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Course Description  
 
Nothing is constant—except for change. It’s an inevitable part of modern work life. Even 

under the best of circumstances, change is a disruptive force and, for many professionals, 

it’s a trigger for stress, fear and anxiety. If not carefully managed, it can destroy morale, 

decrease productivity, and wreak havoc on a team and an organization. 

 

The field of Change Management is robust and covers a lot of territory: While it certainly 

involves managing your own response to change, it also includes helping support others 

as they navigate it. This session will show you how to embrace the spirit of change and 

become an informal change management leader in your organization. 

 

In this Learning Lab, you will learn:   

• Strategies to manage your own mindset around change even when your natural 

instinct is to resist 

• Different models and theories regarding change management, human behavior, 

group dynamics and learning—and how these things apply to you 

• How to determine where people are in the change cycle and provide the right 

support 

• How to proactively prepare yourself and your team for change 

• Strategies to communicate change in the right way and avoid common mistakes 

• How to use tools to evaluate, measure, and monitor the impact of change initiatives 

 

As a participant, you will be working on a change initiative of your choice during 
the structured activities. You will also have access to a sample change initiative if 
you’d prefer to work on that. 
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Program Pre-Work 
 
Prior to our live event, please take a few moments to complete the following activities.  

 

£ Please join our PRIVATE group on LinkedIn. This is for Learning Lab participants 

only.  

o Access the group here: https://www.linkedin.com/groups/8930280/ 

o Submit a request to join.  

o Once you are approved to join the group, find the welcome message for 

your group (it will say the name of the Learning Lab and the date of the 

event). Please introduce yourself in the comments.   

 

£ Complete the Personal Change Aptitude Self-Assessment (pgs. 7-10) and 

Reflection Questions (pg. 11) 

 

£ Complete the Change Experience Review (pgs. 12-14) 

 

£ Select a change project you are actively involved with and/or interested in initiating 

to use for your implementation activities during the Learning Lab. Ideally, you 

should choose a change that is relatively sizable and one for which you already 

have a pretty good understanding. If you do not have a change project like this or 

would rather use a sample for the activities, that is perfectly okay! You’ll still have 

everything you need to participate fully.  
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PRE-WORK: Personal Change Aptitude Self-Assessment 
This tool will help to increase your self-awareness regarding your aptitude for change. All 

of the topics covered in this program can be directly linked to behaviors and results, many 

of which are listed below. As you review each one, circle the number in the column that 

best represents how often the statement is true for you. Then, follow the instructions at 

the end of the assessment to evaluate your results.  
 

 Always Frequently Seldom Never 

Self-Manager 

I am able to adapt to change, even when it’s 
uncomfortable  4 3 2 1 

I generally have a positive attitude about 
change  4 3 2 1 

I quickly learn new things in response to 
changes  4 3 2 1 

I anticipate upcoming changes and do my best 
to proactively manage my response 4 3 2 1 

I let logic drive my response to change rather 
than emotion 4 3 2 1 

I trust that the changes I experience are 
necessary and positive, even if I don’t know the 
reasons behind them  

4 3 2 1 

I outwardly demonstrate commitment to change, 
even when I don’t necessarily agree with it  4 3 2 1 

I tend to see change as an opportunity rather 
than a challenge 4 3 2 1 
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 Always Frequently Seldom Never 

I am comfortable with ambiguity and uncertainty 
during times of change  4 3 2 1 

I believe that intelligent risk is necessary for 
continued growth  4 3 2 1 

When I feel resistant to change, I can quickly 
reset my perspective   4 3 2 1 

Supporter  

I encourage others to see the benefits of 
change  4 3 2 1 

I listen and empathize when people are 
resistant to change 4 3 2 1 

I provide necessary resources when others are 
struggling to adapt to change 4 3 2 1 

I communicate change information in a way that 
is easy to understand and non-emotional  4 3 2 1 

I help articulate a compelling vision for change  4 3 2 1 

I provide praise and recognition for those who 
overcome resistance and adapt to changes  4 3 2 1 

I try to be a role model for others by 
demonstrating a positive response to change  4 3 2 1 
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 Always Frequently Seldom Never 

I help address the concerns others express 
about change  4 3 2 1 

Advocate  

I identify necessary changes and advocate for 
them 4 3 2 1 

I am able to influence others to adopt my 
change proposals   4 3 2 1 

I am thoughtful about the timing of proposed 
changes  4 3 2 1 

I formally document my proposed changes in a 
Business Case  4 3 2 1 

I understand how to evaluate changes and 
determine whether or not they are worthwhile  4 3 2 1 

I understand how to assess and manage risk 
associated with change  4 3 2 1 

I monitor changes and evaluate their impact 
once complete  4 3 2 1 

I try to learn from each change initiative to 
enhance my aptitude for change in the future   4 3 2 1 

I politely and professionally share my opinions 
about organizational changes, even when they 
are not aligned with leadership  

4 3 2 1 
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I am comfortable leading change, whether or 
not I have a formal leadership role  4 3 2 1 

 
Next Steps… 
 

Now that you’ve completed the assessment, follow these steps:  

• First, add up your total for each section and write that number in the first empty 

column below  

• Then, divide by the number in the next column over  

• Then, write your result in the last column  

• This gives you an average for each section, so you can compare the numbers 

objectively  

 

Section 
Your Total 
for this 
Section 

Divide 
By… 

Your 
Result 

Self-Manager  11  

Supporter   8  

Advocate   10  

 
Based on your new total in the last column, which sections are your strongest (highest 

numbers) and which sections are your weakest (lowest numbers)?  

 
Strongest Area(s) Weakest Area(s) 
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Reflection Questions  
 
Looking at your strongest areas, what makes you successful with these things? What 

strategies do you use and how have you become so proficient?  

 

 

 

 

 

 

 

 

 

 

 

Looking at your weakest areas, what are the biggest challenges you experience with 

these things? Why do you think you struggle in these areas?  
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PRE-WORK: Change Experience Review 
 

In your career, what change efforts have you been involved in? Separate them into 

positive experiences and negative experiences. (Note: If you’re struggling to remember, 

the Types of Organizational Change table on page 20 can help jog your memory.)  

 

Positive Change Experiences Negative Change Experiences 
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Consider your negative change experiences and note the following below: What 

happened that made the experience negative? What were the results of the change? How 

could the experience have been improved? What lessons can you learn for the future?  

 

 

 

 

 

 

 

 

 

 

 

 
Consider your positive change experiences and note the following below: What happened 

that made the experience positive? What were the results of the change? What lessons 

can you learn for the future?  
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What change efforts are you aware of that are occurring now or in the near future within 

your team and/or organization? What is driving these changes? What obstacles do you 

foresee?   

 

 

 

 

 

 

 

 

 

 

 

   

How would you like to be involved in change efforts in the future? What are the barriers 

you may have to overcome to make that happen? What specific knowledge or skills do 

you need to develop to be successful?  
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END OF PRE-WORK 

Congratulations, you’re done (for now)!  
Please wait for the live event to move forward in the 

materials. 
 
 

 
 

 

REMINDER 

Please come prepared to explore change efforts within your team and/or organization or 

changes you might like to propose. This course is not just about “theoretical” 

information; it’s also about real-world application!  
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Introduction 
Change vs. Transition  
 

 

“It is not the strongest of the species that survive, nor the most intelligent; but the one 

most responsive to change.”  
CHARLES DARWIN 

 

 

Change is an external event or situation that alters conditions in some way.  

 

Transition is the inner psychological process that people go through as they adapt to the 

new conditions caused by change.  

 

Change is both the beginning of something new and the end to something old, which 

makes the psychological transition quite complex. It’s not the change that’s painful; it’s 

the transition.  

 

Change management is a disciplined approach to guiding individuals successfully 

through the transition and to a more beneficial future state. It involves navigating both the 

logistics of the change itself and, more importantly, managing the “softer” human 

elements of the transition (both for yourself and others).  

 

As a field of study, Change Management is both deep and complex. There are many 

models and frameworks for managing various elements of change. Many are quite 

similar, but utilize different language and supporting research. In this course, we will 

explore several models. If you’re interested in learning more, the Appendix of this 

workbook includes an Overview of 15 Popular Change Management Models, as well 

as a Recommended Reading List.  
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Change is…Complicated  
 
…Emotional  

 

Change triggers the stress response. As humans, we are biologically hardwired to 

respond to stress in a very specific way, commonly known as “Fight or Flight”. This 

evolved from our cavemen ancestors. For them, change was a life threatening situation. 

