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Strategy for business growth in times 
of change, complexity and chaos 
 

 
 

  
 
 
 

 

 
Abstract 
 
This article is a case study of the power of Business Psychology and bold leadership practices in leading 

an organisation out of its deep and sudden challenges and turning it into a more effective solid 

organisation. It shows a process facilitated by Business Psychology consultants where an organisation’s 

management dared to enter into honest and direct dialogues with employees of all levels and powerful 

change agents that implemented and continued the transformation process. Through Business 

Psychologists’ expertise in dealing with emergent reality and their ability to enable the processes of 

sense-making and self-reflection, management and employees were able to have constructive dialogues 

and reach mutual understanding. With a focus on the story the organisation had about itself, finding a 

common purpose, communication and involvement and having committed ambassadors, the 

organisation was able to get back on its feet and become even stronger and more vital. 

 

The background story 

The organisation Suez Canal Container Terminal (SCCT) has a vital impact on the global sea-way 

container industry brought on by its very central location at the Suez Canal entrance.  SCCT offers zero 

deviation from one of the busiest shipping lanes in the world and creates unique access to key markets 

in the East Mediterranean and Egypt. Having 16.5 meter allowable draft alongside, 23 super-post 

Panamax cranes and 5 million TEU capacity, SCCT is capable of handling the largest containerships in the 

world, making it one of the largest container terminals in the Mediterranean. SCCT opened in 2004 as a 

Joint Venture with APMT the majority shareholder and operator. 

For SCCT any delay in handling the Asian – European cargo flow has a devastating immediate effect on 

not only the organisational bottom line but also on all future contracts. Reliability is key for global 

customers. Reliability translates into customers’ containers being loaded and unloaded on time. 

“This article tells the story of the transformation process, the laying bare of 
the vital nerves in the organisation and the lifesavings steps to get the people 
and the business back on track – back to serving the needs of the customers 
and being the reliable partner in the business.”   
                                                                                                 Klaus Holm Laursen, CEO 
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In 2010, SCCT was a well-functioning solid organisation, strong in resources. In January 2011, Egypt was 

thrown into a revolution about freedom, social justice and the right to have ‘a voice as a human being 

and as an employee. 

 

One month later, the employees of SCCT were on the barricades, expressing a high level of frustration, 

voicing demands on salary raise and new premises for working. The pride of being employed by this 

company had vanished in a brushstroke with the Arab Spring and the Egyptian revolution. A united voice 

was shouting: give me my rights! 

The power hierarchy had dissolved in its previous form and the management group was challenged on 

who owned the power of the organisation. The Senior Management Team (SMT) stood alone – and like 

a number of other organisations during the revolution was taken hostage. This followed by a succession 

of work stoppages and walk outs by primarily the 1200 blue collar employees. 

CEO Klaus Holm Laursen (of APMT) and the SMT worked on bringing the hostage situation to an end in a 

way where both sides lost face as little as possible, but they had their backs against the wall. The 

organisation was in a state of chaos. 

 

The vibrating challenge 

SCCT had suffered a loss of pride and commitment. Organisational stability and continuity became at 

risk. The need for re-establishing trust, pride and loyalty among supervisors, blue-collar as well as white-

collar employees was vital.  

 

Klaus Laursen reflected on his leverage! He revisited both the organisational as well as his personal 

values and knew he would want to act with integrity and authenticity in order to re-establish respect, 

trust and organisational stability. Klaus Laursen and the COO Jan Buijze were aware, that the 

extraordinary situation called for extraordinary measures in order to bring SCCT back to the previous 

high level of business. They felt moved to the very edge of agility, complexity, risk and possibilities, and 

decided the traditional ‘tightening the leashes and adding control’ solution would not be the answer! 

They clearly had to initiate a development project that could make the badly needed turn around – not 

only businesswise, but also in the mindset and the emotions of their employees. The big question was 

which strategy to implement? 

