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Why Change Management Matters Now More Than Ever 

 
In a world where business landscapes shift overnight, internal communicators are the unsung 
heroes. Whether your company is integrating new technology, restructuring departments, 
responding to external market conditions, or redefining its culture, how you communicate 
these changes is make or break. The most successful change initiatives aren’t just about 
logistics—they’re about people. And the key to getting people on board? Communication.
 
As someone on the front lines of internal communication, you understand the immense 
pressure that comes with leading organizational change. You’re tasked with getting 
employees to not only understand but embrace the unknown. It’s no small feat, and the 
stakes are high.

This eBook is designed specifically for internal communicators, who aim to make complex 
changes relatable and accepted by employees. We’ve tailored this content to help you 
plan, communicate, and sustain change in a way that truly resonates with your employees.

Ready to make change more comfortable at your organization? Read on. 

Editor’s Note
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Understanding Change 
Management
Change is inevitable. Success isn’t.

Understanding what change management truly entails is the first step to successfully 
guiding your organization through transitions. As an internal communicator, you’re the bridge 
between leadership’s vision and employees’ daily realities. To be effective, you need a clear 
grasp of how different types of change impact your communication strategy.

Chapter 1

Key takeaways:

•	 Change management is about guiding people through transitions 
You’re helping employees move from one state to another, ensuring 
the process is as seamless as possible. 

•	 Different types of change require different approaches 
Whether the change is structural, technological, or cultural, your 
communication strategy should align with its nature. 

•	 Internal comms is essential to the success of any change initiative 
Employees need more than just information—they need to feel 
engaged and part of the process.
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What is Change Management?

Every time your organization shifts direction — whether introducing a new structure, rolling 
out a tech upgrade, or fostering a new culture — it involves change management. But what 
exactly does that mean? At its core, change management is the art of guiding people from 
one state to another, minimizing friction, and ensuring that change sticks.

Internal communicators are the bridge between leadership’s vision and the workforce’s 
understanding. Their role is to ensure that employees not only hear about the change  
but also embrace it.

Different Types of Organizational Change

No two changes are the same. From reorganizing teams to integrating new software, each 
change comes with its own set of challenges. Structural changes might shake up reporting 
lines, while technological shifts can disrupt daily workflows. Cultural changes? They hit at 
the heart of how employees view their work and their roles.

Understanding what type of change you’re facing is critical to managing it effectively. 
After all, a tech rollout isn’t the same as redefining company values — and your strategy 
shouldn’t be either. Types of organizational change include: 

Structural Change
•	 Involves shifts in the organizational hierarchy, roles, or departments.
•	 Examples: Mergers, acquisitions, reorganizations, changes in reporting structures.

Technological Change
•	 Refers to the implementation of new technologies, systems, or tools.
•	 Examples: Introduction of new software platforms, digital transformation initiatives, 
and automation tools.

Cultural Change
•	 Aims to transform the underlying values, beliefs, and behaviors of the workforce.
•	 Examples: Shifting from a traditional to a more collaborative, open, or innovative 
company culture.

Strategic Change
•	 Occurs when an organization shifts its overall goals, direction, or approach to  
market competition.
•	 Examples: Entering new markets, pivoting to a new product line, adopting a new 
business model.
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People-Centric Change
•	 Focuses on shifts in leadership, team dynamics, or workforce composition.
•	 Examples: Leadership transitions, changes in employee roles, workforce reductions,  
or talent acquisition.

Process Change
•	 Involves changes to workflows, processes, or procedures within the organization.
•	 Examples: Streamlining operations, implementing new methodologies (e.g., Agile),  
and restructuring how teams collaborate.

Policy Change
•	 Refers to adjustments in organizational rules, regulations, or policies that affect how 
the business operates.
•	 Examples: Changes in company policies regarding remote work, employee benefits,  
or compliance with legal regulations.

Each of these types of organizational change requires a tailored approach to communication, 
ensuring that employees understand the nature of the change and how it impacts their roles.

Identify Your Change Type Checklist 

A simple tool to help you determine which type of change 
your organization is going through and how to communicate it.
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The Change Management Process
You can’t build a house without a blueprint. The same is true for change.

