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‘Effective programmes of change are underpinned by behavioural competencies, many of 
which can be developed with the help of this book, written by an experienced practitioner.’
Rod Sowden, board director at Centre for Change Management, lead author of Managing 
Successful Programmes, MD for Aspire Europe

‘Business analysis is a crucial tool in the hunt for improved performance, and whenever 
you investigate performance, you have to talk with people. The quality of your interactions 
with those people has a massive impact on how successful you can be as an analyst, and 
NLP has a wonderful set of tools to help improve those interactions. Peter has done a great 
job of bringing the generic tools of NLP into a pragmatic framework to help with business 
analysis.’
Paul Matthews, NLP trainer, MD of People Alchemy, author of Capability at Work: How to 
Solve the Performance Puzzle

‘At Hudson, we recognise that successful outcomes are underpinned by effective behav-
iours and skills which, in turn, are developed from leveraging the right mindset for the right 
context. This approach, tailored to the BA context, will help you to develop yours.’
Stuart Packham, Talent Solutions Director for Technology, Change and Digital Trans-
formation, Hudson

‘At PMI we are keen for the BA and PM to work better together, and have products in both of 
these areas. This book demonstrates the NLP approach and toolset for developing effective 
behaviours for realising benefits from change management. We are pleased to endorse it.’
Yohan Abrahams, President of the United Kingdom Chapter of the Project Management 
Institute 

‘As the role of BA is growing to be more and more strategic, effective use of soft skills and 
stakeholder management will distinguish great BAs in the near future. The approaches 
proposed in this book definitively benefit developing these required skills.’
Marc-Andre Langlais, Senior Business Engagement Manager, Canadian National

‘Peter is an impressive coach with an extensive professional experience. His long experi-
ence as an NLP practitioner allows him to initiate amazing transformational experience.’
Nadir Belarbi, CIO L’Oreal Canada

‘In the PMO world, we recognise tools like NLP in developing soft skills necessary to engage 
the business.’
Lindsay Scott, Founder of The PMO Conference and PMO Flashmob

‘It was refreshing to be on a course that focussed on attitudes and behaviours rather than 
on processes. I saw a number of ‘light bulb’ moments from the cohort and positive changes 
in attitude and behaviour from my co-workers immediately after the course.’
Jenny Lanaway, Resource Manager, Tsys

‘Delivery is a combination of toolset and mindset. Currently the toolset box is overflowing 
and cluttered. On the other hand the mindset box is alarmingly empty.’ 
Steve Wake, Chairman of the Association for Project Management
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‘Businesses are made of people. Peter Parkes combines his extensive knowledge of NLP 
and the world of business to bring you an essential toolkit.’
Ewan Mochrie, NLP Master Trainer & MD of Inspire 360 Limited

'The book is essential for everyone who is involved in business change. Peter Parkes 
emphasises the need for self awareness and soft skills to deal with internal and external 
stakeholders.'
Soheir Ghallab, Chair, Business Change Specialist Group; BCS, The Chartered Institute 
for IT

'In order to work in an agile environment, modern BAs need to develop corresponding agile 
mindsets and behaviours.'
Brian Wernham, author of Agile Project Management for Government, 2012

‘Peter Parkes, one of our associates, showed that NLP can provide a structured approach 
(dare I say, a method) to inter-personal and intra-personal techniques in a way that process 
and task oriented people can relate to and apply.’
Andy Murray, lead author of PRINCE2 (2009 refresh) and partner of global consultancy 
firm RSM
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FOREWORD

Business Analysis is about more than just gathering requirements and documenting 
them. It is built on effective communication with people at all levels, balancing dif-
ferent viewpoints and priorities. It is about working with people to negotiate valuable 
changes for the good of the organisation, present and future. Amongst other things, it is 
about flexing to the environment, understanding the multiple stakeholder perspectives 
and acting as a mediator between different world-views. To be a successful Business 
Analyst requires a high degree of emotionally intelligence in the workplace.

The behavioural competencies needed by the Business Analyst are now recognised by 
BCS’s SFIA framework and IIBA’s Body of Knowledge. Indeed, half of all of the points for 
award of ‘Expert BA’ are allocated to soft skills.