 

The stress response triggers over 1400 physiological reactions in the body, all designed 

to help fight the threat or run away from it. The body does that same thing today, even 

though the changes we experience in our modern world are most often NOT life 

threatening situations.  

 

In a frequently changing environment (like the modern workplace), this stress response 

happens over and over again, which creates wear and tear on the body and mind. It’s 

emotional—similar to a roller coaster. For some people, it’s exciting and thrilling. For 

others, it’s terrifying. In either case, it can leave you feeling physically, mentally and 

emotionally drained.  

 

…Constant  
 

Change is inevitable. From fashion to technology to media, nothing is permanent—and in 

many ways, that’s a good thing. By and large, changes improve our lives. It’s taken us 

from living in caves to watching TV on little computers in our pockets. We are constantly 

progressing as a society and as a species.   

 

The rate of change has increased exponentially in the past decade (particularly in the 

workplace) and isn’t showing any signs of slowing. In fact, recent studies suggest that 

85% of the jobs that will exist in 2030 don’t exist yet. That means that, in less than a 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

18  

decade, the landscape of our entire workforce is going to change. That is dramatic, and 

we’re fooling ourselves if we think that won’t have an impact on us.  

 

…Necessary  

 
Change is an absolute requirement for survival, not only for humans but for organizations. 

Without change, any organization will eventually fail.  

 

Just ask the people who worked at Sears, Borders, Blockbuster, or AOL. These 

organizations failed (or were too slow) to respond effectively to the changing business 

environment and changing market needs. They stayed stagnant, which ultimately led to 

their demise.  
 

It doesn’t matter how good you are today, how popular you are, how cutting edge you 

are. All of that can change tomorrow, if YOU don’t change first. 
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Essential Skills for Change Management  
 

Communication Verbal and non-verbal, messaging, listening  

Emotional Intelligence 
Self-awareness, social awareness, empathy, stress 

management  

Leadership 
Professional credibility, trust, motivating, influencing, 

visioning  

Strategic Thinking 
Problem solving, identifying opportunities, aligning goals 

with tactics, analysis 

Project Management Planning, executing, organizing, measuring impact  

 
 
Change management is a demanding blend of hard skills and soft skills. While this 

Learning Lab will give you an excellent foundation, you may also benefit from continued 

learning in the disciplines listed above.  

 
 

Additional Learning Labs to Consider 
 

Project Management (Basics and Advanced)  

Problem Solving & Decision Making  

Process Improvement  
 

You will receive an Alumni discount code after completing this course, so please wait to 

sign up so you can use that!  
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Types of Organizational Change  

Type Description Exp? 

Transformational 
Changes that involve re-imagining organization vision, principles, 

values, mission, products and services  
 

Remedial 
Changes that occur in reaction to a problem, threat or challenge 

faced by the organization  
 

Process & System 
Changes to workflows, information pathways, resource allocation, 

and other systems involved in how the organization creates value  
 

People & Culture Changes that influence values, norms, roles, and leadership  

Structural 
Changes to hierarchy or authority and organization of business 

units or internal groups  
 

Merger/Acquisition 

Changes associated with the integration of two or more 

organizations with different cultures, systems, values and 

practices  

 

De-Merger 
Changes associated with the separation of two or more business 

units that once acted as a single entity  
 

Right Sizing 
Changes associated with the intentional reduction or expansion of 

workforce in response to environmental pressure 
 

Relocation Changes associated with a move to a new worksite   

Other? Changes not otherwise classified above  
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Your Experience with Organizational Change  
 

It is likely that you have experienced many (or perhaps ALL) of the changes listed in the 

previous table, with varying degrees of involvement.  

 

You have probably initiated and advocated for some of these changes yourself, meaning 

that you identified a necessary change and worked to obtain approval from decision-

makers. Most commonly, these would include Process & System changes, People & 

Culture changes, and Remedial changes.  

 

Unless you are in the highest levels of organizational leadership, you are probably not 

initiating or advocating for Mergers & Acquisitions, Right Sizing, and other 

Transformational changes, though you may certainly be involved in the implementation 

and perhaps even managing certain components of such changes.  

 

It is also likely that you’ve initiated and implemented changes on your own, without any 

advocacy required. Some changes are likely within the scope of your authority to simply 

make, without input or approval from others. (For example: Process & System changes 

that only impact your own workflow.) However, it’s important to note that even when 

making changes over things you own entirely, it is helpful to be clear on your rationale, 

should your decision be called into question in the future. Likewise, you should always 

think through how/if your changes may impact others, and ensure you are prepared to 

address that.  

 
For those with formal managerial authority, you may have the opportunity to initiate 

changes that also impact others. Even if approval is not required, input is still highly 

valuable. As you will learn in this course, change can spark resistance. One way to avoid 

that is to allow those impacted by the change (commonly referred to as “stakeholders”) 

to have a voice in it.  
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Forces of Organizational Change  
 

The following model was created by Kurt Lewin in the 1940s. The purpose is to evaluate 

the factors encouraging a change, which should be strengthened, and the factors 

threatening a change, which should be mitigated.  

 

A “driving force” is a factor that supports a change within an organization. Though there 

are dozens of drivers, some of the most common are listed in the table on the next page.  

 

A “restraining force” is something that can create a barrier to change within an 

organization. Again, though there are dozens of possible restraining forces, some of the 

most common are listed in the table on the next page.  

 

When driving forces and restraining forces are equally matched, nothing changes and it 

results in the “status quo” remaining.  

 

In order for change to be successful, driving forces must be more powerful than 

restraining forces. Therefore, part of change management involves being aware of these 

forces and doing everything in your power to strengthen driving forces while mitigating 

restraining forces.  
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Examples of Driving and Restraining Forces  
 

Driving Forces Restraining Forces 

Competitive Pressure Accountability Failures 

Cultural Shifts  Communication Failures 

Customer Demands Commitment to Tradition 

Economic Environment Costs 

Labor Market Disruption to Business 

Legal Environment Downstream Impacts  

Leadership Changes Employee Resistance 

Profit Needs Internal Politics 

Product and Service Innovation Lack of Incentives 

Political Environment Lack of Infrastructure 

Rebranding Lack of Leadership  

Social Dynamics Lack of Skills and Knowledge 

Strategic Priority Changes Other Priorities 

Supply Chain Risk Intolerance 

Technological Advancements Time Requirements 
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Force Field Analysis Example 
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Force Field Analysis Implementation Exercise 
 
If using your own change project… 
 

Consider a change project you are either interested in initiating or actively work on. Based 

on what you already know, what do you think some of the driving forces and restraining 

forces are for this change? Use the Force Field Analysis Worksheet (provided on the next 

page) to brainstorm.   
 

If using the sample change project…  

 

Consider this change scenario: Due to the pandemic, the majority of your workforce has 

moved to a hybrid work schedule. As a result, your organization has decided to relocate 

to a smaller building. This will reduce the physical office space by 50%. This means that 

no one will have assigned, permanent seating. When people need to come into the office, 

they will have to reserve a desk to use for the day.  

 

Based on this information, what do you think some of the driving forces and restraining 

forces would be for this change? Use the Force Field Analysis Worksheet (provided on 

the next page) to brainstorm.  
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This worksheet is available as a downloadable PDF on the Resource Page 
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The 3 Roles of Change Leadership  
 

 
 

Change Leadership 
 
 

Self-Manager 
Demonstrate the ability to adapt productively and quickly to 

change 

Supporter  
Help others adapt productively and quickly to change; assist 

leadership in executing smooth change transitions  

Advocate Identify and drive important change initiatives  

 
 
 

Self-Manager Supporter Advocate
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Self-Manager 
Demonstrate the ability to adapt productively and quickly to change 

 
 

“Change is hard at first, messy in the middle, and gorgeous in the end.” 
ROBIN SHARMA 

 

 
Self-Assessment  
 

For each scenario, mark whether your immediate reaction is positive or negative. 