Change management doesn’t happen overnight. It’s a process with clear stages, each of 
which requires thoughtful planning and execution. For internal communicators, your role is to 
guide employees through each of these stages, ensuring that information is timely, clear, and 
actionable. This chapter breaks down the four stages of change management—preparing, 
planning, implementing, and sustaining—giving you a clear roadmap to follow. 

Chapter 2

Key takeaways:

•	 Preparation is key 
Know your stakeholders, understand their concerns, and anticipate 
resistance before you begin communicating the change. 

•	 Planning ensures smooth execution 
A well-thought-out communication plan, aligned with the overall 
change strategy, sets the stage for successful implementation. 

•	 Sustaining change requires ongoing communication 
To ensure the change becomes embedded in the company culture, keep 
employees informed and engaged even after it has been implemented.
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Step 1: Preparing for Change

Effective change begins long before the first memo goes out. Preparation involves 
understanding the landscape: What needs to change? Who will it affect? Start with a 
stakeholder analysis to identify key players who will influence or be influenced by the change.

This step is crucial for communicators. It allows you to gather insights, anticipate challenges, 
and set the stage for a successful rollout. The more informed you are at this stage, the more 
precise your messaging will be.

Step 2: Planning for Change
Now that you understand the need for change, it’s time to plan. Your role is to ensure that 
the communication plan aligns with the broader change strategy. Set clear objectives: What 
do you want employees to know, feel, and do by the end of this change?

Develop a timeline that syncs with the overall project plan and determines when critical 
messages need to be delivered. Identify the channels you’ll use—whether it’s town halls, 
emails, or internal social platforms—and tailor your messages to the audience at each stage 
of the process.

Step 3: Implementing Change

The rubber meets the road during implementation. This is when your carefully crafted 
communication plan comes to life. Clear, consistent communication is essential. Use multiple 
platforms to ensure your message reaches all employees, and create opportunities for two-way 
communication. Employees need to feel that their voices are heard throughout the process.

As you implement the change, keep an eye on employee engagement. Are they confused? 
Resistant? Excited? Your ability to adapt your messages based on real-time feedback can 
make or break the success of the change.

Step 4: Sustaining Change
Change doesn’t end once the new process or system is in place. Sustaining change requires 
ongoing communication to ensure the transformation sticks. Regular updates, success 
stories, and continued training help embed new behaviors into the organizational culture.

This is where internal communicators shine. You’re responsible for reinforcing the change, 
celebrating wins, and ensuring employees remain engaged long after the initial implementation.
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Chapter 3

The Roadblocks: Common 
Challenges in Change
Every communicator’s worst nightmare: resistance to change.

Resistance to change is natural, and every organization faces it at some point. Whether it’s 
fear of the unknown, a communication breakdown, or a lack of buy-in, overcoming these 
roadblocks requires empathy, transparency, and proactive communication.

Key takeaways:

•	 Resistance stems from fear 
Employees resist change when they don’t understand or fear its 
impact. Clear, transparent communication can alleviate these fears. 

•	 Communication breakdowns can derail change efforts 
Inconsistent or unclear messaging can cause confusion and 
undermine trust in the change initiative. 

•	 Gaining buy-in is crucial 
Employees are more likely to embrace change when they understand 
the benefits and feel involved in the process.
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Resistance to Change

People resist what they don’t understand, so clear communication is essential. Employees 
might fear job loss, increased workloads, or simply the unknown. Your job is to alleviate those 
fears through transparency and empathy. Address concerns early and often. Provide a safe 
space for employees to voice their worries and ensure leadership is aligned on messaging.

Understanding the root cause of resistance allows you to tailor your communication to 
tackle those concerns directly. Employees are more likely to embrace change when they 
feel heard and understood.

Communication Gaps
One of the quickest ways to derail a change initiative is with poor communication. Mixed 
messages, late updates, or an overload of jargon can leave employees confused and 
disengaged. To avoid this, internal communication must be timely, clear, and consistent.

You need a well-thought-out strategy that breaks down complex ideas into digestible, 
relatable content. Whether it’s through video messages, infographics, or one-on-one 
meetings, find ways to communicate that resonate with your employees.

Lack of Buy-In
Change can’t happen without the support of employees. If they don’t believe in the change, 
they won’t put in the effort to make it work. To gain their buy-in, you need to clearly 
articulate the benefits of the change. Show them how it will improve their work, solve 
existing problems, or advance their careers.

