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Change Discussion

When you learn of change, 
what do you feel?

Change exercise

If you had the chance to 
respond to a work-related 
change differently (a ‘do-
over’), what would you do 
differently?



Define
Change
Management

The process,  too ls ,  
and techniques to 
manage the people 
s ide of  change to 
achieve the requi red 
business resul ts .



The Reality of 
Organizational Initiatives

IBM study, only 40% of projects meet schedule, budget, and quality goals.  Further, 
they found that the biggest barriers to success are people factors.  

Harvard eLearning alert, 70% of all business initiatives fail to fully meet objectives.   



“Change has a bad reputation in our society. But it isn’t all 
bad – not by any means. In fact, change is necessary in life 

– to keep us moving, to keep us growing, to keep us 
interested. Imagine life without change. It will be static, 

boring, dull”
Dr. Dennis O’Grady



Culture + Change Management = Success

Cul tu re  i s  a  way  o f  l i f e  o f  a  g roup  o f  
peop le - - the  behav io rs ,  be l ie fs ,  

va lues ,  and  symbo ls  tha t  they  accep t ,  
genera l ly  w i thout  th ink ing about  

them,  and  tha t  a re  passed a long  by  
communica t ion  and  im i ta t ion  f rom 

one genera t ion  to  the  nex t



Change vs Transformation



Transformation

“A thorough o r  d ramat ic  change in  
fo rm and  appearance”

A d is rup t ion  f rom the  norm

You can  have  change w i thou t  
t rans fo rmat ion ,  bu t  you  can ’ t  
t rans fo rm w i thou t  change



• Establish a sense of 
urgency

• Forming a powerful guiding 
coalition

• Creating vision

• Communicating the vision

• Plan for and creating short 
term wins

• Empowering others to act 
on the vision

• Continues Improvement 
philosophy 

8 Steps to 
Transforming

your 
Organization



At an organizational level At an individual level

• Structured change management 
approach of framework

• Engaging others in the process 
of change

• Building managers and 
supervisors that are change 
competent

• Equipping employees to 
understand the emotional and 
technical impacts of change

Applying Change Management



The Organizational Change Journey

Develop a strategy 
that will be used to 
support the design 
and execution of a 

successful 
change

Preparing for 
Change

Build plans and 
manage activities 

to support 
individual as they 
transition through 

change

Managing 
Change

Put in place 
mechanisms to 

evaluate adoption 
and employ 
continuous 

improvement

Reinforcing 
Change



Individual Change Journey

Preparing 
for change

Managing 
Change

Reinforcing 
Change



Preparing for change
Key Deliverable:

• Change readiness 
assessment

• Assessing 
organizat ional 
at tr ibutes





Assessing the 
Organization 
Attributes

This assessment covers:

• Culture and value system

• Capacity for change and how much change 
is already taking place

• Leadership styles

• Residual effects of past changes

• Middle management’s predisposition toward 
the change

• Employee readiness for changeUnderstanding organizational 

attributes enables you to 

educate your employees 

about potential obstacles.



Reinforcing 
Change

Key Deliverables:

Feedback plan

Root cause analysis

Corrective action

Continuous improvement
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Consider Success Factors instead of risks

Definition of 
desired state is 

clear

Impact of history 
is acknowledged

Impact potential 
of unwanted 

change

Strong case for 
change

Impact of culture 
is acknowledged

Change Agents 
are capable and 

willing

Impact of 
multiple change 
is understood

Leaders are 
effective at all 

levels

Organizational is 
competent in 

managing 
change



Managing Change 
Deliverables



Change Network

Work to help 
implement the 

change, 
supporting, as 

necessary

Act as an extension 
of the core 

change, focusing 
on specific change 

initiatives

Composed of 
individuals from 

across 
organization

Individuals 

belonging to 

areas 

impacted by a 

change



Ensures adequate representation of 
groups impacted by the change

Increases awareness of and support 
the change

Provides an effective approach to 
embed and sustain desired changes

Acts as a feedback mechanism through 
which leaders can gauge progressWhy build a 

network of 
change 
agents?



• Coach

• Cheerleader

• Referee

• Marketer

• Trainer

• Project management 
assistant

• Facilitator

What do 
change agents 
do?



