% 
implemented, the team was energized and excited about the results and the potential results with the 
remaining 50%. After an initial 3-month beta testing, the division stopped the losses and were 
actually posting slight profits. These results only increased the overall level of enthusiasm and 
excitement.  
 

 

 

 

 

 

In Selfish Altruism: Managing & Executing Successful Change Initiative, Moe Glenner examines the personal 
motives and emotions that can impact business change initiatives. He offers advice on harnessing personal 
motivation  to  produce  lasting  results  as  well  as  monitoring  each  initiative’s  “chains  of  change.”   

 

 

 
 

 
Results  
 
After the first full year of the new technology platform initiative, the division posted a significant 
profit.  Absences  and  late  arrivals  were  significantly  reduced  without  managerial  “crackdowns.”  The  
members of the team were excited to come to work and, more important, started to feel that an 
unexcused  absence  or  late  arrival  would  be  detrimental  to  the  overall  team’s  performance.  Senior  
executives noticed, and key members of the team were publicly recognized and lauded at the next 



executive meeting. Both of these occurrences were firsts for the transportation division.  
 
With the significant increase in credibility, new projects were green-lighted with full budgetary and 
management support. Year 2 doubled the profit from the previous year, and year 3 is on pace to 
increase threefold. The team is operating efficiently, smartly, and fully motivated to improve even 
further.  
 
Next Steps  
 
With the success of technology initiative project, there was more time available to be proactive on 
several fronts, increasing safety records, improving maintenance handling, and fortifying 
intercompany relationships, specifically with sales and purchasing. Success breeds confidence, and 
confidence breeds continued improvement and better results. With the successes, senior management 
confidently approved additional projects. Although some of these projects are ongoing, the early 
results  are  encouraging,  and  the  team’s  motivation  is  feeding  off  these  continuing  successes.   
 
Lessons Learned  
 
1. Communicate, communicate, communicate.  
 
2. Understanding and then delivering on personal drivers is the key to buy-in.  
 
3. Even passive interest is good interest.  
 
4. Publicly recognize the achievers.  
 
5. Encourage enthusiasm and excitement in the project and objectives.  
 
6. Continue to build on the Change Success Chains for even greater achievements and successes.  
 
 
Moe Glenner has held a variety of senior management positions in the logistics, transportation, and 
supply chain industries, over the course of a career that spans more than 20 years. Glenner currently 
serves as the president of PURELogistics, a leading consulting firm that specializes in supply chains, 
logistics, and change management, and regularly speaks at trade shows and industry conventions. A 
Chicago native, Glenner earned an M.B.A. at Lake Forest Graduate School of Management and a 
Lean Six Sigma Black Belt Certification from Villanova University.  
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