People are motivated by what’s in it for them. Your job is to paint a clear picture of how the 
change will positively impact both the organization and the individual.

How to Address Resistance to Change 

Real-world strategies to reduce resistance and help 
employees feel heard.
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Chapter 4

Choosing the Right Change 
Management Models
There’s no one-size-fits-all model for change management. But there’s one that fits you.

As a communicator, you’re not just a messenger—you’re a strategist. Part of your role is 
to understand the different frameworks for managing change and identify which one best 
suits your organization’s needs. This chapter will break down three of the most widely 
used models—Kotter’s 8-Step Model, the ADKAR Model, and Lewin’s Change Model—and 
explain how to apply them.

Key takeaways:

•	 Kotter’s 8-Step Model emphasizes urgency and coalition building 
Craft a compelling narrative to help employees connect emotionally 
with the change, making it feel more relevant and urgent. 

•	 ADKAR focuses on individual change 
Ensure employees have the awareness, desire, and knowledge to 
implement and sustain change at a personal level. 

•	 Lewin’s Unfreeze-Change-Refreeze model emphasizes 
preparation and consolidation 
Focus on preparing employees for change and reinforcing new 
behaviors once the change is made.
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ADKAR Model

The ADKAR Model—created by Prosci—focuses on guiding individuals through change, 
emphasizing that successful organizational change can only happen when each person 
transitions successfully. ADKAR stands for Awareness, Desire, Knowledge, Ability, and 
Reinforcement, outlining five essential stages that individuals must move through to fully 
embrace a change initiative.

As a communicator, your role is critical at every stage: 

1.	 Awareness: Employees must first be aware of the need for change. This is where your 
communication efforts should focus on explaining the “why” behind the change. Highlight 
the urgency and benefits, while addressing potential risks if change doesn’t occur. 

2.	Desire: It’s not enough for employees to simply know about the change—they need 
to want it. Your job here is to build desire through engaging content, clear benefits, and 
addressing “what’s in it for me” (WIIFM). Tailor your messaging to different employee 
groups to resonate with their specific motivations and concerns. 

3.	Knowledge: Once employees understand and want the change, they need to know 
how to engage with it. Provide training materials, step-by-step guides, and FAQs to 
ensure they have the knowledge to succeed in their new roles or workflows. 

4.	Ability: Employees must also be capable of implementing the change. Your role is to 
offer continuous support, resources, and perhaps even coaching to ensure they have the 
ability to carry out new behaviors or use new systems. 

5.	Reinforcement: Finally, change needs to stick. Use your internal communication 
channels to celebrate wins, highlight success stories, and share data that reinforces the 
positive outcomes of the change. This helps employees maintain the new behavior long 
after the initial change period.

The ADKAR model ensures you target communication efforts at each stage of the individual 
experience, recognizing that people adopt change at different paces.

Lewin’s Change Management Model

The Lewin Change Management Model is one of the earliest and simplest models for 
understanding organizational change. Developed by Kurt Lewin in the 1940s, this model 
breaks change into three stages: Unfreeze, Change, and Refreeze.
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As a communicator, you play a key role in each stage:

1.	 Unfreeze: Before change can occur, employees need to be “unfrozen” from their 
current state of operations. This involves preparing them for the upcoming transformation 
by challenging existing behaviors, attitudes, and processes. Your communication 
should focus on building awareness, explaining the need for change, and addressing 
any potential resistance. Use compelling storytelling to create a sense of urgency and 
motivate employees to break away from the status quo. 

2.	Change: Once employees have been unfrozen, the next step is guiding them through 
the change itself. During this phase, your communication efforts should be focused on 
providing clarity, reducing uncertainty, and offering support. Keep messages simple, 
actionable, and consistent. Reinforce key messages frequently through multiple channels 
to ensure employees stay informed and confident throughout the transition. 

3.	Refreeze: After the change is implemented, it’s time to “refreeze” the new processes, 
behaviors, or culture to ensure the transformation is sustained. Your communication 
should emphasize reinforcement and normalization. Highlight success stories, celebrate 
achievements, and create feedback loops to ensure employees continue adopting the 
new ways of working.