 

 In their de-briefing sessions, following the worker stoppage, they brought in business and clinical 

psychologist Suzan Stub, owner and founder of Leadership Dialogue, an international Business 



 3 

Psychology consultancy company. The structured dialogues in the debriefing opened up for the Business 

Psychology based path to be the way forward. Leadership Dialogue was invited to support the 

implementation of the new corporate strategy and design the organisational development process that 

was named: SCCT Imagines Tomorrow and Builds its Future with Purpose. 

                                    

The Business Psychology perspective 

 

The main problem as viewed by Leadership Dialogue, was that SCCT employees were in the process of 

radical change. Employees started having demands and needs that were not voiced before. Besides blue 

collar workers’ productivity, their needs and motivations had to be understood and addressed by the 

organisation.  Management’ mind-sets required to be challenged to accommodate the emergent reality. 

With internal communication lost, it became difficult to even understand employees’ demands to be 

able to start the change process.  

 

Despite the challenges that SCCT was facing, the organisation was at a great advantage. It had a strong 

bold leadership that was able to accept the complexity of the situation and invited Business Psychology 

into an otherwise still operative organisation. Klaus Lauren and the SMT accepted that applying the 

same strategies will not lead to long term success and that the situation requires new innovative 

solutions. They wanted to change the vision of SCCT and apply a more people oriented management 

approach throughout the business. 

 

SCCT Development Process 

The process has been a motivation- magnifier and we as SMT has learned to lead 
according to this new ‘state of the nation’.  SCCT being a good and attractive place to 
work goes hand in hand with our ability to deliver the strategic business results.  
But I also have to acknowledge the SMT for daring to let loose a business 
psychologist in their organization, and uncensored to let her talk to everybody, 
anywhere.”          
                                                                                                          Frederik Klinke, CFO 
 

“SCCT was in the process of change, it needed to adapt to the new reality. As 
organisations are living organisms, they keep evolving and people have to evolve 
with them. “  
                                                          Suzan Stub, Leadership Dialogue 
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The involvement of Leadership Dialogue made it possible to balance a focus on results with a focus on 

people. Business Psychologists create connections that enable honest dialogues and construct 

organisational settings that promote listening with empathy to all perspectives. They guide people to go  

through the process of reflection and sense-making in order to give meaning to their experience and act 

more effectively. Through facilitative processes, organisational psychologists support people alignment 

with the business visions which generate value for both the employees and the organisation. One of 

Leadership Dialogue’s value drivers and thus competencies is the ability to customize each approach and 

solution according to the specific organisation, its people and its challenges. Business Psychologists’ 

expertise is grounded upon emergent solutions and the ability to navigate unchartered waters and 

continuously evolving reality particularly well, making Leadership Dialogue of great value to SCCT.  

 

Leadership Dialogue worked with the organisation in two parallel paths.  They supported the CEO and 

the top management in their team development needs and the organizational dialogues. 

Simultaneously, Leadership Dialogue worked with employees to re-establish their trust, commitment 

and motivation to the organisation and initiated and developed the ambassador group and later the 

ambassador community.   

 

SCCT development process was designed with a focus on four elements that were essential for this 

organisation: the story SCCT had about itself, the organisational purpose, participation and involvement 

of employees and ambassadors as change agents. 

 

The story of the organisation 

Leadership Dialogue found that the story the organisation had about itself used to be a source of pride 

and purpose but somehow was lost along the way. The story was again and again: “This was a desert 

and we helped building it into this great terminal”.  It was vital that this story was perpetuated once 

again and the pride of working for this organisation was reignited. Pride gives purpose, engagement and 

has positive impact on relationships when dealing with managers and colleagues. Through organisational 

dialogues, Business Psychologists supported the rebuild of this organisational pride and restored 

employees’ internal motivations to work for SCCT. 

 

 

“We needed to rebuild on the organisational story of pride. We needed to recapture 
the hearts of the people again.”                                                                          

                                                                                       Suzan Stub, Leadership Dialogue 
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Organisational purpose 

Klaus Laursen was inspired by Daniel H. Pink’s theories on purpose, and having got to know Suzan Stub’s 

approach to people and organisational development, he decided to create a new future organizational 

purpose for SCCT. In doing this, Klaus Laursen wanted to develop an empathetic understanding of the 

employees. What did the paralysed situation look like from their perspective? What would be a strong 

motivation for them to recommit to their work? 

