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Stephen Parry 

Founder and CEO at Lloyd Parry International
Author of Sense and Respond The Journey to Customer Purpose.

‘I promise to challenge your current organisational thinking and enable 
you to differentiate your business’  Stephen Parry

Lloyd Parry International

Lloyd Parry delivers Adaptive transformation programs to large scale global 
organisations in many sectors including; Telecommunications, IT and Cloud 
Services,  Software Development, Financial Services, Logistics, Outsourcing and 
Local Government.

As a result of adopting our approach to Adaptive Business a number of 
companies have won national industry awards for Best Service Strategy, Best 
People Development Program and awards for Innovation and Creativity. 



Because the quality of the design is equal to the 
quality of your working life and the long term 

profitability of the business.

You get the behaviour you design for, 
or fail to design for. 

It's your choice.

So why should you care?



Adaptive Business
• Engaging
• Learning 
• Leading
• Improving

Adaptive Business Adoption
• Visualise the work
• Measure the work
• Perfect the work
• Develop the work-force

Adaptive Business Engagement
• Common purpose
• People dynamics
• System mechanics
• Change management

Adaptive Business Design
• Work-Climate diagnosis
• Organisational landscapes
• Re-Design
• Navigation

Adaptive-Business-Framework™
The transformation cycle 

Design, Engage, Adopt, Adapt.
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Adaptive Business Characteristics

Organisational Landscape Types

Adaptive Work-Climate

Adaptive Business Transformation Cycle

Preparation for deep dive session on measurement
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Adaptive Business Characteristics

Improving Practice

M
Employee influence on 

products and services

N
Employee influence on 

managing practices

O
Employee influence on 

other functions

P
Employee influence on 

end-to-end processes

Leadership Practice

I
Performance 

management

J Adaptive leadership

K
Responding to customer 

issues

L
Implementing ideas to 

better serve customers

Engaging Practice

A
Freedom and decision 

making

B Customer facing activity

C
Customer intelligence 

gathering

D
Sharing intelligence with 

the team

Learning Practice

E
Organisational 

understanding

F
Sharing intelligence 

across the function

G
Sharing intelligence with 

other functions

H
Sharing intelligence with 

top/senior management

The Adaptive Business
• Engaging and understanding customers
• Learning and sharing customer and business intelligence
• Leading and choosing new ways to serve customers
• Improving and changing the organisation to better serve customers

Robust continuous feedback loops



All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 
All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 

Adaptive Business Practices

Organisational Landscape Types

Adaptive Work-Climate

Adaptive Business Transformation Cycle

Preparation for deep dive session on measurement



Organ isat ional  Landscapes
( B r i e f  S u m m a r y )

Mass

Production

Networked

Specialisation

Adaptive

Mass

Customisation

Listen

and Adapt

Command

and Control

Direct

and Control

Consultative

Leadership 
Styles

New products

Creativity

Co-Creation of Value

Staff Utilisation

Work Intensification

Cost reduction

Cost Efficiency

Variety

Task intensification

Staff knowledge

Capture and Reuse

Effectiveness

Management
Focus

Trusted Advisor

Integration

Customer Outcomes

High Volume

Low Margins

Economies of Scale

Low Margins

Value added Choices

Low Cost

In-Depth Specialities

Expert Networks

Economies of Scope

Competitive
Basis
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Work-Climates are the combined perceptions, 
feelings and thinking of a particular work group, 

department or whole organization. 

It is these perceptions and feelings that give rise 
to behaviour and performance.

Climate is not the same as Culture.



Climate

Landscape



Climate

Landscape



Climate

Landscape



Organisational Landscapes

Work-Climate

Organisational System

+-
+-

Climate

Landscape

Weather System

Behaviours

Performance and long-term profitability

Purpose, strategy, structures, controls
and measurement

Adapted from the ‘Psychological Process to Performance Model’ 
Sense and Respond The Journey to Customer Purpose by Stephen Parry 2005
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Climetrics® Climatograph what sort of business are you and how adaptive are you?

DCBA HGFE LKJI PONM

Adaptive Criteria

A Freedom and decision making

B Customer -facing activity

C Customer -intelligence gathering

D
Sharing intelligence with the 

team

E Organisational understanding

F
Sharing intelligence across the 

function

G
Sharing intelligence with other 

functions

H
Sharing intelligence with 

top/senior management

I Performance management

J Adaptive leadership

K Responding to customer issues

L
Implementing ideas to better 

serve customers

M
Employee influence on products 

and services

N
Employee influence on managing 

practices

O
Employee influence on other 

functions

P
Employee influence on end-to-

end processes

Excellent

Standard

Basic

E

S

B

E

S

B

E

S

B

Average Performance

Engaging Learning Leading Improving

Engaging Learning Leading Improving

Mass
Production

Networked
Specialisation

Adaptive

Mass
Customisation

DCBA HGFE LKJI PONM

Listen
and Adapt

Command
and Control

Direct
and Control

Consultative

16

100
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Engaging Learning Leading Improving

