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Beyond the Warm and Fuzzy Stuff
New Trends and Techniques

In Change Management

Presented by

Catherine Smithson
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Our Services

Facilitation, training,
coaching and project
support

* Change Management
« Leadership Development
« Team Effectiveness

“People have two fears about the future.
First, that things will never return to normal.

Second, that they already have.” Anonymous
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Outcomes of session

* Why Invest in change management?

* New research on impact of Change
Management on success of change

* New trends in Change Management

* Assessment of where your organisation
IS at.
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“One doesn’t discover new lands without
consenting to lose sight of the shore
for a very long time.”
Bemg Human Andl‘e Gide, FrenCh noveIiStl'he challenge of change



“Some people change when they see the light,
others when they feel the heat”.
Being ! Human Car()line SChoeder The challenge of change



“Change Is exciting when done by us, but can be

threatening when done to us.”
Being Human Rosabeth Moss Kanter The challenge of change



“Change starts with an ending

and ends with a beginning”.
William Bridges
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What is Change Management?
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What is Change Management?

Communications
A leadership Trainin
Creating capability g
commitment
Stakeholder
Management
A process
and set of
tools
Change
Process
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What is Change Management?

 Change Management is the people side of
change.

|t is complementary to the project or technical
side of change.

e [t has two elements:

— Individual change management - assisting

iIndividuals to cope with and thrive in the new
environment.

— Organisational change management - the

processes, tools and activities to make the change
succeed.
Being! Human The challenge of change



Change Management is changing

« Senior managers are
recognising importance of
people side of change

* New research evidence on ROI
of change management

« What are the drivers of change?

— IT and process improvement
projects

— High $$ cost of project failure

— Better project management
practices

— Employee engagement

— Change capabilities are a
Being Humn,pompetltlve advantage The challenge of change




Stages of change management

adoption

Optional for managers & : :
pr?)jects ) Consistent application [EESSSILIESSCIIAT
all change initiatives

Early stage of Change Mature stage of Change
Management adoption Management adoption
Communication and training Full range used
At implementation or at When introduced When technical & project
resistance & barriers activities start
Different methodologies used Methodologies used Capability builtin one
methodology
Believers and sceptics Manager commitment Senior executives committed

Benefit realisation from change Benefit realisation Consi_stently high %
initiatives varies widely. benefit realisation

People side of change slows Change Capabilities are a
strategy execution competitive advantage




Or there is always....

e, Send Now
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Successes and setbacks

In change

243 cases of change in Australia

Dennis Turner and Michael Crawford, 1998.

Being ! Human

The

I
of c_ases ecutlvesg ved the
intended changes were right

92%

of executives thought their
organisation was capable of
achieving the changes
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Successes and setbacks

In change

243 cases of change in Australia

Dennis Turner and Michael Crawford, 1998.
Being! Human

The reality
33%

of change initiatives achieved
partial or complete success

6 7%

of companies surveyed had at
least one major setback

47 %
had two setbacks
29%

had three setbacks
The challenge of change



Common setbacks

« Speed of change
« Focus on technical aspects

« Lack of attention to people
aspects

« Multiple changes & change fatigue

* Middle managers not supported
— change implementors
— squashed tomatoes

 “The lone ranger” syndrome
 HR systems lagging behind

Your experiences?
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Success rates of change:

10,000 projects worldwide

e Study of 10,000 change
projects worldwide in the United Success rate of change: most projects st
States and Europe. chatenge

 Fortune 500 to small
18%
29%
Succeeded

budget, with required features
& functions

« Challenged: Late, over budget
and /or delivered less than
required.

 Failed: Cancelled or delivered
and never used.

companies.
e Succeeded: On time, on

Challenged
M Failed

53%

Source: The Standish Group, Chaos Study
Research, 2004
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New research

The ROI of Change Management

McKinsey &
“Comp@'@q‘wpalna)highest

benefit realisation had strong
change management
capabilities”. 2002 study of 40
companies.

AUSTRALIAN
' GRADUATE SCHOOL
Al OF MANAGEMENT

“The three capabilities needed for
successful change are
Engagement, Performance
Management and Development of
individuals and organisational
systems.” Turner and Crawford,

1998 study of 240 cases of change.

Being ! Human

PRICEWATERHOUSE(COPERS

“There is a clear link between the
use of change management,
organisations that function at peak
performance and a high project
management maturity level”. 2004
study of 200 companies worldwide.

Pro.

“The ability to meet business
objectives directly correlates with
change management effectiveness”’.
2005 study of 250 companies.
The challenge of change



McKinsey Research:

Change management and
benefit realisation

« Companies with poor change
management capabilities had
the lowest returns from
change.

