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Prosci’s Change Scorecard is a powerful framework and tool that I believe is a difference-maker for me, 
my organization and our strategic change practice. It’s become essential to my practice. As a change 
leader, it pulls together the tenets, methodology, and tools making application easy and purpose-driven. 

By facilitating the dialogue to define and monitor the Change Scorecard, project and change leaders are 
able to slice through complex changes and lead with greater clarity, focus and alignment on results. 

Most importantly, the Prosci Change Scorecard gave me a tool to tell the story of how the change is 
progressing with the data to back it up. Sponsors no longer need to rely on anecdotal information, or 
worse, find out way too late that the change is off-course. Our Sponsors are listening, gaining insight and 
taking positive actions in support of the people-side of change in a way they’ve never before. It is 
generating more sponsorship of change management in my organization and proving that change 
management is a worthwhile and necessary investment! 

Lisa M. Kempton, CCMP
Leader, Strategic Transformation Team, Fraser Health
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Lisa M. Kempton, CCMP
Leader, Strategic Transformation Team, Fraser Health

Don’t miss Lisa at ACMP 
2018 in Las Vegas!

Tuesday, March 27
2:45-3:45 p.m.
Room: Neopolitan 1
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The goal of the scorecard is to create
clarity and alignment on 

what our change is aiming to 
deliver so that we can more 

effectively manage to outcomes.
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What is 
your 

finish line?
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Change
Management
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Why are we changing?

Requirements Results
Outputs Outcomes

Specifications Sustainment

Installation Realization

Solutions Benefits

*

* Daryl Conner
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Engagement to Create Shared Definition of Success

Sponsors
CM

Team

Why are we 
changing?

What is our
finish line?

What does “done” mean? 
How would we know?

Project
Team

How do we 
define success?
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Alignment is the necessary condition 
before empowering the individual will 
empower the whole team. 

Empowering the individual when there 
is a relatively low level of alignment 
worsens the chaos and makes 
managing the team even more difficult.

Peter Senge
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With alignment on where we are going….
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Without alignment….
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Definition of Goals and Objectives Drives Results

Poorly
Defined

Goals and
Objectives

Adequately
Defined

Well
Defined

Very
Well

Defined

= met objectives= exceeded objectives
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Prosci Change Scorecard Value Summary

Make application easy and purpose-driven
 Slice through the complexity of change
 Tell the story of change progress with data and tools
 Get sponsors to listen and taking positive action
 Demonstrate CM is worthwhile and necessary

Clarity Alignment Focus

© Prosci. All Rights Reserved. 18
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Case Study

Challenge

Fraser 
Health

Scorecard

Impact
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Abbotsford Regional Hospital 
Cares for 

330,000 people

1200 
I m p a c t e d  p ro fe s s i o n a l s

F i r s t  S i t e  L i v e  

Nov 2016

12 H o s p i t a l s

Integrated Plan of Care (IPoC) Enables Clinicians to 
Document Electronically for Better Care 

© Prosci. All Rights Reserved. 22

Integrated Plan of Care
Change Scorecard

Integrated Plan of Care Change Scorecard
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The Change Scorecard gave us the objective 
data we needed to make decisions and feel 
confident about the change.  It increased 

our ability to be responsive to the needs of 
our people.

Megan Stowe
Chief Clinical Information Officer

Fraser Health

“
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Change Practitioner Perspective

Change Practitioner Perspective

1. Makes the application of Prosci’s methodology easier and purpose-driven.     
2. Engaging the project team and sponsor to co-create the scorecard leads to greater clarity, 

alignment and focus.  
3. Illustrates the story of how the change is progressing with the data to back it up.
4. Increases commitment to change management activities because it demonstrates the 

connection between activities and results.    
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Science
Structure

Art
Application

• Big questions
• Connections
• Research foundation
• Outcome + Activity
• Structure (3x3)
• Diagnostic tools

• Readiness (assessment)
• Definition of results and outcomes
• Facilitating difficult conversations
• Stakeholder engagement
• Application process
• Zoom

Science
Structure

Art
Application

• Big questions
• Connections
• Research foundation
• Outcome + Activity
• Structure (3x3)
• Diagnostic tools

• Readiness (assessment)
• Definition of results and outcomes
• Facilitating difficult conversations
• Stakeholder engagement
• Application process
• Zoom

Science + Art of the Change Scorecard
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Organizational Performance
Results and 
outcomesDid the initiative deliver 

what was expected?

Individual Performance
Adoption 
and usageHow effectively did impacted 

individuals adopt and use the change?

Change Management Performance

Effective CMHow well did we “do” 
change management?

Organizational Performance

Did the initiative deliver 
what was expected?

Individual Performance

How effectively did impacted 
individuals adopt and use the change?

Change Management Performance

How well did we “do” 
change management?

Three Big Question
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Organizational Performance
Results and outcomes

Individual Performance
Adoption and usage

CM Performance
Effective CM

What percent of the 
project’s expected results 
and outcomes depend on 

adoption and usage?