 

 Positive Negative 

1   

2   

3   

4   

5   

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

29  

Understanding Perspective  
 

• Nearly any change can be viewed as good or bad, depending on perspective. 

Nearly all changes have elements of both.  

 

• Circumstances play an important role in how a change is perceived.  

o If someone is not happy with the current state, change may be positively 

received.  

o If someone is happy with the current state, change may be negatively 

received.  

 

• Past experience also plays an important role in how change is perceived.  

o If someone has experienced a similar change in the past with positive 

outcomes, change may be positively received.  

o If someone has experienced a similar change in the past with negative 

outcomes, change may be negatively received.  

 

• We don’t always have control over the changes that impact us, and often we don’t 

understand why the changes are taking place. These factors can contribute to an 

initial negative response.  

 

• Different people have different natural responses to change. Some are simply 

more risk adverse than others, and therefore tend to experience resistance more 

acutely and remain there longer.  

 

o In DISC language, people who are high “S” or “C” are more change adverse, 

as they tend to prefer stability, routine and certainty.  

o You will find more information on the DISC Behavioral Assessment in the 

Appendix of this workbook.  
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The Stages of Change 
 

Change threatens our natural human instinct for survival and thus triggers a predictable 

emotional journey. You may notice this model is similar to the “Stages of Grief,” (also 

modeled by Dr. Elizabeth Kubler-Ross) and for good reason. As mentioned previously, 

change represents both an ending and a beginning, so grief is a natural byproduct. 

Understanding this model gives you better self-awareness and improves empathy for 

others, making you a more competent change leader.   

 
 

Shock 

DECISION 

Excitement 
Mourning Hope 

Disorientation Reconnecting 

Detachment Optimism 
Nostalgia Problem Solving 

Feelings of Loss Searching 
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Additional Notes Re: the Change Curve  
 

• All stages are “normal.” The goal is not to completely avoid denial and/or 

resistance and skip straight to exploration. Rather, the goal is to recognize when 

you’re in these early stages and move through them as quickly as possible.  

 

• It is also “normal” to fluctuate between stages in a non-linear fashion. You may be 

in exploration, but then something happens and you get knocked back to 

resistance.  

 
• Different people go through the change curve at different speeds and intensity 

levels.  

 

The Critical Decision  
 
At some point along the change curve, a critical decision is made. That decision may 

happen consciously or subconsciously. It is the essential, though often subtle difference 

that moves a person from “resistance” to “exploration.”   
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Self-Reflection Exercise  
 

What changes have you experienced in the workplace that you were initially resistant to 

but later really liked?  

 

 

 

 

 

 

 

 

 

 

 

 

What strategies have YOU used to quickly move through resistance?  
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Increasing the Speed of Progression 
 

Avoid the 3 P’s 

• Permanence: Remember that the discomfort of change 

is temporary  

• Personalization: Remember it’s not about you or 

because of you 

• Pervasiveness: Focus on the things that remain 
constant 

 
Source: Dr. Martin Seligman  

Stay Informed 

Ask questions:  

• What is the purpose behind this? Why are we doing it?  

• What do I need to achieve? What does success look 
like? What is the outcome or result we want?  

• What resources are available to me?  

• What is the timeline for this?  

• What can I expect moving forward?  

Embrace Ambiguity 

• The answers may not be available  

• Things may remain uncertain and unpredictable for a 
prolonged period of time  

• Learn to “be a palm tree” and go with the flow; focus on 

what you can control  

• Remember what your job is (and is not) 
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Supporter  
Help others adapt productively and quickly to change; assist management and/or 

leadership in executing smooth change transitions 

 

Supporting “others” through change may mean… 

• Teammates 

• Coworkers (other teams) 

• Clients/customers  

• Superiors  

• Managers/Leaders 

• Subordinates 

 

What does each stage look/sound like in others?  
 

Denial 

Still happy and productive 

 

 

“It won’t affect me” 

“I’ll just work around it” 

“It won’t even happen” 

Commitment 

Happy and productive 

 

 

“This is working” 

“I’m excited for the future” 

“I’m so glad we changed” 

Resistance 

Unhappy and unproductive 

 

 

“This isn’t working” 

“This is going to fail” 

“Let’s go back to the old way” 

Exploration 

Less unhappy and still unproductive 

 

 

“This might be okay” 

“I can see how this might be good” 

“We can probably make this work” 
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Implementation Exercise: What do people need in each stage?  
Based on your personal experience both managing change and being on the receiving 

end of it, what do you think people need (in terms of support) in each stage to help them 

progress toward and maintain commitment?  

Denial Commitment 

Resistance Exploration 

 

A blank version of this (Curve Worksheet) can also be found on your Resource Page 
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The ADKAR Model  
This popular change model was created by Jeff Hiatt, a global change management 

leader. The acronym identifies five outcomes an individual needs to achieve for change 

to be successful, which have been outlined below. (Definitions are adapted slightly for 

clarity.)  

 

A AWARENESS 
The person must be aware of the need for change.  

D DESIRE 

The person must have motivation to make the change.   

K KNOWLEDGE 

The person must know how to make the change.  

A ABILITY 
The person must have the ability to make the change.  

R REINFORCEMENT 
The person must have a reason to not revert to old ways.  

 
 

A Word of Warning  
It is important to remember that you are not responsible for others. They are responsible 

for themselves. You can offer support and guidance through the change, but ultimately, 

they need to decide for themselves how they are going to handle it.  
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ADKAR Implementation Exercise  
 

If using your own change project… 

Consider a change project that you would like to support others in adopting. Based on 

what you know about the change and the person or people you’d like to support, consider 

the elements of the ADKAR model. Use the Change Preparation worksheet (provided on 

the next page) to guide you.   
 

If using the sample change project… 
Read the case study below. Based on what you learn, consider the elements of the 

ADKAR model. Use the Change Preparation worksheet (provided on the next page) to 

guide you.  

 
CASE STUDY 
You are an administrative professional at a private wealth management firm. You support 

three of 30 financial advisors. Since the firm started in the 90s, advisors have always 

taken handwritten notes when they speak to their clients. These notes are then given to 

their assistants to transcribe and enter into the client database. This process takes a great 

deal of the assistants’ time and they often have trouble reading the advisor’s handwriting. 

Things are sometimes entered incorrectly, or they have to ask the advisors to help. 

Sometimes, the advisor can’t even read his or her own handwriting, so notes are 

frequently not entered into the system at all. To address this issue, the company has 

implemented a new policy: All advisors have to enter their own client notes in the 

database within 24 hours of any client communication. As expected, the advisors are very 

resistant to this change. You want to support them in any way you can, but you’re also 

relieved that this change is happening!  
 
NOTE: The Change Preparation worksheet is also available as a downloadable Word 

document on the Resource Page for this Learning Lab.  
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Change Preparation Worksheet  
This worksheet can help individuals prepare for change by thinking through all elements 

of the ADKAR Model. If you are trying to influence someone to accept a change, 

answering these questions will help you identify what they need to be successful and 

communicate effectively.   

 

AWARENESS: What is the change that needs to be made?  

 

 

 

 

 

 

AWARENESS: What are the reasons this change is necessary?  

 

 

 

 

 

 

DESIRE: What are the consequences (good or bad) that will help create a desire to 

change? (If they change, what happens? If they don’t change, what happens? Consider 

consequences for them, the team and the organization.)  
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KNOWLEDGE: What skills and knowledge are needed to make this change successful?  

 

 

 

 

 

 

KNOWLEDGE: Does this person already have the skills and knowledge? If not, how will 

they get them?  

 

 

 

 

 

 

ABILITY: Does this person have the ability to make this change? If not, how can they 

overcome that or build the ability? Are there any barriers that inhibit their ability?  

 

 

 

 

 

 

REINFORCEMENT: What reinforcements may help sustain the change? (Incentives, 

rewards, recognition, etc.)  
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Supporting Leadership Rollouts  
 
Have you ever experienced a time when leadership announced a big change and the 

execution was handled poorly so resistance was extremely high? The following tool will 

help you objectively evaluate your past experiences by identifying which success 

components were present and which were missing.  

