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Welcome back, I'm Kim Baillie and this is Inside Exec. This week I'm going to revisit a 
conversation Fulyana and I first had in 2018 and that was around the question, "When do you
draw the line between old processes and new ones?" 

Back then we were talking about moving from phone calls, emails and fragmented systems 
into something more centralised that everyone could access and at that stage it was the 
introduction of AirTable which I think has become second nature to many of us these days. 
The issue wasn't technology, it was confidence, it was hesitation about a new process and 
ultimately it was about leadership of a team and implementing those changes. So what's 
changed since 2018?

What's different now is not the problem, it's the environment. The volume of tools has 
exploited, the speed of adoption is accelerated and, most importantly, expectations have 
shifted. Today people don't just prefer better systems, they actually expect them. But 
interestingly, through all of that, resistance hasn't disappeared, it's just evolved. So in 2018 
people said, "I might break the system, I don't want to press the wrong key." These days 
they'll say, "I don't have time to learn yet another process." Different language, same 
underlying issue. Back then we said, running old and new processes in parallel created 
confusion. That's still true but now it's actually more dangerous because today duplicate 
systems create data inconsistency and increasingly we are living on the quality of our data. 
Teams lose trust in which version is right. AI and automation tools fail without clean 
centralized data. So what used to be inefficient is now a strategic risk.

In 2018 the focus was on adopting a new tool. In 2026 the conversation is bigger. It's about 
system integrity, single source of truth and real time visibility. It's no longer "should we use 
this platform", now it's "can we afford not to". How many of you are having that conversation 
in your boardroom at the moment? 

So why do people still resist? Let's be clear, resistance is rarely about the actual tool. It's 
about fear of looking incompetent, loss of familiar routines, perceived increase in workloads 
or lack of clarity about why this matters. So here's the key to this update today. Modern 
resistance is often passive, not vocal. People won't argue, they'll just not use it properly. The 
old approach was training people and encouraging them and giving them time, then hoping 
adoption happens. That's no longer enough because in today's environment partial adoption 
is failure.So what do we need to do now? 

Design before you deploy. Don't just introduce a tool, design the process around it. What gets
recorded? Who updates it? When is it used? Make it the only way.Now originally in 2018 we 
were very strong about saying you can't run two systems. It's not emails and a platform. It's 
not spreadsheets and a database. It's not conversations and records. It must be, if it's not in 
the system, it doesn't exist. And we used to say, a long time ago, which I can say, is that if it 
wasn't in the minutes, it didn't happen. And this is very much a mindset that we have to adopt 
yet again in our current work environments.

In 2018 you could ease people into a new system. These days, the longer the transition, the 



higher the failure rate. You have to set a clear cut-over date and a clear end of old methods 
or old systems. People follow what leaders do, not what they say. So if, as leaders, we reply 
via email instead of using the system, something like Slack for example, perhaps we keep 
side conversations going, we make
exceptions, then the old process never dies because we are still using it and we are the 
leaders. We have to reframe learning. Instead of I'll train you how to use it, we have to move 
to this is how work happens now because the real learning happens through use, not through
instruction. And that has always been the case. 

In the original broadcast, I used the example of the introduction of plastic bags into 
supermarkets. And that still works today. But how we look at it today is that organisations that 
succeeded were not the oneswho explained the change best, they were the ones who 
removed the alternative. No bag equals new behaviour. Very simple.

The real question isn't, when do we draw the line? It's, are we willing to enforce the line? 
Because drawing it's easy, holding it, that's the leadership part.

Let's have a little quick look back at what has really shifted the most since 2018. Back then, 
change was a project. Now it's permanent. So the mindset becomes, not this is the new 
system forever,
but this is the system for now. And when it no longer serves us, we change it again, but we 
never
go backwards. So yes, you still have to draw a line, but these days you have to draw it faster,
you have to enforce it harder, you have to support it better, and you have to review it 
continuously.
Because the real risk today isn't in choosing the wrong system, it's failing to fully commit
to the right one. 

I'm Kim Baillie and this is Inside Exec.