 

It became clear- when looking through the Business and People Psychology lens- that it was important 

to heal the past, reflect on the experience and create forgiveness across the organisation. Employees 

needed to forgive themselves, their superiors and their colleagues.  Everyone in the organisation had a 

trauma in a different way. Employees needed to tell their stories to be able to move forward and build 

on what they wanted from the organisation and what they aspired for.  

 

Leadership Dialogue initiated workshops that mostly took the form of huge organisational debriefings – 

talking openly of the past in order to move forward - as a human being in the new Egypt, as employee in 

SCCT and as organization. In close corporation with the SMT through Steering Committee Meetings, 

Leadership Dialogue worked on closing the painful past events and addressing what all the SCCT 

employees imagined as a desired future, possible steps and how to get all on-board.  

 

The Business Psychologists facilitated the process of self-reflection, sense-making, empathetic 

understanding and enabling of connections and trust. Consequently, the dialogues in the workshops 

expanded much further than focusing on just salary and working hours. They focused on the common 

purpose of working in SCCT, on factors that could reignite pride at being ‘a SCCT employee’, and on the 

important work done not only for the local community but for Egypt as a country in such vital time. 

During the workshops, employees worked on writing their personal and organisational purpose, which 

were collected and summarized into main themes and then presented to the CEO for validation. Two 

common meaningful parallel purposes were revealed: The need for the top management to re-establish 

the strength of the business by serving the customer’s needs on time and a strong personal motivation 

to make a difference for the Egyptian people and their country. A new corporate purpose for SCCT 

emerged out of the employees’ collaborative work. 

 

The new purpose and the structured dialogues with all employees have by far met the hoped for 

positive impact regarding reestablishing mutual trust, loyalty, spirit and pride. SCCT as a whole started to 

have the sense of self that made it a coherent and strong organization. The clarity of the purpose and 
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the transparent dialogues have created a stability which was of vital importance not only for all 

employees but also in the way SCCT is perceived by their customers with regard to reliability and 

credibility.  

 

 

 

 

 

 

 

 

 

Communication, participation and involvement 

Communication and participation are key elements in any successful transformation process. One of the 

main problems facing SCCT was that employees started to think differently after the revolution. They felt 

they need to have a voice in the organisation, in the society and in the community. Management 

realized that they need to work differently- to give them a voice and that this had to be developed 

through internal organised processes. 

 

 As an external partner, Leadership Dialogue was able to design and drive these daring processes in a 

managerial risk free zone. Leadership Dialogue understood the culture, spoke the language and was able 

to sense the vibrating nerve among the employees. This special position made it possible for them to 

present meta-reflections on what they heard and observed, and they thereby supported the CEO and 

SMT in understanding employees’ perspectives.  

 

Through the monthly Steering Committee Meetings, Leadership Dialogue became the trusted advisor, 

the role model for new behaviors of participatory engagement for all managerial levels and the dialogue 

partner for the organization and the entire transformation process.  During the workshops and 

dialogues, employees learnt how to voice their needs in a constructive manner while management’s 

mindsets changed to listen and understand their employees and involve them in driving the business 

objectives and strategic pillars in their respective areas of responsibility. 

 

SCCT CORPORATE PURPOSE 

 

HELP DEFINE EGYPT’S FUTURE EVERY DAY 
 

“As the largest, fastest growing Egyptian container terminal, SCCT employees are helping 
Egypt people every day by attracting more business to the country, more jobs and more 

investment. 
 