  

Component for Successful Change  Yes No 

Leadership communicated a solid rationale for the change   

The leaders were vocal advocates for the change    

The leaders created a vision and articulated it for all involved in the change    

The leaders helped build commitment to the change for all stakeholders   

The right team members were selected to implement the change    

Leaders provided information about the change early and frequently    

Leaders developed and executed a comprehensive implementation plan   

The change was completed with minimal disruption to the business   

Employees received the necessary training and support   

Success metrics were identified and tracked    

The change yielded positive business results    

Employees were pleased with the results of the change    

Leaders listened when employees expressed concerns    
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Strategies to Support Leadership Rollouts  
 
Ask to be involved in change rollouts  

Share your interest in change management with your leaders and ask to participate in the 

process.  

 
Be a voice for others  
Ask questions that others may have about changes and share what you learn. Share 

feedback with leaders regarding how changes are being received.  

 

Encourage MORE communication and EARLIER notification  

Nearly all change efforts can benefit from sharing more details earlier in the process. As 

you learned previously, information is a necessary part of overcoming resistance. And, 

the more time people have to digest the information they are given, the more likely they 

are to come to terms with it.  

 

Manage misinformation  

In the absence of information, people tend to use imagination. They speculate and create 

details that are often completely inaccurate. Misinformation can add to resistance and 

quickly derail a change effort. Do not engage in these kinds of conversations and, when 

you hear inaccurate information, correct it and let management know of the issue.   

 

Suggest pilot groups  
Rolling out a large-scale change to an entire enterprise all at once can be daunting. A 

“pilot group” is a smaller group within the enterprise that experiences a change first. They 

then can report their experience and provide feedback to make the process easier for 

others.  

 

 

 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

42  

Locate or create support materials  
If people are struggling to adapt to a change because they don’t have the knowledge 

required, locate (or create) resources to help them. Cheat sheets, job aides, instruction 

videos and other tools can help reduce frustration and overcome resistance.   

 
 

GUIDING PRINCIPLE 
Demonstrate optimism and enthusiasm for the change… 

regardless of your personal feelings 
 

ATTITUDE IS CONTAGIOUS 
 

 
Monitor verbal & non-verbal communication  

Communication is not only about the words you say (and don’t say), it’s about how you 

say them and how you carry yourself. Your physical demeanor can convey strong 

messages about your approval or disapproval of changes that are taking place. Make 

sure your body language, facial expressions, gestures, tone of voice, and overall 

presence all align with your words and your intent.  

 

Likewise, monitor the verbal and non-verbal communication of others to better understand 

their response to change. Often, people will say “the right things” but demonstrate their 

true feelings in other ways.  

 
Be a role model  
One of the most powerful forms of leadership is leading through example. Show others 

what it looks like to accept and adapt to change in a productive way—even if you’re not 

particularly happy about it. This doesn’t mean you have to be inauthentic. It’s fine to 

acknowledge that a change is challenging, but quickly follow up with the expected 

benefits. Ultimately, we have to trust that our leaders are making the right changes based 

on sound reasoning, even if we don’t completely understand or agree with it.  
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Nurture change champions  
Identify the people who are quick to adopt changes and encourage them to be an active, 

vocal part of the process.  

 

Rogers Innovation Adoption Curve  
This model classifies adopters of innovations into various categories based on their 

openness:  

 

• Innovators: People who “pull” the change.  
 

• Early Adopters: Try out new ideas but in a cautious way.  

 

• Early Majority: Careful people who accept the change earlier than the average.  

 

• Late Majority: Skeptical people who only accept the idea once the majority does.  

 

• Laggards: Traditional people who are critical of new ideas and only accept once 

it’s become mainstream.  

 

When implementing change, focus first on innovators and early adopters. Use them as 

examples of what the change looks like in practice and ask them to share the benefits 

with others. Also, leverage them to understand the challenges and how to overcome 

them.  
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Advocate  
Identify and drive important change initiatives 

 

Advocating for necessary change is an important part of change management. However, 

change for the sake of change is not useful. Change must have a purpose—a clear vision 

for what is to be accomplished, a specific problem that is being solved.  

 
 

Change is necessary when people face a discrepancy between what is expected and 

what is actually happening.  
HUFFINGTON POST, Embrace the Disruption (2017) 

 

 

Change can be triggered by any number of factors. Some are external, meaning that they 

happen outside of the organization and are basically NOT in the organization’s control. 

Some factors are internal, meaning that they happen inside of the organization and are, 

therefore, basically within in the organization’s control.  

 

Changes must take place to respond to these factors or proactively address them. 

 

External Change Drivers Internal Change Drivers 

• Legal environment (regulations, laws, 
etc.)  

• Customer expectations  

• Technological innovation  

• Competition  

• Market trends  

• Economic conditions  

• Other events (e.g. pandemic)  

• Organizational strategy  

• Employee innovation 

• Cultural shifts  

• Employee behaviors/needs  

• Process optimization  

• Performance optimization  

• People issues 

• Capability gaps  
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How to Identify Necessary Change  
 

 
 

The easiest way to identify necessary change in your organization is to look for problems 

and/or opportunities.  

 

Change can be a reactive or a proactive measure—meaning: we can respond to change 

drivers AFTER they are causing issues (a problem not solved or an opportunity not seized 

is creating pain) or before (a problem is yet to happen or an opportunity is available to be 

seized). Obviously, proactive is preferred. However, because change is uncomfortable, 

people often put it off when it’s not urgent. It is generally easier to gain buy in when a 

change is necessary due to an issue people are already experiencing the pain of. Still, 

that doesn’t mean we should wait to begin advocating for change until issues arise. The 

sooner we begin, the better.  

 

 

 

 

 

Problem Opportunity
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Considerations  
 

To trigger your thinking, consider the following questions in coordination with the list of 

internal and external change drivers.  

 

• What problems currently exist that need to be fixed?  

 

• What problems are likely to arise in the future that we can address now and 

prevent?  

 

• What opportunities exist to save money?  

 

• What opportunities exist to make money?  

 

• What opportunities exist to improve quality of the product or service we are 

providing?  

 

• What opportunities exist to improve the efficiency with which we deliver our 
products or services?  

 

• What opportunities exist to improve the effectiveness of the work we are doing 
and/or our team?  
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Example  
 

Many changes are the result of BOTH a problem and an opportunity.  

 

For example:  

 

Your organization works on a lot of projects and the process is always a little messy. 

Things are not consistent because few people have had formal project management 

training, and everyone has their own way of doing things. As a result, people often don’t 

know what other project team members are doing, which creates a lot of delays, 

miscommunication, and duplicate efforts. Many projects have stalled out or failed, which 

means a lot of wasted time and money, and a lot of stress and frustration for the people 

involved. This is a problem. 

 

You are aware that a lot of technology exists for project management. Many of these 

systems are inexpensive and offer a variety of features that would help streamline project 

management and enhance collaboration. This is an opportunity.  

 

Based on this information, you may identify a necessary change: The organization should 

adopt a new project management technology to address the problems and seize the 

opportunity that currently exist.  
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Self-Reflection: Change Advocacy  
What changes have you successfully initiated or advocated for in the past? What were 

the driving factors? What steps did you take to initiate or advocate for these changes? Is 

there anything you would do differently next time?  

 

 

 

 

 

 

 

 

 

 

 
Have you ever attempted to initiate or advocate for a change that was not successful? 

What was it and what happened that prevented it from succeeding? What lessons did 

you learn for the future?  
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Implementation Exercise: Brainstorm Potential Changes  
Brainstorm changes that would potentially benefit your team and/or organization in the 

future. Come up with as many as possible!  
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Exploring Your Change Idea  
 

In order to understand if your change is worth pursuing, start by assessing the following:  

 

Need: Why is the change needed? What problem and/or opportunity does the change 

address?  

 

Value: What is the potential value to the organization? How does the change contribute 

to larger team and/or organizational goals and objectives?  

 

Risk: What is the risk of taking on this change? What problems could it cause down the 

road? What is the risk of NOT changing?   

 

Identifying Stakeholders  
 

Early in the change exploration process, it’s useful to identify the people who may be 

impacted by a proposed change. These people can have valuable insight and information 

to share. They will also appreciate being involved in the process. When stakeholders are 

not involved, they are more likely to be resistant. Letting them voice opinions, concerns, 

and ideas can not only help bolster your proposal, it can help ease the transition should 

the change be adopted in the future.  
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Implementation Exercise: Exploring Your Change Idea  
Pick one change from your brainstorm list on the previous page. (It doesn’t have to be 

something you are totally committed to yet! This is just an exploration exercise.) 

