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Welcome

In this session, we’ll explore

• Overview of Sustainable Change

• Sustainability Roadmap Components
� Sponsorship

� Change Network

� Organizational Alignment
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� Organizational Alignment

� Communication

� Training 

� Support

• Resulting Benefits

• Q&A



Overview: Sustainable Change

• Occurs when
� Technology, process and people and are fully aligned with 

the change
� Change is incorporated into the organization’s culture
� Change becomes “the way we do it around here”

• Meeting the ‘go live’ date is just part of the journey

• Requires continued momentum beyond the transition

Current Current 
StateState

TechnologyTechnology
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• Requires continued momentum beyond the transition

• Most difficult phase of the change process 
� People who implement the change have already completed

the transformation to the future state; they forget that others 
have only begun their journey (Marathon Effect) 

• Need a detailed Roadmap to navigate through change 
impacts and its complexity

� Scope: up to go live, immediately after, interim and long term
� Align to company’s business strategy
� Integrate with other initiatives

DesiredDesired
Future StateFuture State

PeoplePeople ProcessProcess



Overview: Phases of Change
)

Stakeholders need to move through four phases of change 
to achieve long-term sustainability
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Overview: What Change Looks Like 
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Sustainability Roadmap: Sponsorship

Building CommitmentBuilding Commitment

• Be the ambassador

• Determine and sell the vision

• Motivate others to work towards the 
desired future

• Encourage collaboration

Achieving CommitmentAchieving Commitment

• Become the owner

• Lead the new world

• Motivate others to incorporate change

• Realign the organization, as needed

• Model expected behaviors
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• Encourage collaboration

• Determine scope

• Allocate resources

• Make critical decisions

• Resolve escalated issues

• Communicate to others about change

• Ultimately held accountable to meet 
the go live date

• Model expected behaviors

• Provide strong, visible ongoing 
operations support

• Communicate to others the realized 
benefits, success stories, etc.

• Look for the next transformational 
change

• Ultimately held accountable for the 
company’s success



Sustainability Roadmap: Change Network

Building CommitmentBuilding Commitment

• Are change champions

• Comprised of employees across 
levels and business lines

� Note: include executives other than 
Project Sponsors

• Meets regularly to share information 

Achieving CommitmentAchieving Commitment

• Become super users 
� Note: smaller # than change 

champions

• Motivate others to incorporate change

• Model expected behaviors

• Provide strong, visible ongoing 
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• Meets regularly to share information 
and provide feedback

• Collaborates on the change

• Acts as a communication media for 
spreading messages and collecting 
information

• Builds enthusiasm throughout the 
organization

• Provide strong, visible ongoing 
operations support and training

• Communicate to others the realized 
benefits, success stories, etc.



Building CommitmentBuilding Commitment

• Provide organization realignment

• Inventory current state

• Revise business processes

• Revise the policies

• Realign jobs/roles to support the revised 
business processes and policies

Sustainability Roadmap: Org. Alignment
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business processes and policies

• Realign reporting structures

• Update performance metrics

Achieving CommitmentAchieving Commitment

• Provide organization management

• Provide ongoing coaching and 
enforcement

• Hold stakeholders accountable via 
performance management

• Reward based on performance

Adapted from the concepts 
developed by Jay R. Galbraith, 
Designing Organizations



Sustainability Roadmap: Communication

Building CommitmentBuilding Commitment

• Provide change communication

• Communicate the purpose

• Paint a picture of the desired future

• Explain the journey to the desired 
future

Achieving CommitmentAchieving Commitment

• Provide corporate communication

• Re-iterate transition messaging
� What has changed
� What is expected of them
� Where to get information or help

• Communicate where we were versus
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� Key phases
� What will be expected of them and 

what they can expect in return

• Utilize existing and develop new 
communication media

• Encourage two-way communication

• Celebrate successes

• Communicate where we were versus
where we are now

• Paint a picture of the current state

• Utilize existing communication media

• Reinforce expected behavior

• Encourage two-way communication



Sustainability Roadmap: Training

Building CommitmentBuilding Commitment

• Provide skill-set realignment

• Determine who will be impacted, to 
what extent and how

• Utilize existing and develop new 
training media

• Develop new and revised role-based 

Achieving CommitmentAchieving Commitment

• Provide skill-set management

• Update company-wide training to 
reflect change

� New employee orientation
� Employee development plans
� Training catalog
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• Develop new and revised role-based 
training material

• Deliver training to end users and 
support staff prior to go live

• Measure success of training

• Monitor job/role results to determine 
additional training and coaching 
needs

• Measure success of training



Sustainability Roadmap: Support
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Steady State

Peak volume

Transition to steady state support as the 
system becomes more stable
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Support for 2 weeks 
beyond go live

Approx. another 2 weeks
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Building CommitmentBuilding Commitment

• Identify Business & Technical Support 
Resources – include project team and 
existing support structure

• Include Support Resources in training

• Build Support Plan; communicate to all 
stakeholders 

Achieving CommitmentAchieving Commitment
• Immediate: Build & Staff a dedicated 

Command Center with extended support 
hours; Daily Update Communications

• Interim: Transition to existing Support 
Structure; Project Team members roll off 
project

• Long Term: Existing Support Structure is 
the starting point; Business & Technical 
resources pulled in as Level 2/3 



Resulting Benefits

• Sustainable Integration
� Fully incorporate the change into the 

organization’s culture – not just “flipping the 
switch”

• Business Realization
� As change is sustained, the desired future state 

(dream) becomes the new current state (reality)

• Business Optimization

��

Current 
State

Technology
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• Business Optimization
� Achieve expected profits and continue to grow 

the organization as a whole

• Change Ready Culture
� Successfully moving to the new current state 

prepares the organization for the next round of 
change

� Sustaining changes begets change
Desired
Future
State

People Process
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