This book, using the structured approach and toolset of NLP, can help you with many 
aspects of business analysis, from surfacing requirements to building rapport with 
stakeholders and resolving conflict, and is extensively cross referenced to established 
competency frameworks.

It is written by an experienced practitioner, covering real world situations with a wealth 
of stories and anecdotes to embed learning.

If you want to develop yourself to become an expert BA with effective soft skills and 
beneficial behaviours, then this book is for you.

Dot Tudor CITP FBCS, author and chief examiner of 'AgileBA'
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INTRODUCTION

IF YOU ALWAYS DO WHAT YOU ALWAYS DID THEN YOU WILL ALWAYS GET 
WHAT YOU ALWAYS GOT

Do you sometimes find during testing that the specification does not meet current 
needs? That schedules slip and projects overrun due to ever changing requirements? 
The solution you build captures the past rather than enables the future? Business repre-
sentatives are reluctant to sign-off requirements? No one wants to take responsibility 
for benefits realisation? Projects might deliver assets, but often fail to realise business 
benefits? There is a focus on technology rather than capability? Processes around 
customer services seem broken? There is a lack of senior sponsorship, or even under-
standing of what that role entails? Post-mortems show that failure was avoidable and 
similar problems may be systemic?

Are you curious as to whether there is another way?

HOW NLP WILL HELP YOU AS A BA

I started my career as a chartered scientist and engineer, later becoming a Chartered IT 
Professional with BCS, and my view of the world was very much one of a ‘hard’ systems 
approach. A systems engineering approach is very effective, until you add people into 
the mix. Having spent far too many years seeing perfectly good systems fail to realise 
the benefits expected of them, I am convinced that we all need to develop excellent 
‘soft skills’ to facilitate change.

Since becoming familiar with the Soft Systems approach originated by Peter Checkland1 
while studying under him for my MBA, I have completed hundreds of days of training 
courses and read hundreds of books, and from these have found the approach and tool-
set of NLP (neuro-linguistic programming) to be the most effective for developing soft 
skills. Learning and applying the techniques of NLP has helped me to deliver with more 
finesse and a lot less re-work. I am sure that it will help you in the same way should you 
choose to follow this route. So, if you want to be even more effective in your role then 
this book is for you.

1  Peter Checkland, Soft Systems Methodology (SSM) http://www.lancaster.ac.uk/lums/people/peter-checkland [accessed 
22 June 2016].
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NLP FOR BUSINESS ANALYSTS

I was particularly pleased that the new edition of the BCS publication Business Analysis 
retained an excellent table of technical and behavioural competencies for effective busi-
ness analysts (BAs).2 In Figure I.1 I have italicised all the technical competencies from 
Figure 2.1 covered in that book, leaving me a clear scope to focus on underpinning the 
behavioural competencies, emphasised in bold, in this one.

Figure I.1 Required competencies of a BA

Behavioural and  
personal qualities

Business knowledge Techniques

Communication

Relationship building

Influencing

Team-working

Political awareness

Analytical skills and  
critical thinking

Attention to detail

Problem solving

Leadership

Self-belief

Finance and the economy

Business case development

Domain knowledge

Subject matter expertise

Principles of IT

Organisation structures and 
design

Supplier management

Project management

Strategy analysis

Stakeholder analysis and 
management

Investigation techniques

Requirements engineering

Business system modelling

Business process modelling

Data modelling

Managing business change

Facilitation techniques

The third edition of A Guide to the Business Analysis Body of Knowledge from the 
International Institute of Business Analysis (IIBA) has also evolved from coverage of 
mainly technical competencies and processes towards behaviours, which we will 
explore in more detail in Part 1.

To summarise, for you as a BA this book will:

 y Strengthen your ability to connect with others and develop rapport.

 y Help you to pick up and decode what is being communicated outside the obvious 
– words will give you an edge in everything from negotiation to leadership.

 y Show you how to develop flexibility in behaviour to match context and 
requirements.

 y Enable you to communicate more effectively and persuasively.

 y Help you to facilitate, motivate and lead.

2 Figure 2.1 from Debra Paul, James Cadle and Donald Yeates, eds, 2014, Business Analysis 3rd edn, BCS.

2
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INTRODUCTION

 y Give you an understanding of why you do things the way that you do, and what 
other choices are available.

 y Help you to control the way you think, feel and act, even in stressful situations.

 y Manage stress and build resilience.

 y Help you to develop new skills.

 y Enable you to model excellent behaviours from role models whom you meet.