Brainstorm all three components.  

 

Need  

Value  

Risk  

 
Who might be impacted by this change? Would it make sense to involve them in the 

exploration process? Who else might have valuable information or insights?  
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Building a Business Case 
 

Once you think you have a change worthy of pursuing, it’s time to build a case for it. This 

will help add more structure to your idea, and will help you verify that a change is truly 

necessary and that now is the right time for it.  
 
A business case is a written document that provides justification for a proposed change.  

 

In general, it cites the following information:  

 

• The problem you wish to solve or prevent and/or opportunity you wish to seize  
 

• The proposed solution and a brief description of how you got there (What 

alternatives are available and why are you ruling them out? Why is this solution 

deemed the correct one?)  

 

• A recommended course of action (What change measures are you proposing and 

what do you need in terms of funding, support and resources to make them a 

reality?) 

 

• The risks if this problem or opportunity is not addressed now  

 

• The potential value to the organization if your change measures are put into place   

 

 

A Sample Business Case is available on pages 53-57  

A blank template is available as a downloadable Word document on the Resource Page 

for this Learning Lab. 
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Sample Business Case  
 

Business Case for Establishing a Centralized Resource Repository for the 
Administrative Community 

Chrissy Scivicque | January 12, 2022 

 
 

Executive Summary 

This document details concerns regarding inconsistencies and wasted time within the 

administrative community and how a centralized resource repository will help address 

these issues  
 

 

PROBLEM STATEMENT  

Currently, administrative professionals within XYZ company operate in silos. Because 

they are distributed on different teams throughout the organization and have few 

opportunities to collaborate, they are often “recreating the wheel.” While many of them 

work on the same or similar tasks, they do not have a way to easily and quickly share 

resources. Therefore, each admin is responsible for creating his or her own templates, 

checklists, job aides, and other resources to do the work.  

 

This not only wastes time, but also leads to inconsistency. Numerous managers have 

reported frustration that the quality of administrative work output varies dramatically from 

team to team. Additionally, this lack of access to resources makes it harder for new 

admins to get up-to-speed quickly. Based on our research within the community, admins 

spend an average of 3 hours per week creating items from scratch that likely exist 

elsewhere within the organization. New admins report spending at least twice as much 

time on this work and many cite this as a primary source of stress on the job.  
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Highlights:  

• Admins are recreating the wheel which wastes time  

• Administrative work output varies dramatically from team to team  

• Managers have expressed frustration regarding inconsistency 

• Admins spend approximately 3 hours per week on resource creation 

• New admins spend approximately 6 hours per week on resource creation  

• New admins are particularly stressed by this work  

 

SOLUTION  
 

Analysis of Alternatives  

Several options have been considered, including the following:  

• Maintain the status quo and make no changes 

• Ask admins to share resources amongst themselves  

• Share resources via group email distribution  

 

These proposals were rejected for the following reasons:  

• The status quo has led to current problems as defined previously; these are likely to 

continue and worsen if not addressed.  

• Asking admins to share amongst themselves means they would be limited to the 

people they already know and new admins would struggle especially. Additionally, one 

person may end up having to share the same resource to many different people 

individually, which would take valuable time. It would be more efficient to share a 

resource in one location and allow people to access it on their own when it’s needed.  

• Sharing resources via email is inefficient because most admins already struggle to 

manage the enormous amount of email they receive each day. Instead of sending 

resources to everyone at once, when they may or may not need them, it would be 

more efficient to have people access the resources they specifically need when they 

need them. Additionally, when resources are revised or updated, it would be tedious 
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to re-send resources to ensure everyone has the most recent version. It is likely that 

people would simply use older versions already stored on their computers.  

 

Proposed Recommendation  

Our recommended solution is to utilize SharePoint to develop a centralized repository for 

administrative resources. This would:  

• Allow all admins to upload their own resources to share with the team  

• Ensure everyone has access to the same, most up-to-date versions of resources from 
across the organization  

• Allow for version tracking so it would be clear what changes were made and by whom 
to any resource  

 

APPROACH  
To implement this solution, we recommend the following:  

 

1. Establish a project team of admins and IT professionals to:  

a. Work with the admin community to fully understand needs  

b. Build the SharePoint site   

c. Establish procedures for maintaining the site  

 

2. Establish a repository management team to:  

a. Approve uploaded resources and ensure they are appropriate for sharing 

with the entire team  

b. Keep the repository organized and up-to-date following procedures 

established by the project team  

c. Make adjustments and changes as needed to keep the repository fully 

functional 

d. Train admins on using the repository 
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3. The following support is needed from leadership:  

 

Funding to get the project team admins trained 

in SharePoint 
Est. $2500.00 total 

Time for training  Est. 2-day class for 3 to 5 admins  

Time for project management and execution Est. 30-45 hours  

Support from IT and project management teams Est. 10-20 hours  

Ongoing time and support for maintaining the 

repository 

Est. 5 hours per month for 

repository management team  

 

We expect to complete this project within 3 to 6 months of start.  

 

RISK ASSESSMENT 

The proposed solution has minimal risk. The worst-case scenario is that we will invest 

time and money into learning SharePoint and creating the repository, only to have admins 

not use it. This can be prevented with a strong communication plan, training and ongoing 

reminders and support from the repository management team.  

 

If we don’t implement a solution for this problem and the admin team continues as it has 

in the past, the risk is that the inconsistencies and wasted time will get worse. As admins 

take on more responsibilities, their time already runs thin.  

 

The admin team already has a turnover rate that is 25% higher than the rest of the 

organization. Frustration and feeling isolated from the admin community contributes to 
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this problem. If we don’t create some way of helping admins support one another, we run 

the risk of experiencing even greater turnover in the future.   

 

VALUE ANALYSIS  

Implementing the proposed solution has the potential to positively impact the 

administrative community and the entire organization in the following ways:  

• The administrative team will experience a greater sense of support from one another 

and connection, improving morale and possibly reducing turnover. 

• Administrative professionals will spend less time creating new resources and have 

more time available for executing tasks and performing more advanced work.  

• New administrative professionals will get up-to-speed faster and with less stress and 
frustration.  

• Administrative work will be more consistent across teams so managers will have more 

clarity regarding expectations.   

 
 
*Note: Estimates of time and cost are usually very approximate at this stage. They are 

refined once an initiative is approved and a project is formally launched. The purpose of 

the business case is not to lay out an entire plan for making this thing happen. Rather, 

it’s to inspire decision-makers to approve the dedication of time and resources to pursue 

the project in a deeper way. Budgets, timelines, constraints and other expectations are 

all be defined and formally agreed upon in the initiation phase of project management.    
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Gain Leadership Support   
 

Once you are convinced that a change you’ve identified is necessary and something you 

are willing to advocate for now, it’s time to get buy-in from leadership.  

 

Identify the appropriate leader(s)  

 

Sometimes, you’ll want to take your change proposal directly to the decision maker(s). At 

other times, it is more prudent to identify someone in leadership who can advocate on 

your behalf with other leaders. This person may be called an Executive Sponsor, meaning 

that they are an active participant and supporter of the change effort. That person can 

then help sell your proposal to his or her fellow executives/leaders.  

 

Set an appointment for discussion  

 

Important conversations—and particularly those in which you are asking for something— 

should not happen spontaneously; if it’s on the calendar, you minimize the chance of 

distraction and interruption. You want the decision maker to have the time and ability to 

truly listen.  

 

Present your business case  
 

The Business Case document is a useful roadmap to help you assess change 

opportunities and determine whether or not they are worth pursuing. Additionally, it’s a 

great tool for gaining buy-in. It demonstrates your commitment to the effort and your 

sound reasoning, and presents the case in clear terms.  

 

 

 
 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

59  

Make direct requests 
 

When making your proposal, be very clear regarding what you need from this person to 

make this change happen. Do you need funding? Resources? Information? Advice? 

Approval? Advocacy? Define it in specific terms so the decision-maker(s) know exactly 

what is being asked of them.  

 

The Art of Persuasion and Negotiation  
 

Think of this as a “sales” conversation. You are pitching an idea to a prospective buyer. 