Case Study: Global ICT and applications company: Before Transformation

Excellent

Standard

Basic

E

S

B

E

S

B

E

S

B

Transformation objective

Average Performance

Engaging Learning Leading Improving

Mass
Production

Networked
Specialisation

Adaptive

Mass
Customisation

Adaptive Criteria

A Freedom and decision making

B Customer -facing activity

C Customer -intelligence gathering

D
Sharing intelligence with the 

team

E Organisational understanding

F
Sharing intelligence across the 

function

G
Sharing intelligence with other 

functions

H
Sharing intelligence with 

top/senior management

I Performance management

J Adaptive leadership

K Responding to customer issues

L
Implementing ideas to better 

serve customers

M
Employee influence on products 

and services

N
Employee influence on managing 

practices

O
Employee influence on other 

functions

P
Employee influence on end-to-

end processes
DCBA HGFE LKJI PONM

DCBA HGFE LKJI PONM

Listen
and Adapt

Command
and Control

Direct
and Control

Consultative

16
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Engaging Learning Leading Improving

Case Study: Global ICT and applications company: After Transformation

Engaging Learning Leading Improving

Transformation objective

Previous Average Performance

Mass
Production

Networked
Specialisation

Adaptive

Mass
Customisation

Excellent

Standard

Basic

E

S

B

E

S

B

E

S

B

Adaptive Criteria

A Freedom and decision making

B Customer -facing activity

C Customer -intelligence gathering

D
Sharing intelligence with the 

team

E Organisational understanding

F
Sharing intelligence across the 

function

G
Sharing intelligence with other 

functions

H
Sharing intelligence with 

top/senior management

I Performance management

J Adaptive leadership

K Responding to customer issues

L
Implementing ideas to better 

serve customers

M
Employee influence on products 

and services

N
Employee influence on managing 

practices

O
Employee influence on other 

functions

P
Employee influence on end-to-

end processes
DCBA HGFE LKJI PONM

DCBA HGFE LKJI PONM

Listen
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Command
and Control

Direct
and Control

Consultative
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Engaging Learning Leading Improving

Case Study: Two application development teams at the same company

Excellent

Standard
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E

S

B

E

S

B

E

S

B

Engaging Learning Leading Improving

Mass
Production

Networked
Specialisation

Adaptive

Mass
Customisation

Adaptive Criteria

A Freedom and decision making

B Customer -facing activity

C Customer -intelligence gathering

D
Sharing intelligence with the 

team

E Organisational understanding

F
Sharing intelligence across the 

function

G
Sharing intelligence with other 

functions

H
Sharing intelligence with 

top/senior management

I Performance management

J Adaptive leadership

K Responding to customer issues

L
Implementing ideas to better 

serve customers

M
Employee influence on products 

and services

N
Employee influence on managing 

practices

O
Employee influence on other 

functions

P
Employee influence on end-to-

end processes
DCBA HGFE LKJI PONM

Team One Average Performance

Team Two Average Performance

DCBA HGFE LKJI PONM

Listen
and Adapt

Command
and Control

Direct
and Control

Consultative
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85% 

Feel improved working relations
with other teams

83% 

Understand other team’s processes 
and their challenges better

95% 

Have more transparency about other 
teams and hence increased willingness 

to support each other  

90% 

Are able to openly discuss issues faced 
with other teams without the fear of 

conflict

78% 

Feel empowered to make the 

necessary and relevant changes to 

improve 

85% 

Feel ‘Adaptive’ is helping them be 
more effective end-to-end across 

different countries



All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 
All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 

Adaptive Business Practices

Organisational Landscape Types

Adaptive Work-Climate

Adaptive Business Transformation Cycle

Preparation for deep dive session on measurement
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Adaptive-Business-Framework™
The transformation cycle 

Design, Engage, Adopt, Adapt.

Adaptive Business
• Engaging and understanding customers
• Learning and sharing customer and business intelligence
• Leading and choosing new ways to serve customers
• Improving and changing the organisation to better serve 

customers

Adaptive Business Adoption
• Visualise the work
• Measure the work
• Perfect the work
• Develop the work-force

Adaptive Business Engagement
• Common purpose
• People dynamics
• System mechanics
• Change management

Adaptive Business Design
• Work-Climate diagnosis
• Organisational landscapes
• Re-Design
• Navigation

Executive and Senior Teams

Change Makers and
Program Team 

Education and prototypes

Working with the whole
business at all levels.



Adaptive Business
• Engaging
• Learning 
• Leading
• Improving

Adaptive Business Adoption
• Visualise the work
• Measure the work
• Perfect the work
• Develop the work-force

Adaptive Business Engagement
• Common purpose
• People dynamics
• System mechanics
• Change management

Adaptive Business Design
• Work-Climate diagnosis
• Organisational landscapes
• Re-Design
• Navigation

Adaptive-Business-Framework™
The transformation cycle 

Design, Engage, Adopt, Adapt.



http://www.amadeus.com/documents/lean-
it/Amadeus_Lean_IT.pdf



All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 
All Trade-Marks and ©Copyright 2017 Owned by Lloyd Parry. All Rights Reserved. 

Adaptive Business Practices

Organisational Landscape Types

Adaptive Work-Climate

Adaptive Business Transformation Cycle

Preparation for deep dive session on measurement



Mapping Customer, People and Business Measures
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No         Matters to Customers          Yes

You’ll not find many 
measures in this zone.

‘If you measure 
your service using 
averages, you will 
deliver an average 

service.’

Resource 
Efficiency

Outcome 
Effectiveness



28

What we measure today…staff,
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IT and application support staff Measurement 
before and after understanding users.
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Achieving Change

TM
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