Together, we play a significant role in the Egyptian economy and position in the world by 
constantly improving our services to compete better than our port competitors in the 

region” 
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Ambassadors as change agents 

For the change process to be embraced and continue to become part of the organizational culture, the 

process needed to be driven by internal forces, the ambassadors. The ambassadors group was formed at 

the beginning of the process to be the internal change agent driving the transformation of SCCT from 

the inside. The 100 ambassadors, selected over two rounds, from a large pool of applicants from all 

organizational levels, shared the same dreams, values and a personal burning ambition for SCCT as an 

organisation. SCCT employees were eager to join this group for different reasons. Some viewed this 

group as the future of Egypt, a representation of what it is like to have a voice.  Some aspired to have an 

impact in the organisation and be able to change it. Others, who aspired to become leaders, viewed it as 

a development process and an opportunity to learn to become an informal manager and a project 

leader. 

 

To some of the ambassadors this idea was not new – they just needed a way to bring it alive. They knew 

deep down, that they could not make this mind-set transformation on their own. They had their own 

personal burning ambition for their workplace, and by being given this opportunity, they turned it into 

their organisational burning ambition for SCCT.   

They became the idea and started living it.   

 

The ambassadors were divided into projects implementation ambassadors and ‘SCCT Imagine Tomorrow’ 

process ambassadors, of which 8-10 ambassadors worked further towards being purpose ambassadors. 

To ensure the ambassadors’ success and respect from all organisational levels, CEO Klaus Laursen sent 

out a memo to the whole organisation supporting and explaining the purpose and mission of the 

 
“I have learned I cannot do it alone – you have to genuinely and trustfully 
involve all the people of the organization!”  
        Jan Buijze. COO 
         

 
“Engaging the employees directly in the formulation of their purpose was a 
daring different but truly powerful new way to honestly engage the entire 
workforce of SCCT. It has made it so clear to me: there is no future success of 
any organization without honest, direct people engagement.”  
                                                                                            Osama Sous, HR Director 
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ambassadors. Thus, the group was delegated the responsibility and given informal power and support 

from the top of the organisation, a vital nerve in the success of this kind of organisational transformation 

project. 

 

As part of their self-development into being ambassadors they took part in communication workshops 

focusing on how to facilitate dialogues.  They balanced between being visibly acknowledged by the SMT 

and by becoming the voice of the imagined future of SCCT to all employees. The ambassadors became 

the nerve in the SCCT organisational transformation.  They became a strong factor in restoring SCCT back 

to becoming a workplace to be proud of, a place where one can also have fun with his/her colleagues. 

 

In their easily recognisable green T-shirts, they worked with empathy, went behind the problems and 

engaged in a dialogue about a better future. They talked about the meaningful purpose of being in 

SCCT, and how they could all contribute to build a future for SCCT.  

 

 

The 50 process implementation ambassadors were responsible to implement SCCT transformation 

process and ensure that the change becomes part of the organisational culture. They were the voice 

of the employees, communicating their needs and concerns effectively and timely. The ambassadors 

assigned to the purpose group, were given the responsibility to formulate the future purpose of 

being an employee of SCCT, with the SMT being invited to participate in the final process. The 

ambassadors collected the personal and organisational purpose statements from all employees. 

Through a final workshop, they creatively embedded all the purpose statements into different 

scenarios that lead to three statements that were presented to the CEO.  

The 50 projects implementation ambassadors were responsible for initiating and implementing the 

projects needed to make SCCT a better place to work and projects to help the community and the 

country 
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One of the most successful events organised by the ambassadors was the “Red Carpet” event, where 

the top management stood at the entrance and greeted every employee coming to work with a 

personal handshake, giving them flowers and chocolates to take home to their families to express 

gratitude for their support. This was not only to communicate the new SCCT purpose to all 

employees, but also to show each and every one of them, how important they were in the transition 

to bring back SCCT to its organisational success.  ‘At this moment you are a star!’ was the message 

the event signalled. On Facebook, photos of each employee are shown shaking hand with their top 

manager. “This management is the only management in Egypt who does this!” one of the blue collar 

workers proudly said. “It makes me really feel of value to the SCCT.” 

 

 

 

 

 

 

 

 

 

 

 

Overview of SCCT development program 

 

 

Phase I: Identification of the status quo 

The first phase of the development process was understanding better the current situation at all 

employee levels. This phase was important to have a clear focused direction for the needed 

intervention, to identify the key stakeholders and to ensure executives’ commitment to the process. 