Lewin’s model provides a straightforward framework for recognizing the emotional impact 
of change, making it especially useful for communicators who are focused on managing 
employee reactions and resistance.

Choosing the Right Model for Your Organization

With multiple change management models available, selecting the right one for your 
organization depends on the nature of the change, the company culture, and your workforce. 
Here are some tips for choosing the best fit:

•	 Kotter’s 8-Step Model works well for large-scale organizational changes where 
leadership needs to create momentum, build coalitions, and reinforce new behaviors. It’s 
particularly useful for long-term changes that require a shift in company culture.
•	 ADKAR is ideal when the focus is on individual employee adoption and engagement. 
It’s a great fit for organizations implementing changes that require deep individual 
involvement, such as new technology rollouts or significant role changes.
•	 Lewin’s Model is best for organizations seeking a simple, structured approach, 
especially when the change is relatively short-term and involves a clear shift from one 
state to another.
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Chapter 5

Communicating Change  
That Resonates
The power of communication: Your words can make or break change.

Internal communication is the backbone of successful change management. Employees 
won’t embrace change if they don’t understand it, or worse, feel it’s being forced upon 
them. Crafting messages that resonate with different audiences and using feedback loops 
to gauge effectiveness is essential.

Key takeaways:

•	 Tailor your messages 
Different audiences within your organization have different concerns. 
Customize your communication to address those specific needs. 

•	 Consistency builds trust 
Keep your messaging clear, consistent, and transparent to build 
credibility with your employees. 

•	 Feedback loops ensure engagement 
Open lines of communication and gather feedback to ensure that your 
messaging resonates and drives employee engagement.
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Tailoring the Message to Different Audiences

Not all employees will perceive or be impacted by the change in the same way. Tailoring 
communication strategies to different segments of your workforce is essential to ensure 
your message resonates.

Consider the following approaches:

1.	 Leadership and Management Teams: Leaders need to understand the change 
thoroughly as they are responsible for guiding their teams through the process. 
Communications to this group should be more detailed and strategy-focused. They 
should also be trained on how to communicate the change to their respective teams and 
address concerns. 

2.	Frontline Employees: These employees are often the most directly impacted by 
change, whether it’s a new process or system. Their communications should focus on 
how the change affects their daily tasks and what support is available to help them adapt. 
Use clear, simple language and provide actionable steps to make the transition easier. 

3.	Remote Workers and Global Teams: Remote workers or those based in different 
regions may feel disconnected from change initiatives. Communication with these groups 

The Role of Communication in Change

Internal communication plays a critical role in ensuring that employees not only understand 
the changes taking place but also feel part of the process. When changes are poorly 
communicated, it can lead to confusion, misinformation, and employee resistance. On the 
other hand, clear and transparent communication helps build trust and promotes a positive 
attitude towards change.

An effective internal communication strategy should:

1.	 Provide clarity: Employees need to understand the “why” behind the change. Clearly 
articulating the reasons for the change, its benefits, and its impact on the organization 
can help reduce fear and uncertainty. 

2.	Promote transparency: Avoid withholding information. When employees feel that 
information is being hidden, it leads to distrust and resistance. Keep them informed 
every step of the way. 

3.	Ensure consistency: Deliver a consistent message across all levels of the organization. 
Mixed messages from leadership can create confusion and make employees doubt the 
legitimacy or necessity of the change.
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Feedback Loops and Employee Engagement

Change management is not just about top-down communication; it’s also about listening. 
Creating channels for employee feedback is crucial for engaging employees and adapting 
your change strategy based on their input.

Here are a few ways to integrate feedback loops:

1.	 Regular Surveys: Conduct short, focused surveys at different stages of the change 
process to gauge employee sentiment. Surveys can help identify areas where employees 
are struggling, allowing management to adjust training or support efforts. 

2.	Town Halls and Q&A Sessions: Holding regular town halls or live Q&A sessions 
provides employees with an opportunity to ask questions and receive real-time 
answers. These sessions foster transparency and give employees a platform to express 
their concerns or ideas. 

3.	Pulse Checks: Implement regular pulse checks to track how employees are feeling 
about the change over time. These short, frequent surveys help you measure employee 
engagement and detect potential issues early. 