STRUCTURE AND APPROACH OF THIS BOOK

This book is focused on the behavioural competencies required for effective business 
analysis.

The structure of the book follows an NLP approach itself. At the core of NLP is the pre-
supposition that we all have unique world-views, and we communicate most effectively 
when we uncover overlap of these distinct worlds. Hence, in Part 1 I provide first an 
overview of the changing world of business analysis to get us onto the same page. Note 
that the IIBA Body of Knowledge only originated in 2003, so perspectives are still maturing 
in the world of business analysis, and we might expect some old hands to still be living 
in the world of systems engineering. Only after establishing a common understanding of 
what direction business analysis is likely to take in the future will I go on to Part 2, where 
I lay the foundations of NLP. In Part 3, I will bring the two worlds together and apply NLP 
to those behavioural competencies identified in the review in Part 1 (see Figure I.2).

Figure I.2 Bringing the worlds of business analysis and NLP together

Part 1

The world of

business analysis

Part 2

The world of NLP

Part 3

Bringing two

worlds together:

NLP for

business analysis

3
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NLP FOR BUSINESS ANALYSTS

NLP is embedded in the book itself, so you might notice, for instance, that my style of 
writing sometimes varies from vague to precise, from raising curiosity to being direc-
tive, from telling stories to doing exercises, from using metaphor to providing pro-
cesses. The first paragraph of this Introduction is a good example of using motivational 
‘away from’ statements in an Eriksonian pattern, ending with the key learning initiator 
‘are you curious?’. NLP presupposes that learning new ideas is aided by a little discom-
fort and confusion to distract the conscious mind while the unconscious learns the new 
programs. The same key will not open every door, but keys are useful and every door 
can be opened.

Perplexity is the beginning of knowledge.

Kahlil Gibran, The Voice of the Master, 1998

I guest on a number of master’s degree programs and deliver various training courses 
and master classes to very precise formats, which are well established in learning 
and development circles. Those formats work very well for transfer of knowledge and 
understanding. Standard training formats are not effective in transferring behavioural 
competencies though, leading most to say that they cannot be taught in the classroom. 
They might not be able to be taught, but they can be learned, using individual and group 
coaching formats. Hence, I do not follow a standard training format with this book, 
though I do use the book to support knowledge elements of workshops and group 
coaching.

One area where the written word can initiate change is through use of story and meta-
phor; you will see many examples in this book, ranging from simple quotes to stories 
of application.

No man can reveal to you aught but that which already lies half asleep in the dawning 
of your knowledge.

Kahlil Gibran, The Prophet, 1923

NAMING CONVENTIONS

In this book I will refer to a generic role of ‘business analyst’, and we will look at the 
scope of that role in Part 1.2. In some organisations, parts of these responsibilities are 
broken down into separate roles with a variety of names, including change manager 
and account manager, but if you feel that you are responsible for working out solutions 
to problems and opportunities, and seeing them through development and testing to 
realise business benefits, then this book is for you.

I refer to the generic term ‘projects’, though purists will recognise some of these con-
cepts as applying more to programs of change. As a simple differentiator, projects can 
be thought of in terms of delivering assets or outputs, while programs focus on using 
these to achieve business outcomes and realise tangible business benefits.

4
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INTRODUCTION

In the past, human resources (HR) professionals have tended to draw a clear distinc-
tion between ‘competences’ and ‘competencies’. The term ‘competence’ (competences) 
was used to describe what people need to do to perform a job and was concerned with 
effect and output rather than effort and input. ‘Competency’ (competencies) described 
the behaviour that lies behind competent performance, such as critical thinking or ana-
lytical skills, and described what people bring to the job. However, in recent years, there 
has been growing awareness that job performance requires a mix of behaviour, attitude 
and action and hence the two terms are often used interchangeably. In line with the 
approach developed in a number of publications by the CIPD (Chartered Institute for 
Personnel and Development), including Competency Frameworks in UK Organisations,3 
I will use the term ‘competency’ throughout for consistency.

3 http://www.cipd.co.uk/hr-resources/factsheets/competence-competency-frameworks.aspx [accessed 22 June 2016].
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