• Help manage 
uncertainty and 
anxiety related to 
change

• Become an expert 
on the change, 
assisting in training 
efforts

• Influence buy-in and 
support across the 
organization

• Create awareness 
about the current 
changes as well as 
upcoming phases

• Provide opportunity 
for engagement in 
change-related 
activities

• Support those 
affected by the 
change

• Communicate as a 
preferred sender of 
information

• Understand key 
resistors of change 
and help manage 
them

Role of a 
change agent





Resistance to Change





Common scenarios of resistance

• T h e r e ’ s  n o t h i n g  w r o n g  w i t h  t h e  w a y  w e  d o  t h i n g s  n o w

• I ’ m  t o o  b u s y / t h i s  i s  n o t  a  p r i o r i t y

• M a n a g e m e n t  d o e s n ’ t  u n d e r s t a n d  w h a t  w e  d o



Response vs 
React mode

Provide tools/resources that help 

employees build their skills as it relates 
to change management

Acknowledge and reward progress, not 

perfection

• Shift focus from what’s going away to what’s being 

gained

• Communicate for transparency, completeness and 

timeless.  Proactively address it- don’t wait for it to 

reach your front step

• Involve employees through feedback, getting their 

input, and resolving issues



Top 9 Tactics for 
Managing Resistance

Listen and 

Understand 

objectives

• Critical step is to LISTEN

• In many cases 

employees simply want 

to be heard and to voice 

their OBJECTIONS

• Understanding

• Managers identify 

misunderstandings 
about the change



Top 9 Tactics for 
Managing Resistance

Focus on the 
“What”

• Focusing on the “what”

• This process transfers 

ownership of the 

solution to employees

• Employee involvement 

and ownership naturally 

builds desire to support 

the change



Top 9 Tactics for 
Managing Resistance

Remove Barriers

• Barriers may relate to 

family, personal, physical 

limitations or money

• Fully understand the 

situation with the 

employee

• Identify the barriers clearly

• Determine ways that the 

business may be able to 

address these barriers



Top 9 Tactics for 
Managing Resistance

Provide simple, 

clear choices and 

consequences

• Building desire

• Managers can facilitate 

this process by being clear 

about the choices 

employees have during 

change

• Communicate



Top 9 Tactics for 
Managing Resistance

Create Hope

• Respond to the 

opportunity for a better 

future

• Managers can create 

desire to change

• People will follow a leader 

who can create hope and 

whom they respect and 

trust



Top 9 Tactics for 
Managing Resistance

Show the benefits

in a real and 

tangible way

• Share case studies

• Invite guests to 

provide personal 

testimonials

• Visibly demonstrate 

the success of pilot 

programs or trials



Top 9 Tactics for 
Managing Resistance

Make a personal 

appeal

• “I believe in this 

change”

• “I would like your 

support”

• “It is important to me”

• “You would be helping 

me by making this 

change work”



Top 9 Tactics for 
Managing Resistance

Convert the 

strongest 

dissenters

• Managers can use 

special interventions to 

convert strong and vocal 

dissenters

• The strongest dissenters 

can become your 

strongest advocates

• They are often equally 

vocal in their support as 

they were in their 

resistance



Top 9 Tactics for 
Managing Resistance

Demonstrate 

consequences

• The message is:

• We are passionate and 

committed to this change

• Use this with caution and with the 

involvement of HR and legal







• A quick reference guide and a 
single source of truth

• A place to find important 
background information, 
important dates etc.

• Consistently explain the benefits 
of a project at a high level

• Helps leaders & change sponsors 
communicate in the early stages of 
a project, as well as later on should 
timelines change

• A tool that provides information to 
your change network to assist in 
answering questions and 
managing concerns with the 
change

What is a Change Story?





Communication 
Strategy

Who needs to hear about the 
change?

• Identify stakeholders

• Impact groups or individuals

• Recipients of outputs from a changing 
process

• Consider external partners

• Individuals served

• When change impacts a larger group, do 
all employees need a general 
understanding of the change

• Are there funding sources or partners 
that might need information on the 
change



• Different stakeholder groups 
prefer to receive their messages 
from different senders

• Identifying a preferred sender 
helps with:

• Message reception by team 
members

• Credibility for the project
• Establishing a network of 

recognized supporters of the 
change

• Different types of messages 
may have different senders

• Department level 
communication vs 
organization-wide

Who will be the messenger/sender?



Change 
Announcement

• Form this around the change story

Single source of truth

• Anticipate Questions

• Message objectives

• Project status update

• Call to action: 
Training

This Photo by Unknown Author is licensed under CC BY-NC-ND

https://www.actuaries.digital/2016/05/05/the-how-of-person-to-person-communication/
https://creativecommons.org/licenses/by-nc-nd/3.0/




Designing the message for the “head”



•The five questions
•Vision
•Why is it critical to act now
•Next steps



Design the message for the “heart”



Address Emotional Components



How do you show empathy?



Know yourself: Are there hesitations on your end?









What is Change Management?

Change Management at the 
organizational and individual level

Benefits of building change agents

Change vs Transformation

Why and how to address resistance to 
change

Readiness Assessment

Developing a change story and 
communication strategy