4.	Open Feedback Channels: Use tools like anonymous suggestion boxes, employee 
forums, or digital communication platforms to allow employees to share feedback without 
fear of retribution. Actively review and incorporate this feedback into your change 
management strategy.

Employee engagement improves when workers feel their voices are heard, and feedback 
loops provide a structured way to ensure they are part of the change process. Incorporating 
frontline insights not only increases buy-in but also makes the change more effective.

should focus on inclusion and alignment. Leverage virtual meetings, emails, and internal 
platforms to ensure these employees feel informed and supported. 

4.	Resistant Employees: A subset of employees may be skeptical or resistant to change. 
Communication with this group should focus on addressing their concerns and offering 
a platform for them to voice their apprehensions. Use empathy and acknowledge the 
challenges they might face during the transition.
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Chapter 6

Managing Employee Emotions 
During Change
Change is more than a process—it’s an emotional journey.

Employees experience a wide range of emotions during change, from anxiety and frustration 
to excitement and optimism. Addressing these emotions and offering the right support is 
crucial to ensuring employees remain engaged and resilient throughout the change process.

Key takeaways:

•	 Acknowledge the emotional impact of change 
Employees may feel anxious or insecure, and acknowledging these 
feelings helps build trust. 

•	 Provide emotional support 
Regular check-ins, mental health resources, and transparent 
communication help employees manage the stress of change. 

•	 Foster resilience 
Equip employees with the tools and resources to adapt to ongoing 
change and encourage a culture of adaptability.
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Managing Employees During Change
Navigating organizational change can be challenging, not only for the business itself but 
especially for the employees who experience it firsthand. Understanding the emotional 
impact of change, offering the right support, and building resilience within your workforce are 
critical components of ensuring a successful transition. This chapter explores how to manage 
employees’ emotions during times of change, provide psychological support, and foster 
resilience in the face of uncertainty.

Understanding the Emotional Impact of Change

Change, even when positive, often triggers emotional responses in employees. Whether it’s a 
restructuring, new technology implementation, or a cultural shift, employees may feel anxious, 
uncertain, or resistant. This emotional reaction stems from a fear of the unknown or concern 
about their role and job security. Some common emotional responses to change include:

1.	 Fear and Anxiety: Employees may worry about how the change will affect their jobs or 
whether they will be able to adapt. Uncertainty about new responsibilities or the fear of 
failure can lead to anxiety, which, if unaddressed, can harm morale and productivity. 

2.	Resistance: Resistance is a natural reaction when employees feel overwhelmed or 
confused about the change. If employees do not understand the purpose or see the value 
of the change, they may resist by clinging to old habits or disengaging from the process. 

3.	Frustration and Stress: Organizational changes often require employees to learn new 
skills or adapt to different workflows. This learning curve can create frustration, especially 
if employees feel unsupported or inadequately trained. 

4.	Loss of Identity: Employees who have been with the organization for a long time 
may feel a sense of loss if the change alters the culture or practices they have grown 
accustomed to. This can lead to feelings of disconnection or uncertainty about their 
future within the company.

Leaders and managers must recognize these emotional responses. Ignoring them can 
exacerbate resistance, reduce morale, and ultimately hinder the success of the change 
initiative. Addressing the emotional aspect of change upfront fosters a supportive 
environment where employees feel heard and valued.
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Supporting Employees Through Change

Offering emotional and psychological support during transitions is essential for maintaining 
employee well-being and engagement. Here are some practical tips to help employees 
navigate the emotional challenges of change:

1.	 Open Communication: Create an open communication environment where employees 
feel safe expressing their concerns, asking questions, and sharing feedback. Regular 
updates, clear explanations, and town hall meetings can provide employees with the 
information they need to feel more secure during the transition. 

2.	Empathy and Active Listening: Acknowledge your employees’ emotions and show 
empathy. By actively listening to their concerns, you can help alleviate their fears and 
make them feel understood. Managers should schedule regular one-on-one meetings to 
check in with employees and provide personal support. 

3.	Offer Training and Resources: To reduce feelings of frustration and stress, provide 
employees with the tools and training they need to succeed in their new roles or adapt to 
new processes. Offering resources, such as training sessions, mentorship programs, or 
e-learning modules, will help employees feel more confident and capable. 