What CM steps can we 
take to drive needed 
adoption and usage?

Connections



Copyright 2017 Prosci.  All rights reserved.  
solutions@prosci.com 15

Measuring Change and Driving Results with the Prosci Change Scorecard 
Prosci webinars – www.prosci.com/webinars

© Prosci. All Rights Reserved. 29

Prosci Change Scorecard Based on the Research
Measurement Research Questions

Did you measure the effectiveness 
of your change management effort in 

support of the project?
What metrics did you use?

Did you measure whether the 
change was occurring at the 

individual level?
What metrics did you use?

Did you have to report on change management 
effectiveness of the project?

To whom? What metrics did you use?

How did you demonstrate the value-
add of applying change management 

on the project?

How did you measure the 
overall outcome of applying change 

management on the project?

© Prosci. All Rights Reserved. 30
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Benefit realization

Project success

Performance improvement 

Results and outcomes

Objectives set

Readiness (Change and Business)

Key Performance Indicators

Progress to plan

Return on Investment (ROI)

Objectives met

Performance against deliverables

Adherence to schedule

Organizational Performance
Early During Late

© Prosci. All Rights Reserved. 32

Adoption

Usage

Engagement

Results and outcomes

Buy-in and commitment

Readiness (Individual)

Awareness
Proficiency

Compliance

Participation

Understanding

Individual Performance
Early During Late
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Early During Late

Applying approach

Activity completion

Communication deliveries

Results and outcomes

Activity effectiveness

Compliance and usage audits
Collection of feedback

Training delivery/attendance
Communication effectiveness

Training effectiveness

Dedicating resources
Scaling and customizing

Sustainment activities

Change Management Performance

© Prosci. All Rights Reserved. 34

Organizational Performance

Individual Performance

Change Management Performance

Measurement Framework

Objectives set
Readiness

Progress to plan
Deliverables met
Schedule adherence
KPIs

Benefit realization
Project success
Objectives met
Performance improvement

Approach
Resources
Scaling and customizing

Activity completion
Comm. completion
Training completion

Activity effectiveness
Compliance/usage audits
Collection of feedback
Sustainment activities

Buy-in and commitment
Awareness
Readiness

Understanding
Engagement
Participation

Usage
Compliance
Adoption
Proficiency
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Organizational Performance

Individual Performance

Change Management Performance

Objectives set
Readiness

Progress to plan
Deliverables met
Schedule adherence
KPIs

Benefit realization
Project success
Objectives met
Performance improvement

Approach
Resources
Scaling and customizing

Activity completion
Comm. completion
Training completion

Activity effectiveness
Compliance/usage audits
Collection of feedback
Sustainment activities

Buy-in and commitment
Awareness
Readiness

Understanding
Engagement
Participation

Usage
Compliance
Adoption
Proficiency

Outcome

Outcome

Activity

Outcome and Activity

© Prosci. All Rights Reserved. 36
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Evolution

2014

Version 0.0

2015

Version 1.0

2016

Version 2.0

2017/2018

Version 3.0
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Organizational Performance

Individual Performance

Change Management Performance

Define Track Deliver

Organizational Performance

Individual Performance

Change Management Performance

Content with Process Guidance
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Organizational Performance
Results and 
outcomesDefine Track Deliver

Individual Performance
Adoption 
and usageDefine Track Deliver

Change Management Performance

Effective CM
Define Track Deliver

Prosci Change Scorecard
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Organizational Performance
Results and 
outcomesDefine

Success

Progress to Plan 
(tech side)

PCT (over time)

Value
Realization

Individual Performance
Adoption 
and usageDefine

Impact

ADKAR Progress 
(ADKAR 

Dashboard)

Adoption
Utilization
Proficiency

Change Management Performance

Effective CMDefine CM
Approach

Progress to Plan 
(people side)

Best Practice Audit

CM Application
Effectiveness

Prosci Change Scorecard



Copyright 2017 Prosci.  All rights reserved.  
solutions@prosci.com 21

Measuring Change and Driving Results with the Prosci Change Scorecard 
Prosci webinars – www.prosci.com/webinars

© Prosci. All Rights Reserved. 41

Prosci 
Change 
Scorecard

© Prosci. All Rights Reserved. 42
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Organizational Performance

Define Track Deliver

Individual Performance

Define Track Deliver

CM Performance

Define Track Deliver

• Organizational benefits and project 
objectives fully defined:

• In a high degree of clarity:

• And assigned a priority:

• With an evaluation of people dependency:

• With defined units of measure:

• With assigned benefit/objective owner:

• Ready to be socialized:

• Change requisites (charter, scope, plan, 
resources, etc.):

Benefits

Objectives

What the organization
gains

What the project
achieves

Define SUCCESS

© Prosci. All Rights Reserved. 44
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Organizational Performance