Phase 1 included: 

 
-Employee engagement survey reviews 
-Managers and supervisors’ interviews 
-Union representation meetings 
-Human resources strategy review and update 

The SCCT Imagines Tomorrow and Builds its Future with Purpose process is to 
Frederik Klink, the new CFO, the most serious and innovative bottom up engagement 
process he has ever witnessed.  The project involved, via the ambassadors, all 1200 
employees, regardless of level or position. 
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Phase II: Co-creation and implementation of change process 

The second phase was focused on creating a new organisational purpose, facilitating communication 

between management and employees, selecting and developing ambassadors, changing mindsets of 

managers and reigniting employees’ pride, engagement, commitment and motivation. This was achieved 

through: 

 

 

 

 

 

 

 

Phase III: Community projects 

By the third phase, ambassadors were eager and able to continue the transformation process on their 

own. They initiated and implemented projects to make SCCT a better place to work and to improve the 

community.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

-Management team workshops and seminars 
-Informal group meetings with supervisors 
-Leadership competency building workshops 
-Vision and purpose anchoring workshops 
-Ambassadors’ meetings and development sessions 
-Ambassadors’ role modelling and creativity building workshops 
-Implementation of ambassadors’ projects  
 
 

-Community and social services  
-Training improvements 
-Personal development 
-Social activities such as “Fun Day” and “Ramadan Day” 
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Process results: Psychological and business turnaround 

 

SCCT transformation process had a focus on both the mind-set and the emotions of the employees and 

the business results. A psychological turnaround of the employees has led to business turnaround. 

Productivity measures of workers that were somewhat below the stretched target numbers increased 

dramatically and started meeting the vision of where they wanted to be to truly become competitive 

and deliver on their vision. 

 

In terms of the people, signs of increased engagement, morale, responsibility and ownership can be felt 

throughout the organisation and are reported by managers. For example, in town halls with CEO a high 

level of interaction and engagement with management can be noticed.  The necessary hierarchy is still in 

place, the management has the necessary power and authenticity but there is now shared respect and 

understanding between management and workers. The cross-functional dialogues are now alive as part 

of the normal organizational procedures. 

SCCT has become an organization built on trust. The employees trust the SMT to not only focus on the 

financial bottom line but also to commit to develop and preserve a workplace where interpersonal 

respect and human values are prioritized. 

 

 The ambassador community is of vital importance in this continuous process, and has developed into a 

self-managed community and for SCCT and it employees, a vital concept.  Today, the Ambassador 

community is even more engaged in the ongoing development of SCCT as a unique workplace providing 

high quality production on time, as well as contributing to the local community and to Egypt as a 

country. They continue to be actively supportive of the transformation process, backed up by the SMT 

who continuously involve the entire workforce. 

 

“In extreme challenging situations, the implementation of a classic sound and strong 
management strategy is not sufficient! We had a need for transparency and 
openness, for empathy and a human approach and for clear and open trustful 
dialogues on purpose and pride.” 
“We had not been able to do this by ourselves! Leadership Dialogue gave us not only 
the tools but also the support to develop a constructive future oriented sense of self, 
a new image of who we were and our driving organisational purpose. “ 
       Klaus Holm Laursen, CEO  
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According to the ambassadors themselves, they contributed to stop a longer strike when the ‘second 

revolution’ hit Egypt in 2013. They did it by having an open connection, showing respect for the 

perspectives and worries of people and again and again involving others in a dialogue of defining what a 

meaningful workplace should look like. They talked to their blue and white-collar colleagues, their 

managers, their supervisors and they met with their SMT.  As they say: “The small revolution from within 

can prevent the larger revolution”. 

 

This organisational story is written in 2014-5 based on a close collaboration between the key 
actors and stakeholders of both Leadership Dialogue and SCCT; hereunder Suzan Stub, Birgit 
Jung , Klaus Laursen, Jan Buijze, Frederik Klinke, and edited by Yomna Khedr. 