4.	Mental Health Support: Organizational change can affect employees’ mental health. 
Offering support through mental health resources—such as Employee Assistance 
Programs (EAPs), counseling services, or wellness programs—shows employees that 
their well-being is a priority. Encourage them to take advantage of these services when 
feeling overwhelmed. 

5.	Recognize and Celebrate Small Wins: Change can feel overwhelming when employees 
only see the big picture. To boost morale and motivation, recognize and celebrate small 
achievements along the way. Acknowledging employees’ efforts can create a positive 
atmosphere and reinforce their commitment to the process. 

6.	Flexibility and Patience: Not all employees will adapt at the same pace. Offering 
flexibility, whether through temporary adjustments to workload, deadlines, or work 
hours, can reduce stress and give employees the space they need to adjust. Being 
patient with employees as they navigate the transition will foster a supportive and 
trusting environment.
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Building Resilience

In today’s fast-paced business world, change is constant. Helping employees build resilience 
is vital for navigating not just the current change but future transitions as well. Resilient 
employees are better able to cope with uncertainty, adapt to new environments, and 
maintain productivity during challenging times. 

Here are some ways to build resilience in your workforce:

1.	 Encourage a Growth Mindset: Help employees develop a mindset that views change 
as an opportunity for growth and learning rather than a threat. By emphasizing the 
benefits of the change and framing it as a positive step for the organization, you can 
shift employees’ perceptions. 

2.	Provide Continuous Learning Opportunities: Resilient employees are adaptable 
and open to learning. Offering ongoing development opportunities—whether through 
training, upskilling, or cross-departmental collaboration—will help employees stay agile 
and ready for future changes. 

3.	Promote Self-Care: Encourage employees to prioritize their well-being. Promote self-
care practices, such as taking breaks, maintaining work-life balance, and engaging in 
activities that reduce stress. Resilient employees are physically and mentally healthy. 

4.	Build a Supportive Culture: Create a culture of support where employees feel 
that they are part of a team that works together during times of change. Foster 
collaboration, encourage peer support and provide opportunities for employees to  
share their experiences and insights. 

5.	Develop Coping Strategies: Offer workshops or seminars that teach employees 
practical coping strategies, such as stress management techniques, time management, 
and problem-solving skills. Equipping employees with these tools can help them 
navigate change more effectively.
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Chapter 7

Tracking Success:  
Measuring Change
If you can’t measure it, you can’t manage it.

Measuring the success of a change initiative is critical to understanding its impact and 
ensuring it sticks. By tracking key metrics such as employee engagement, adoption rates, and 
project milestones, you can refine your strategy and continuously improve the change process.

Key takeaways:

•	 Track employee engagement 
Are employees actively participating in the change process? 
Engagement is a strong indicator of success. 

•	 Monitor adoption rates 
Ensure employees are adopting new systems, behaviors, and 
processes as intended. 

•	 Use data to refine your strategy 
Continuous improvement is key. Use data from feedback and performance 
metrics to adjust your communication and change management plans.
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Measuring Success in Change Management
Successfully managing organizational change requires more than just rolling out new 
processes or policies; it requires continuous evaluation to ensure that the changes are 
having the desired impact. Measuring the success of your change initiatives is crucial for 
assessing how well they have been adopted and how they have impacted the workforce. 
This chapter will explore the key metrics and KPIs to track, as well as the role of continuous 
improvement in change management.

Key Metrics and KPIs

Tracking the right metrics is essential for determining the effectiveness of change 
management efforts. These metrics will help you evaluate whether employees are 
embracing the change, how efficiently it’s being implemented, and what adjustments may 
be necessary for long-term success.

1. Employee Satisfaction and Engagement
Employee morale and engagement are strong indicators of how well change is being 
received. Measuring employee satisfaction can highlight potential areas of resistance or 
dissatisfaction, which could negatively impact the change’s success.

•	 Metrics to Track:
	գ Employee Satisfaction Surveys: Use these to gauge how employees feel about the 

changes and whether they believe the transition is being managed effectively.
	գ Pulse Checks: Conduct regular, brief surveys to track sentiment over time and 

measure how employees’ views shift throughout the change process.
	գ Engagement Rates: Track participation in change-related meetings, training 

sessions, and feedback opportunities to understand how engaged employees are in 
the change process.

