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Webinar content begins at:
:02 after the hour

“Audio” Controls

All attendees are in listen-only mode
Auto-detection of your default audio
settings using VolP (Computer audio) only.

Questions

Webinar staff to everyone

Welcome to the webinar!

Click the “Question” icon in
the menu to talk with us.

Technical difficulties
Questions about Prosci solutions
Connect with an Account Manager

Answer the pre-webinar

discussion question
) } Ask the staff a question
Answer question prompts during

the webinar
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Heard Around a Conference Table... We are implementing
a new Customer
Relationship Management
(CRM) system!

Yes, but how is that going to Well, hmmm, we
impact the jobs of Grace, haven't really
Vanessa, Pearl and Rahim? thought of that...

An Organizational Change Requires a Move to a Future State

Current Transition
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An Organizational Change Requires a Move to a Future State

Current Transition

Ultimately requires individuals to move
from their current to their future state
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Bring Change Into Focus

L ®
We’re implementing Which will have a “high” ]
a new CRM system. impact on your job. ( P, e ‘ =
You Can Impact
Fa gy ”®
€ £
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Bring Change Into Focus by Defining Change Impact

The more clearly, we can define the change,
the better we can help people through it.

Prosei | -

ADKAR Model on a Page

ADKAR element Definition What you hear Triggers for building
Why?
@ Awareness Of the need for change “Iunderstand why...” Why now?

What if we don’t?

. To participate and . WIIFM
@ Desire P P “I have decided to...” Personal motivators
support the change Organizational motivators

Within context (after A&D)
® Knowledge On how to change “I know how to...” Need to know during

Need to know after

Size of the K-A gaps

- To implement required
@ Ablllty Kill P d beh .q “l am able to...” Barriers/capacity
SKills and benaviors Practice/coaching

Mechanisms

® Reinforcement To sustain the change “l will continue to...” Measurements

Sustainment
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ADKAR Model on a Page

ADKAR element Definition What you hear Triggers for building
Why?
Awareness Of the need for change “l understand why...” Why now?
What if we don’t?
. To participate and . WIFM
Desire P P “I have decided to...” Personal motivators

support the change Organizational motivators

Within context (after A&D)
Knowledge On how to change “I' know how to...” Need to know during

Need to know after

Size of the K-A gaps

- To implement required
Ablllty . P .q “l am able to...” Barriers/capacity
skills and behaviors Practice/coaching
Mechanisms
Reinforcement To sustain the change “l will continue to...” Measurements

@0 @ &

Sustainment
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You will learn new processes and CRM

We’re implementing Which will have a “high” system modules & tools as well as have
a new CRM system. impact on your job. accountability for customer retention
metrics in your compensation plan.

Prosci | o
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Fa ] o
How focused are your ADKAR tactics for the change

impacts? Drop a pin.

Very Unfocused Very Focused
.. Start the presentation to see live content. For screen share software, share the entire screen. Get help at pollev.com/app ..
11

The 10 Aspects of Change

Impact Model describe the

way a person or group may
be impacted by change.

Prosci | -
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10 Aspects of Change Impact

Location g\ @ Processes
L,
Compensation @ 77 Y*. Systems

Performance % &
Reviews
Aspects of a Person’s Job
You Can Impact
Reporting
Structure : :
. . o
Mindset/Attitudes/ ozo;;o Critical Behaviors
o

Beliefs
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10 Aspects of Change Impact — CRM Example
Location /@ »—\ O Processes
Compensation @ — g ‘ Systems

Performance
Reviews % ( & Tools

Aspects of a Person's Job
You Can Impact

Reporting % F S .

Structure '

Mindset/Attitudes/ /

OO
§ o Opo Critical Behaviors
Beliefs 050
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Mindset and Critical

Behaviors are Connected

A mindset cannot be directly & @

observed. @ ——

Behaviors can be directly ,

observed and measured. =y ' '
Aspects of a Person’s Job

Translating mindset to
behavior aids adoption

g
7

You Can Impact
o
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Deepen your understanding
of change impact with the
Change Impact Canvas

Prosci |
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Go Deeper to Define Impact

Yesterday-Tomorrow

Degree of Impact

Change Impact Canvas @1

Change Impact Canvas p,asci'

festerday Tomorrow

ts of Change Impact Prnsci'

Think of an impacted group you want to assess.