EXHIBIT 2

Effective changes managamant pays

160

« Companies with strong g -
change management :

iy i g o
capabilities realised the Zw
. 40 -
biggest returns. i
J
=2
« When all 3 levels of s : : ‘ e
management have Change Lo of change-masagement afleciracess
Mana_gement capabllltles, Source: “Helping Employees
organisations achieve Embrace Change” McKinsey
highest benefit realisation Quarterly, 2002, Number 4
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PWC Research:
Change Management and

Project Performance

Figure 17
Change management versus project performance
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Performance

“There is a clear link between change management and the
best performing organisations. Out of the 27 companies that
score the highest in performance, 26 always or often use
change management...”

Source: “Boosting Business Performance through Programme and
Project Management”, Antonio Nieto-Rodriguez, Pricewaterhouse- The challenae of chanae
Bemg HUITI'L‘III Coopers, 2004. g g



PWC Research:

Change Management and
Project Maturity Levels

Figure 18
Change management versus maturity level

100%

80%
== Always or often

60% == Rarely or never

Frequency

40%

20%

0% ; : ; . —
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Maturity

“The same goes for those companies that reached the highest
maturity levels. Our of the 25 companies that reached maturity
Level 5, 24 always or often used change management
in their projects.”

Source: “Boosting Business Performance through
Bei ng Human Programme and Project Management”, Antonio Nieto- The challenge of change
Rodriguez, PricewaterhouseCoopers, 2004.



Prosci Research:
Change management and meeting

objectives

Participants who met or exceeded objectives

100%
88%

90%
80% 75% ,/
60%

40% / /
30% /

0
20% 17%

/
10%
0%
Poor Fair Good Excellent
Being Human Overall effectiveness of change management program 1he challenge of change

Prosci Best Practices in Change Management Report 2007
in production. Data from 430 companies



Prosci Research: Change Management

and staying on schedule

O Over 3 months behind schedule O Within 2 months of schedule

100%- -
90%- s
% 80%- -
= . 56%
'*g 60%- -
B 0
S 50%- 5
)
g 40%- a
) 30%- -
O 44%
<) 0/ o
g 20% 31% 2704 10
10%- -
0% |
Poor and Very Average Very good Excellent
poor
Change Management Effectiveness The challenge of change
Bein g H UF!PO%(':‘i Best Practices in Change Manageme%t Report2005

in production. Data from 411 companies



New trends In

Change Management

A consistent
Change Management
methodology
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Prosci Best Practices in Change

Management Report

A majority of organisations now uses a change management
methodology instead of ad hoc approaches.

2005 2003

13%

M Yes
B No
Don't know

HYes
Bl No

55% Don't know
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New trends In

Change Management

Integrate with
project management

Octaber [ Nowermber December [Jaruary |February

a Task hame Duration 2209 [ 29/09 [ 060 [ 1310 [ 20010 [ 2710 [03A1 [10M1 [ 1771 | 2411 | 01712 [08A2 [ 1512 | 2212 | 2812 | 0501 [ 12001 [ 18001 | 26001 | 02002 | 0902
= Initisl High-Level Circuit Desigr Tday| A

Research 81 days
= PIC1EHTES 24 days
= Swipe Card Bdays
ez} Keypad B tays
] Lock B days
= Time Chip S days
ez} USB Intertace B0 tays
= Basic Circuit Buildup B days

Microcontroller Programir | 50 days ?

= PIC Comm. ¥/ Card Read 10 days
= 2 LED Display ((not-)acce 2 tays
] PIC Comm. V! Keypad 4 days?
= Aicdel Powver Regulator S days
= PIC Comm. Wi Lock 4 tays
] PIC Comm. Wi Time Chip 5 days?
Interrial Log Table on PIC 10 dlays?

User List 14 days

] A User B days
Delete User Fdays

hincity Liser Info 5 days?

PC Software 42 days?

= USB Driver 15 days?
Downioad Log 6 days?

A User Bdays

4 Delete User 3days
hioity User Info Sdays

|z aul 10 dlays?
Database 7 days

|z Final Testing and Touch Ups 29 days?

Being' Human The challenge of change



The Prosci Change Triangle

Leadership / Sponsorship

Projects meet
objectives

Projects finish
on time and on budget

Return on investment

A (ROI) realized A

Project Management Change Management

Being' Human The challenge of change

©Prosci. Used with permission under terms of license agreement.
www.change-management.com



New trends In

Change Management

Scaleable and
customised

Being' Human The challenge of change



Prosci
Change
Management
Process

g fum

i Phase 1 - Preparing for change

~

Phase 2 — Managing change

Phase 3 - Reinforcing change i

The challenge of change



New trends In

Change Management

Build internal
capabilities

Being' Human The challenge of change



New trends In

Change Management

Manage individual &
organisational change

Beyond communications
and training

Being ! Human

Change Managers as coaches

Enterprise change
management

The challenge of change