Consider this: You have likely been on the other end of sales conversations in the past. 

As a buyer, what convinces you that a purchase is worthwhile?  

 

Take evidence  

 

Consider taking any kind of documentation that can help bolster your case—research, 

surveys, tracking data, etc.  

 

Prepare for compromise  

 

You may discover that your original change proposal needs to be cut back a bit to gain 

acceptance. Consider in advance what kinds of concessions you can offer to make the 

proposal easier to say “yes” to and/or more appealing.  

 

Speak their language  
 

Remember that leaders think in terms of investments and returns: What is this going to 

cost and what do we expect to get in return? Make sure you are clearly articulating the 

positive return on investment this proposal offers.   
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Prepare for objections  
 

What are the objections you are likely to hear and how can you overcome them? Think 

this through ahead of time. Perhaps work with a trusted mentor to get an outside 

perspective. At the same time, realize that you are unlikely to predict every objection. You 

may need to analyze an objection and return once you’ve had time to think it through. 

When a change is being proposed, it is often not a one-time conversation. It’s an ongoing 

discussion where more is revealed and understood over time.  

 

Allow time for decision-making 

 

Remember that resistance to change is natural (even for your leaders!) and many people 

need time to consider change opportunities before committing to them. Large-scale, 

complicated changes, in particular, need to be thoroughly assessed. Your leaders must 

do their due diligence before agreeing to commit organizational resources to anything. 

You may not be privy to all of the various factors that impact your leaders’ decisions, so 

don’t assume they should be moving faster than they are.   
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Change Management Plan  
 

Once a change proposal is approved, a Change Management Plan is often created to 

support the implementation process. This plan focuses on managing the transition (the 

psychological aspects for those impacted), rather than the logistics of the change (which 

are covered in the Project Plan, discussed later).  

 
A Change Management Plan will generally include the following information:  

 

Vision Statement 
• What is the purpose of the change?  

• What does success look like?  

Stakeholders • Who will be impacted by the change?  

Preparing for the Change 

• What will be the impact of the change on each 

stakeholder type?  

• How will we build desire and motivation for this 
change?  

Managing the Change  

• How and when will we communicate the change 
to stakeholders?   

• What needs to be done to ensure all stakeholders 

have the necessary knowledge and ability to 

successfully adopt the change?  

• How will we track performance?  

Reinforcing the Change  

• How will we reward/recognize those who adopt 

the change successfully?  

• How will we ensure the change sticks?  
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Sample Change Management Plan  
 

Created By: Chrissy Scivicque 

Date: January 22, 2022 

 

VISION STATEMENT  
 

Financial Advisors will be responsible for entering their own client notes in the database 

within 24 hours of any client communication. Successfully adopting this change will mean 

that client notes are always complete and accurate. 

 

STAKEHOLDERS  
 

• Financial Advisors  

• Administrative Support Professionals  
 

PREPARING FOR THE CHANGE  
 

Impact  

For Financial Advisors, this change means some added work, as they will no longer be 

able to simply give handwritten notes to their support staff to enter for them. For 

Administrative Professionals, this change means they will have more time available, as 

this will no longer be an ongoing responsibility. Therefore, Administrative Professionals 

will be able to provide deeper support for their Advisors and use this time for more 

meaningful work. It also means that there will be fewer inaccuracies in the client database 

and fewer interruptions where Admins are asking Advisors to “translate” what is in the 

handwritten notes.   
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Motivation  
Without this change, the Organization will continue to struggle with incomplete/inaccurate 

client information, which poses an audit risk. This incomplete/inaccurate information may 

also reduce the Financial Advisor’s ability to serve our clients and reduce his or her 

credibility in the future.  

 

MANAGING THE CHANGE 
 
Communication  

Financial Advisors will be informed of this change during their quarterly meeting with 

leadership. They will be responsible for sharing the information with their support staff.  

 

Knowledge/Ability  
Advisors already have access to the client database and know how to enter notes in it. 

They may struggle to find the time for this additional task, however, it is important that 

they prioritize it. We should recommend that Administrative Professionals schedule a 

minimum of 30 free minutes between client meetings to allow Advisors to do this. 

Alternatively, Advisors have the option to enter notes “real time” while the client is with 

them.   

 

Tracking  
Managers should perform frequent random “spot checks” to verify that notes are entered 

promptly. Additionally, for the first month, Managers should do one-on-one check-ins with 

both Advisors and Admins on a weekly basis to ensure the new policy is being followed. 

Those who are not following the new policy should be given additional support if needed. 

Those who are habitually non-compliant may be given a formal warning.  
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REINFORCING THE CHANGE  
 

It is important that Managers provide ample praise for Advisors and Admins who are 

successfully adopting the new policy. A small budget has been established so that 

Managers can provide gift cards to those who successfully pass a random spot check. 

These Advisor/Admin teams will also be recognized in the weekly internal newsletter. 

Continuing to follow this policy should be noted in performance reviews and positively 

impact bonus structure in the future.  

 

 

A blank Change Management Plan template is available as a downloadable Word 

document on the Resource Page for this Learning Lab. 
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Change Management vs. Project Management  
 

Project Management is closely tied to Change Management. Many change 

implementations ultimately become projects which must be executed. While these are 

two separate disciplines, they often go hand-in-hand.  
 
 Change Management Project Management 

Definition 

To ensure that impacted employees 

embrace, adopt and use the 

solution associated with the change 

To ensure that the solution is 

designed, developed and 

delivered effectively 

Focus 
Employees impacted by a project or 

initiative (those who must adopt 

and use the change) 

Tasks and activities required 

to create and implement the 

solution associated with the 

change  

Process 

Prepare for the Change  

Manage the Change  

Reinforce the Change 

Initiating  

Planning 

Executing 

Monitoring & Controlling  

Closing 

Success 
Measurements 

Speed of adoption 

Utilization 

Proficiency  

Achievement of results and 

outcomes  

On time  

On budget  

Meets technical requirements 

Achievement of results and 

outcomes  

 
Source: Prosci, Change Management and Project Management: A Side-by-Side Comparison 
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In terms of documentation, the progression generally looks like this:  

 

Business Case  
Change 

Management Plan  Project Charter  Project Plan 

CHANGE MANAGEMENT  PROJECT MANAGEMENT 

 
 

A Business Case provides justification for why a change is needed.  

 

Once approved, a Change Management Plan is created to define strategies for managing 

the emotional aspects related to the change for stakeholders.  

 

At the same time, a new project is launched.  

 

To initiate the project, the Project Manager (you or someone else) creates a Project 

Charter. This document outlines all of the details of the project, including people involved 

and constraints such as budget and deadlines. The information in the Business Case 

“feeds” into this document, but the Charter defines these aspects in greater detail.  

 

Once the Charter is approved, the project officially starts. The PM then creates a detailed 

Project Plan (a step-by-step course of action, breaking down tasks and deadlines) to take 

the project to completion.  
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Evaluating Change Results  
 

Once a change has been fully implemented and adopted, you may want to provide some 

reporting on the results achieved. Specifically, most business leaders want to evaluate 

both how well a change was adopted and the realization of benefits resulting from a 

change. Demonstrating this with data is a useful way of validating that a change effort 

was successful.  

 

Qualitative vs. Quantitative Data 
 

Two types of data may be of interest:  Qualitative data involves numerical values—for 

example: how much, how many, how often, etc. Quantitative data involves non-

numerical values—it is more descriptive in nature and often subjective (rather than 

objective).  

 

Each type of data has its own advantages and disadvantages, but together they 

complement one another and provide a complete picture of the results achieved.  

 

For example, a change initiative may have the following results:   

• 74% of employees are following the new process within the first week (quantitative)  

• The management team is pleased with this rate of adoption for the new process 

(qualitative)  

 

Measuring Results of the Change  
 

While it’s helpful to track measurements about the change itself (e.g. how many people 

are following a new process?), it is also useful to track the results of the change (e.g. how 

has that new process impacted output?) After all, that’s the true purpose of the change—

though, of course, one certainly impacts the other.  
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To do this, there are several things you must first identify:  

 

1. Your baseline: What is the starting point?  

 

2. Your goal: What impact are you hoping the change will have?  

 

3. Your timeline: At what points should you check in after the change to evaluate the 

feedback and data? (e.g. 30/60/90 days and beyond)  

 

4. Other factors: What other factors may also impact the situation (not related to the 

change itself)?  