2. Adoption Rates
Adoption rates reflect how quickly and effectively employees are embracing new systems, 
technologies, or processes. Slow employee adoption of new processes, technologies, or 
behaviors often indicates a lack of understanding of their use or the need for change.

•	 Metrics to Track:
	գ Technology/System Usage: Measure how frequently employees are using new 

systems or tools.
	գ Process Adherence: Monitor how well employees are following new workflows.
	գ Training Completion Rates: Track the number of employees who have completed 

required training related to the change initiative.
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3. Productivity and Performance
Organizational changes often aim to improve productivity or streamline processes. It’s 
important to measure whether these goals are being achieved and whether the changes are 
having the desired impact on performance.

•	 Metrics to Track:
	գ Output Levels: Compare productivity levels before and after the change to assess 

its impact on performance.
	գ Efficiency Metrics: Measure time savings, cost reductions, or resource 

optimizations as a result of the change.
	գ Error Rates: Track the occurrence of mistakes or quality issues to ensure the 

change is not negatively affecting performance.

4. Project Milestones
Measuring the completion of project milestones helps ensure that the change initiative 
stays on track. It also provides an opportunity to assess the effectiveness of the project 
management process itself.

•	 Metrics to Track:
	գ Milestone Completion Rate: Monitoring milestone completion ensures that the 

project stays on track and helps identify bottlenecks early.
	գ Budget Adherence: Track whether the change project is staying within its budget, 

highlighting any potential financial risks.
	գ Timeline Adherence: Timeline adherence tracks whether the change initiative is 

moving forward within the planned timeframes.

5. Employee Turnover and Retention
Organizational change can affect employee retention, particularly if the change is not 
managed well. High turnover rates can indicate dissatisfaction or resistance to the change, 
which may undermine its success.

•	 Metrics to Track:
	գ Turnover Rate: Measure any increase in employee turnover during or after the 

change process.
	գ Retention Rate: Track the percentage of employees who remain with the 

organization following the change.

6. Feedback and Communication Effectiveness
Effective communication is key to managing change. Measuring how well messages are 
understood and acted upon can highlight areas for improvement in your comms strategy.

•	 Metrics to Track:
	գ Feedback from Employees: Gather qualitative feedback to assess how well 

communication strategies are resonating with the workforce.



24

	գ Communication Open Rates: Measure open and engagement rates for internal 
emails to ensure employees are receiving and reading your communications.

Continuous Improvement 
 
Measuring the success of a change initiative is not a one-time task; it should be an ongoing 
process. As data and feedback are collected, it’s important to adjust change management 
strategies to ensure continuous improvement.

The Role of Feedback:
•	 Employee feedback should be solicited at key points throughout the change process. 
Gathering both qualitative and quantitative data can provide a comprehensive view of 
how employees are coping with the change and where improvements can be made.
•	 Action Step: Collect insights through surveys, interviews, and focus groups. Act on 
the feedback by adjusting your strategies where necessary, such as improving training 
programs, refining communication plans, or offering additional support.

Adapting Based on Data:
•	 The data collected from your KPIs should inform future decision-making. If adoption 
rates are low, revisit your training programs. If engagement is waning, assess whether 
communication strategies need to be enhanced. Regularly reviewing your metrics allows 
for flexibility and adaptation, ensuring the change initiative stays on track.

Tracking Long-Term Success:
•	 Change doesn’t end once the initiative is rolled out. To ensure that the benefits are 
sustained, it’s important to track the long-term impact of the change. This involves 
measuring KPIs beyond the initial transition period, such as monitoring productivity levels, 
employee satisfaction, and retention rates in the months following the change.
•	 Action Step: Schedule regular check-ins, even after the change has been fully 
implemented, to review long-term metrics and ensure the change is having a lasting, 
positive effect on the organization.

Change Management KPI Tracker 

Download the customizable KPI Tracker to help you measure key 
performance indicators throughout your change initiatives.

Change Management KPI Tracker

https://6282300.fs1.hubspotusercontent-na1.net/hubfs/6282300/Ebooks%20and%20Guides/Change%20Management%20eBook%20Downloadables/Change%20Management%20KPI%20Tracker.xlsx


How to Use This Tracker:

1. Metric Category: Broad categories of change management metrics like Employee 
Satisfaction, Adoption Rates, Productivity, and Communication Effectiveness.