Define Track Deliver

Individual Performance

Define Track Deliver

CM Performance

Define Track Deliver

• Impacted groups defined:

• Job aspect impact completed:

• ADKAR milestone dates identified:

Define IMPACT

Processes

Tools

SystemsCompensation

Performance Reviews

Reporting Structure

Critical Behaviors

Job Roles

Location

Mindset/Attitudes/Beliefs

Aspects of a 
Person’s Job You 

Can Impact

J F M A M J J A

Example Group

A

1/5

D

2/10

K

3/25

A

4/30

R

7/29

© Prosci. All Rights Reserved. 46
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Organizational Performance

Define Track Deliver

Individual Performance

Define Track Deliver

CM Performance

Define Track Deliver

• Structured CM approach 
selected and applied:

• Approach scaled and customized:

• Sufficient dedicated resource(s):

• Sufficient dedicated CM budget in place:

• Team adequately prepared: 

• Sponsor coalition evaluated:

• Integration with project plan 
scheduled/planned:

• Change management plans created:

Define CM APPROACH
This is Phase 1+ 

in the Prosci 
Methodology

© Prosci. All Rights Reserved. 48
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Organizational Performance

Define Track Deliver

Individual Performance

Define Track Deliver

CM Performance

Define Track Deliver

Organizational Performance / Track

Progress to Plan  |  PCT Assessment

Individual Performance / Track

ADKAR Assessment

CM Performance / Track

Progress to Plan  |  Best Practices Audit

Track x 3

© Prosci. All Rights Reserved. 50
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Organizational Performance

Define Track Deliver

Individual Performance

Define Track Deliver

CM Performance

Define Track Deliver

Organizational Performance / Deliver

Value Realization
• Metrics with units of measure

Organizational Performance / Deliver

Adoption, Utilization, Proficiency

CM Performance / Deliver

CM Application Effectiveness

• Metrics with units of measure

• Metrics with units of measure

Deliver x 3

© Prosci. All Rights Reserved. 52
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Science + Art of the Change Scorecard

Science
Structure

Art
Application

• Big questions
• Connections
• Research foundation
• Outcome + Activity
• Structure (3x3)
• Diagnostic tools

• Readiness (assessment)
• Definition of results and outcomes
• Facilitating difficult conversations
• Stakeholder engagement
• Application process
• Zoom

© Prosci. All Rights Reserved. 54

Scorecard Readiness Assessment
• Purpose: To assist you to determine if the necessary conditions exist for the successful application of 

the Change Scorecard to your project.
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Defined 
Success 
Metrics 

Asked questions 
to clarify 
intended 
benefits & 
objectives

Identified 
benefit & 
objective 
statements  

Prioritized 
benefits & 
objectives

Identified 
possible 
measures & 
metrics

Assessed 
feasibility of 
measures & 
metrics  

1 2 3 4 5

Defined 
Success 
Metrics 

1

2

3 4

5

Defining Success Metrics
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Stakeholder Engagement Spectrum

Limited
Stakeholder Engagement

Full
Stakeholder Engagement

Building Scorecard and Monitoring Progress

Co-CreateCollaborate
• CM Practitioner (CMP) 

obtains individual 
input and develops 
Scorecard

• CMP is responsible for 
monitoring progress 
and reporting out

Consult

• CMP uses a 
combination of   
individual input and 
small group sessions 
to develop Scorecard

• CMP and PM are 
jointly responsible for 
monitoring and 
reporting progress

• CMP facilitates group 
session(s) to develop 
Scorecard

• CMP, PM and key 
stakeholders are 
jointly responsible for 
monitoring and 
reporting progress

Partial
Stakeholder Engagement
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Change Scorecard Application Process

Plan it up front!
Adjusted for engagement level

3/23: Kickoff meeting

4/5: Review and validation

4/19: Sign off

5/15: Monthly check in

6/15: Monthly check in

7/15: Monthly check in

TBD: After action review
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Zoom
Matters
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Science + Art of the Change Scorecard

Science
Structure

Art
Application

• Big questions
• Connections
• Research foundation
• Outcome + Activity
• Structure (3x3)
• Diagnostic tools

• Readiness (assessment)
• Definition of results and outcomes
• Facilitating difficult conversations
• Stakeholder engagement
• Application process
• Zoom
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How to access the Prosci Change Scorecard:

All Access Portal Subscription (portal.prosci.com)

Advanced Immersion (at Prosci HQ)

Change Scorecard Advisory Workshop

Change Management Project Support Engagement

solutions@prosci.com

Value of the Change Scorecard

Case Study impact at Fraser Health

Science + Art structure and application

Conclusion and Q&A
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Prosci   Solutions
Delivering organizational results by 

catalyzing individual transitions

http://www.prosci.com |  http://blog.prosci.com
changemanagement@prosci.com

Build individual change competencies
Apply change management on initiatives
Embed organizational change capability

http://www.prosci.com
solutions@prosci.com