 

Example 
 

Baseline: The Admins are spending 5-10 hours per week transcribing notes from the 

Advisors (including time spent asking questions to clarify). Approximately 50% of client 

accounts have incorrect or missing notes.  

 

Goal: After the change, we expect Advisors will spend 2-4 hours per week transcribing 

their own notes and (within 1 year) less than 20% of client accounts will have incorrect or 

missing notes.  

 

Timeline: We will evaluate time being used and client account accuracy at 30 days, 60 

days, 90 days, 6 months and 1 year.  

 

Other factors: Client account accuracy may be impacted by other individuals (non-

Advisors) adding or changing notes. We may want to consider adding new data protection 

mechanisms to prevent this.  
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Potential Measurements    

• Speed of Adoption: How quickly did people adopt the change?  

• Utilization: How many people are using the change?  

• Competency: How many issues are people experiencing while adopting the 
change?  

• Proficiency: How accurately/efficiently are people using the change?  

• Satisfaction: How happy are people with the change?  

• Perception: How is the change being perceived within various stakeholder groups?  

• Impact: What impact has the change had on the problem/opportunity?  

 

 

NOTE: Metrics are typically defined by the Project team, not the Change team. 

However, it is important that everyone involved have an appreciation for the desired 

business results. 
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Appendix  
 

The following additional materials are provided to enhance your learning experience 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

71  

Overview of 15 Popular Change Management Models 
The following table provides an overview of some of the most popular change 

management models. This is not an exhaustive list. Each model has an extensive body 

of research surrounding it. It is beyond the scope of this Learning Lab to dive deep into 

all of these models. However, if you’re interested in learning more, the reference list below 

the table (on page 77) and the Recommended Reading list in the Appendix (on page 80) 

will help you get started. Keep in mind that many of these models are quite similar.  
 
NAME DESCRIPTION 

Prosci Change Triangle 

Model 

Describes the 4 aspects of a successful change initiative and how 

they relate to one another. 
1. SUCCESS represents the purpose of an initiative or 

project (at the center of the model) 
2. LEADERSHIP/SPONSORSHIP represents the strategy 

and direction of an initiative or project 
3. PROJECT MANAGEMENT represents the technical side 

of an initiative or project 

4. CHANGE MANAGEMENT represents the people side of 
an initiative or project 

Prosci 3-Phase Process 
(Organizational Change) 

A structured, repeatable and adaptable approach for managing the 
people side of change. 

Phase 1: Prepare Approach 
• Define Success – What are we trying to achieve? 

• Define Impact – Who has to do their jobs differently and 
how? 

• Define Approach – What will it take to achieve success? 

Phase 2: Manage Change 
• Plan and Act – What will we do to prepare, equip and 

support people? 
• Track Performance – How are we doing? 

• Adapt Actions – What adjustments do we need to make? 
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Phase 3: Sustain Outcomes 

• Review Performance – Now, where are we? 
• Activate Sustainment – What is needed to ensure the 

change sticks? 
• Transfer Ownership – Who will assume ownership and 

sustain the outcomes? 

Prosci ADKAR 
(Individual Change) 

Addresses challenges by equipping leaders with the right 
strategies and tools, and individuals with the right information, 

motivation and ability to successfully move through changes in the 
organization. 

A – Awareness of the need for the change  
D – Desire to participate and support the change  

K – Knowledge regarding how to change  
A – Ability to implement desired skills and behaviors  

R – Reinforcement to sustain the change  

Patterson-Conner 
Commitment Curve 

Explains how an individual’s commitment to major new 
organizational requirements increases over time. The model 

suggests that the degree of support individuals display for new 
mindsets or behaviors passes through three broad developmental 

phases:  
 

Phase 1 – Preparation  

• Contact 

• Awareness  
Phase 2 – Acceptance  

• Understanding  

• Positive Perception  

• Experimentation  

• Adoption  
Phase 3 – Commitment  

• Institutionalization  

• Internalization  
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Kotter Change Model Defines 8 success factors for leading change:  

 
1. CREATE A SENSE OF URGENCY: Help others see the need 

for change and the importance of acting immediately. 
 

2. BUILD A GUIDING COALITION: Bring together people to guide 
it, coordinate it, and communicate activities. 

 

3. FORM A STRATEGIC VISION AND INITIATIVES: Clarify how 
the future will be different and how you can make it a reality 

through the change initiatives. 
 

4. ENLIST A VOLUNTEER ARMY: Rally people around a 
common opportunity. Gain buy in and drive them in the same 

direction.  
 

5. ENABLE ACTION BY REMOVING BARRIERS: Give people 
the freedom necessary to work across silos and generate real 

impact. 

 
6. GENERATE SHORT-TERM WINS: Recognize, collect and 

communicate small accomplishments early and often to track 
progress and energize people to persist. 

 
7. SUSTAIN ACCELERATION: Press harder after the first 

successes based on increased credibility. Be relentless with 
initiating change after change until the vision is a reality. 

 
8. INSTITUTE CHANGE: Articulate the connections between the 

new behaviors and organizational success, making sure they 

continue until they become strong enough to replace old habits. 
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McKinsey 7S Model Identifies 7 internal elements of an organization that may need to 

be realigned for a change to be successful:  
 

1. STRATEGY: your organization's plan for building and 
maintaining an advantage over its competitors. 

 
2. STRUCTURE: how your company is organized (how 

departments and teams are structured, including who reports 

to whom). 
 

3. SYSTEMS: the daily activities and procedures that staff use to 
get the job done. 

 
4. SHARED VALUES: the core values of the organization that 

reflect its general work ethic.  
 

5. STYLE: the style of leadership adopted. 
 

6. STAFF: the employees and their general capabilities. 

 
7. SKILLS: the actual skills and competencies of the 

organization's employees. 
 

Developed in the late 1970s by Tom Peters and Robert Waterman, 
former consultants at McKinsey & Company 

Lewin’s 3 Stage Model Describes the nature of change, its implementation, and common 
challenges: 

 

1. UNFREEZE: Determine changes, create need, gain support, 
manage concerns  

 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

75  

2. CHANGE: Communicate changes, dispel rumors, empower 

action, educate and support  
 

3. REFREEZE: Anchor change, acknowledge efforts, celebrate 
success 

Burke Litwin Model (1992)  Portrays the variables that need to be considered to predict and 

explain the total behavior output of an organization, the most 
important interactions between these variables, and how they 

affect change. Defines 4 groups of elements:  
 

1. EXTERNAL ENVIRONMENT: represents any forces or 
conditions outside of the organization that will affect its 

processes. 
 

2. INDIVIDUAL AND ORGANIZATIONAL PERFORMANCE: 
represents the overall output of the organization.  

 

3. TRANSFORMATIONAL: represents deeply embedded 
processes and characteristics of the organization 

• Leadership 

• Mission & Strategy  

• Culture  
 

4. TRANSACTIONAL: represents the day-to-day operations 
within the organization 

• Management practices  

• Structure 

• Systems (Policies & Procedures) 

• Work Unit Climate 

• Motivation  

• Task Requirements / Individual Skills & Abilities  

• Individual Needs & Values  
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Developed in 1992 by two organizational change consultants, 
W.W. Burke & G.H. Litwin 

Weisbord 6 Box Model 
(1978)  

Used to diagnose organizational issues. Outlines 6 possible areas 
of investigation to determine where the organization is not 

functioning as efficiently as it could:  

 
1. PURPOSE: Mission, vision and goals  

 
2. STRUCTURE: Division of work, reporting structures    

 
3. RELATIONSHIPS: Dynamics, communication, collaboration, 

conflict management   
 

4. REWARDS: Incentives, recognition and performance 
management   

 

5. LEADERSHIP: Responsibility, accountability and balance   
 

6. SUPPORTING MECHANISMS: Policies, procedures, 
planning, budgeting and controlling systems 

 
Developed in 1978 by Marvin Ross Weisbord 

Nadler and Tushman 
Congruence Model 

Looks at four factors that allow transforming inputs into outputs:  
 

1. TASK: Work carried out by employees  

 
2. INDIVIDUAL: The people in the organization  

 
3. FORMAL ORGANIZATION: policies, procedures, business 

systems, etc.  
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4. INFORMAL ORGANIZATION: purpose, vision, values, etc.  
 