2. KPI/Metric: Specific metrics within each category (e.g., Satisfaction Survey Score, 
Adoption Rate, Training Completion Rate).

3. Target: The target value or percentage you aim to reach for each KPI (e.g., 80% 
satisfaction score, 95% adoption rate, etc.).

4. Current Value: Enter the current data/score for each KPI during the latest tracking period.

5. Previous Value: Record the data from a previous tracking period (e.g., previous month) to 
monitor changes.

6.Trend: Indicate whether the metric is improving, declining, or remaining static compared to 
previous tracking periods.

7. Comments/Actions: Any insights, feedback, or corrective actions that need to be taken 
based on the data. This might include recommendations to improve performance, address 
concerns or any questions from stakeholders and team members.

8.Date Tracked: Record the date when each KPI was tracked to maintain a timelines of 
progress and enable benchmarking in future.
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Chapter 8

Simplifying Change Management 
with ContactMonkey
Technology to the rescue: A Change management tool that makes your job easier.

There’s no need to go it alone. Technology can be a game-changer in change management, 
particularly when it comes to keeping employees informed and engaged. With 
ContactMonkey, internal communicators gain access to an all-in-one platform designed to 
streamline change-related communications and employee feedback, making the change 
process more efficient and impactful. Instead of juggling multiple tools, ContactMonkey 
centralizes key functions, so you can focus on what matters most—navigating your 
organization through change effectively.

Key takeaways:

•	 Choose a versatile tool 
ContactMonkey adapts to organizations of all sizes, providing 
specialized features for internal communication and engagement. 

•	 Enhance employee communication 
Real-time updates and segmentation enable tailored communications, 
ensuring messages resonate with different employee groups. 

•	 Easily track engagement 
ContactMonkey’s analytics provide insights that keep change initiatives 
on track and help communicators stay informed on employee response.
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ContactMonkey: The Go-To Tool for Internal 
Communication and Employee Feedback

Clear and efficient communication is paramount when it comes to managing change. 
ContactMonkey stands out as a top solution for internal communicators, allowing you to 
manage employee engagement, feedback, and communications in one integrated platform. 
Whether you’re rolling out a restructuring, introducing new technology, or transforming your 
workplace culture, ContactMonkey makes it easy to keep your employees informed and keep 
your employees engaged.

Key Features of ContactMonkey
1.	 Email Tracking for Employee Newsletters: Measure open rates, link clicks, and 
employee engagement with your communications, helping you understand how well your 
change messages are being received.
2.	Real-Time Employee Feedback: Use built-in pulse surveys and anonymous feedback 
loops to gather insights from employees at every stage of the change process. This 
feature ensures you’re responding to employee concerns and adjusting your strategies.
3.	Personalization and Segmentation: Send personalized communications to specific 
employee groups, whether you’re addressing leadership, frontline staff, or remote workers. 
ContactMonkey’s segmentation feature ensures the right message reaches the right 
people so you can manage change effectively depending on individual or team impact.
4.	Seamless Integration with Outlook and Gmail: Manage all your internal 
communications directly from your existing email platform, ensuring a smooth workflow 
and making it easier to track and measure the success of your campaigns.

Why ContactMonkey is Ideal for Change Management

•	 Centralized Solution: Manage internal emails, employee surveys, and feedback from 
one platform, reducing the complexity of using multiple tools.
•	 Employee-Focused Communication: With dedicated features for gathering and 
responding to employee feedback, ContactMonkey helps you make employees feel heard 
and valued throughout the change.
•	 Analytics for Informed Decisions: Detailed reporting provides actionable insights to 
measure the effectiveness of your change communications and engagement efforts, 
helping you track progress and adapt as necessary.

By using ContactMonkey, you’re not only ensuring that your communication is seamless, 
personalized, and targeted, but also that employees feel connected, informed, and engaged 
throughout the change journey.



contactmonkey.com

/ContactMonkey

ContactMonkey is the leading internal email 
software that elevates the design, data, and 

deployment of internal communications for growing 
businesses by integrating with Outlook or Gmail.

http://contactmonkey.com
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