Prosci 1
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Change Impact Canvas
T R e Ty
o) Processes
@, Systems
£ Tools

Job Roles

Critical Behaviors
€2 Mindset/Attitudes/Beliefs

. Reporting Structure

| Performance Reviews
5) Compensation

Location

Prosci | -
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Change Impact Canvas — CRM Client Service Associates Example
I S T
Client engagement processes differ by region | (3) Processes Standardized client engagement process
No- common system ©5  Systems m%mw Mfzm 5
No- shawed tools EE Tools Use of shawed engagement tracking tools 3
Sales and growthv of revenue = Job Roles EM%W+ client 3
Businessy information exchange % Critical Behaviors mmw and respondd o buidds 5
Transactional mindset; cost control is aim €2 Mindset/Attitudes/Beliefs | Relational mindset; client retention iy alm 3
Regional sales team, local Leaders =~ Reporting Structure m%wm with newr 2
Evaluated on cost per call =3 Performance Reviews Evaluated on client retention 4
Sedary 5) Compensation Salawy and bonus program 3
Regional offices ~  Location No-change 0
© o All ights v Prosci ‘ 20
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Cha nge Impact Canvas — CRM Client Service Associates Example

Yesterday (before the change) Tomorrow (after the change) Degree (0-5)
Client engagement processes differ by region | (5) Processes Standardized dient engagement process 4
Nor commeon system %, Systems mwof”mmm
No- shaved tools £ Tools Use of shared engagement tracking tools 3
Sales and growrth of revenue £ Job Roles fmiawvofrwm+ client 3
Business information exchange % Critical Behaviors it dferstends andk respond Ao butid 5
Transactional mindset; cost-control iy aim | & Mindset/Attitudes/Beliefs = Relational mindset; client retention iy aim 3
Regional sales feam; local Leadery . Reporting Structure m%ww with news 2
Evaluated on cost per call =1 Performance Reviews Evaluated on client retention 4
Salary (5) Compensation Salary and bonus program z
Reglonal offices £ Location No- change 1o)

SST— Prosci | =
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Tomorrow Defines Ability for the Impacted Group

Change Impact Canvas
Yesterday-Tomorrow

Prosci . . . S
- Change Requires Action in the Right Direction

“ am able to...”

''''' Ability
The demonstrated Achievement of the
capability to desired change in
implement the performance or
change behavior

&) scme

@ You can accelerate adoption by enabling

|2 ) individual ability in the future state

© Prosci. All Rights Reserved. Prnsci ‘ 22
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It May Take Time to Define Impact Clearly

Early, at project When solution design When solution design
initiation is in progress is nearing completion

Prosci

©) g S e

TS TN
L & n 1 (= n

® @ @ @
High level information for General definition Specific definition
the overall project by groups by group

Prosci |
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Not all groups are impacted
by a change in the same way.
Define groups that have
people who are impacted in
similar ways.

Prosci | =
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Change Can Impact Groups Differently
Change with one person... Or 1,000 people...
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Define Impacted Groups to Determine Unique Change Needs

Processes

@,

Systems

Ed

Tools

- Job Roles

Critical Behaviors

Mindset/Attitudes/Beliefs

.K‘f(\(l_(‘)

Reporting Structure

Performance Reviews

Compensation
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Location
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Degree of Impact Helps you Know Where to Focus
Change with one person... Or 1,000 people...
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Engaging directly with the
impacted people and groups
can be very helpful in gaining

deeper insight into impact.

28
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Don’t Assess Change Impact
for People, Without People

When gathering data from employees to assess impact,
do so thoughtfully with sensitivity.

© Prosci, Inc. All rights reserved
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DN EREEEREN NI Apply the 10 Aspects of Change

the change into focus at Impact Model
the individual level and

provides clarity on what
adoption and usage looks _ .
like so you can drive improved * Define ‘adoption and usage’ for a group

results and outcomes. * Uncover blind spots

* Inform specific actions to build ADKAR

* |dentify where to focus your attention
* Engage people in the change process

* Increase understanding and foster
empathy

Prosei | =

Heard Around Your Conference Table...

We are implementing
a new change.

Yes, here is how people will be Great, we will get
impacted by the change.... started on preparing,
equipping and
supporting people.

Accelerate Adoption
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Your global partner for change success
solutions@prosci.com | +1 970 203 9332 |prosci.com
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