Suggests that if a change impacts one area, it will have a domino 
effect on the other areas. Any action impacting one input will always 

impact all four. You will only reach the desired output when the 
system is congruent. This model helps you take a holistic 

perspective of the components of the organization that can affect 

(or be affected by) a change. 

Bridges Transition Model Identifies the three stages an individual experiences during 

change:  
 

1. ENDING WHAT CURRENTLY IS: people identify what they are 
losing and learn how to manage these losses. 

 
2. THE NEUTRAL ZONE: an in-between time when the old is 

gone but the new isn’t fully operational. This is when the critical 

psychological realignments take place. 
 

3. THE NEW BEGINNING: marked by a release of energy in a 
new direction–an expression of a fresh identity. 

Rogers Innovation 
Adoption Curve 

AKA Multi-step Flow Theory and Diffusion of Innovations Theory  
 

Classifies adopters of innovations into various categories based 
on their openness to adaptation.  

 

• INNOVATORS: People who “pull” the change.  
 

• EARLY ADOPTERS: Try out new ideas but in a cautious way.  
 

• EARLY MAJORITY: Careful people who accept the change 
earlier than the average.  
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• LATE MAJORITY: Skeptical people who only accept the idea 

once the majority does.  

 
• LAGGARDS: Traditional people who are critical of new ideas 

and only accept once it’s become mainstream.  

 
When implementing change, don’t try to convince the masses 

right away. Instead, focus first on innovators and early adopters.  

Nudge Theory The basis of the theory is that nudging change along is much more 

effective than trying to enforce it in a traditional sense. Rather than 
telling your employees what to do, the choice landscape is 

designed so that employees are choosing the needed change 

themselves. 
 

The 7 stages of the Nudge Theory Change Management Model: 
 

• Stage 1: Clearly define your changes 
 

• Stage 2: Consider the changes from your employee point of 
view 

 
• Stage 3: Use evidence to show the best options 

 

• Stage 4: Present the changes as a choice 
 

• Stage 5: Listen to feedback 
 

• Stage 6: Limit obstacles 
 

• Stage 7: Keep the momentum up with short-term wins 
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Easier Model Acts as a checklist to ensure successful change. EASIER is an 

acronym for these steps:  
 

• ENVISION: Develop a vision statement that encapsulates the 
change.  
 

• ACTIVATE: Clearly communicate the vision, specifically 
detailing individual roles.  

 

• SUPPORT: Act as a support system through the change 
process.  

 

• IMPLEMENT: Before enacting the change, ensure everyone 
understands the risks and what is required for a successful 
change. 

 

• ENSURE: Hold people accountable and take steps to fortify the 
change so that it becomes the “new normal” of the organization.  

 

• RECOGNIZE: Provide praise, recognition and feedback to all 
employees involved in the change process.  

Switch Framework Establishes a change process based around a goal, encouraging a 

balance between the rational side of the brain, which has a clear 
path of thought, and the emotional side of the brain, which is fueled 

by motivation towards the goal. Involves directing, motivating and 
shaping the individual’s behaviors and response to the change.  
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DISC Behavioral Assessment  
 

We all have a certain way of “showing up” in the workplace. We have a natural style of 

behavior that feels comfortable and right. This is how we prefer to operate.  

 

However, as humans, we also have the ability to consciously choose how we behave in 

any given situation. Adaptation is an important component of professionalism.  

 

The DISC Assessment helps you better understand your natural behavioral style, how 

you’re currently adapting to others in the workplace and how you might adapt more 

effectively. It is a very useful self-awareness tool.  

 

The DISC measures 4 aspects of behavior: 

• Dominance: confidence, focus on results   

• Influence: social, focus on relationships  

• Steadiness: dependable, focus on cooperation  

• Conscientiousness: competent, focus on quality and accuracy   

 

Everyone possesses a mixture of all aspects, but most people are “high” in one or two 

aspects, and “low” in the others.  

 

As it relates to Change Management, the DISC Assessment can help you better 

understand how you deal with change and why you may resist it. On the next page, you 

will find a very brief, high-level description of the DISC styles and how they each deal with 

change.  

 

If you would like to dive deeper into this material and take the DISC Assessment for 

yourself, please inquire via email: Chrissy@EatYourCareer.com.  
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 High Low 

Dominance 
Prefers to jump into the change 

quickly 

Prefers to observe the change 

first; may slow the change 

process for others 

Influence 

Prefers to go through change with 

a group and share experiences; 

deeper focus on conversations 

than metrics 

Prefers to internalize and reflect 

on change privately; may 

appear skeptical at first 

Steadiness 

Prefers lots of warning about 

upcoming changes; wants to take it 

one step at a time; needs a plan 

and to understand the “why” 

behind changes 

Prefers to be flexible and agile 

and see where changes lead; 

planning isn’t necessary 

Conscientiousness 

Prefers justified changes that lead 

to efficiencies; often try to poke 

holes in plans and identify 

shortcomings 

Prefers to rely on gut instinct 

instead of plans; remains open 

to new ways of doing things 

 
 
 

 

 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

83  
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About Your Presenter 
 

Chrissy Scivicque is a certified Project Management 

Professional (PMP) and certified Professional 

Career Manager (PCM). She is also the founder of 

EatYourCareer.com, a website devoted to “helping 

you create a nourishing professional life.” Through 

her company (CCS Ventures, LLC), Chrissy 

provides education, resources and support to help 

elevate workplace performance and increase career 

satisfaction.  

 

Chrissy has developed and delivered training for professionals inside some of the world’s 

most recognized companies including Accenture, Capital One, Microsoft, Northrop 

Grumman, W.W. Grainger, TIAA-CREF, Georgia Power, GoDaddy, Turner Broadcasting, 

and more. (References are available upon request.) Working in coordination with 

stakeholders in the organization, Chrissy helps define desired business outcomes and 

creates measurable, positive results with her work.  

 

Chrissy is currently a former career expert for U.S. News & World Report and her work is 

regularly featured on other popular sites including Monster.com and CareerBuilder. She 

has published over 500 articles on career-related topics and is the author of 3 books: The 

Proactive Professional, The Invisibility Cure, and ELEVATE Admins. (All are available on 

Amazon.)  

 

Chrissy lives in Denver, CO and served as the featured career expert on Good Day 

Colorado for 2 years. 

 
 
 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

85  

About Eat Your Career 
 

 

 

 

 

Chrissy believes that work can be an enriching, nourishing life experience. She loves 

helping professionals figure out what that means for them and how to achieve it. 

 

We provide professional development training and resources to help you conquer 

career complacency & find fulfillment at work. 
 

 

SIGN UP FOR OUR FREE MONTHLY WEBINARS 

www.EatYourCareer.com/signup 
 

 



CHANGE MANAGEMENT LEARNING LAB 
By Chrissy Scivicque, PMP, PCM 

 

 
©2022 CCS Ventures, LLC (Chrissy Scivicque) 

Do not print, copy or distribute without express permission from author 

86  

 

 

 

 
 

The Career Success Library is a convenient, affordable on-demand learning 

center that gives you an unmatched competitive edge in today’s working world. 
Learn more and sign up here: https://mycareerlibrary.com/ 

 

 

Training Webinars  

Enjoy a new virtual training 

course every month. Plus, 

get on-demand access to the 

complete video archives!  
 

Digital Downloads  
Get step-by-step career 

guidance, support and 

education with interactive 

workbooks, worksheets and 

more.  

 

Q&A Sessions  
Learn strategies to help you 

overcome your most 

challenging workplace  

obstacles.  
 

Certificates of Attendance 
Use your proof of training to 

earn continuing Education 

Units (CEUs) for your 

professional certifications.  

 

Audio Sessions 
Download MP3 audio files of 

past Q&A “Ask the Career 

Coach” Sessions.  

Special Events 
Get exclusive invites to 

members-only training and 

networking events. 

 

Interactive Quizzes  
Gain self-awareness and 

expand your business 

acumen with fun and 

thought-provoking quizzes.  
 

Learning Tracks  
Focus on the right training to 

achieve your goals by 

following our simple 

roadmaps.  




