
Change saturation &
Managing uncertainty



Bigger
Change

More Complex 
Change

Faster 
Change

More 
Interconnected

Change



« No organization, no stability is, as such, guaranteed or 
legitimized; none stands out in right, all are the product 

of circumstances and at the mercy of circumstances »
Llya Prigogine (1917-2003)

Chemistry Nobel Price 1977
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28%

Beyond 
change 

saturation

27%
At the 

point of 

change 

saturation

23%
Nearing point of change saturation

22%
Some or 
plenty of 

spare 
capacity for 

change

PROSCI R&D 
78% of respondents believe their organization is …

… beyond, at or nearing point of change saturation



Current State Transition Future State
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DIGITAL TRANSFORMATION



Digital transformation is about transforming 
your operational processes, internal culture 
and your business models in order to be able 
to improve and offer a better customer 
experience 
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How do 

you change 

mindsets ?
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The only ones 
who like change 
are wet babies





PROJECT MANAGEMENT

CHANGE MANAGEMENT

Successful change requires both the technical and 
people sides

Current Transition Future

Technical Side

People Side

Design

Deliver

Develop

Embrace

Use

Adopt
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TransitionCurrent Future = Benefits

Current FutureTransition

Why is Change Management Important?



Objectives of Change Management

How well are 
people performing?

How many people 
engage in the change?

How quickly do people 
get on board?

Speed of Adoption Ultimate Utilization Proficiency



What percentage of the realization of 

your transformation will depend on 

people changing the way they 
work ?



How to build critical mass embarked in the 
new organization?

On which group of people will you focus?
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“Some people 
change when they 
see the light, 
others when they 
feel the heat.”

- Unknown

© 2016 Prosci Inc. All rights reserved.



The Five Building Blocks
for Successful Change

Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness



The Five Building Blocks
for Successful Change

Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness

What is the nature of the change?
Why is the change needed?

What is the risk of not changing?

Change begins with understanding why
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Who are the preferred senders for change 
communication?



Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness

What’s in it for me (WIIFM)?
A personal choice

A decision to engage and participate

Change involves personal decisions
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WHY?
Resistance is a natural phenomenon you 

need to anticipate and mitigate 



Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness Change requires knowing how

Understanding how to change
Training on new processes and tools 

Learning new skills



Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness Change requires action in the right 
direction

The demonstrated capability to implement the 
change

Achievement of the desired change in 
performance or behavior



Knowledge

Ability

Desire

Reinforcement®

© 2016 Prosci Inc. All rights reserved.

Awareness
Change must be reinforced to be sustained

Actions that increase the likelihood that 
a change will be continued

Recognition and rewards that sustain the 
change
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When you create: You hear:

Awareness “I understand why…”

Desire “I have decided to…”

Knowledge “I know how to…”

Ability “I am able to…”

Reinforcement “I will continue to…”



Employee-Facing and Enabling Roles
Employee-Facing Roles

One-to-many interactions
One-to-one interactions

Observable behaviors
The “face” and “voice” of change

Enabling Roles

Creation and implementation of plans that 
are executed by the employee-facing roles

Middle managers
and supervisors

Change
management 
resource/team

Executives and
senior managers

Project 
team

Project
SMEs and 

support

Middle managers
and supervisors

Change
management 
resource/team

Executives and
senior managers

Project 
team

Project
SMEs and 

support
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The number one success factor for major 
change projects is effective sponsorship.

Research Finding #1

* Data from 1120 participants, 2016 Change Management Best Practices study.



Exhibit Great Executive Sponsorship

Prosci® PCT™ Model

Communicate directly 
with employees.

Participate actively 
and visibly throughout 
the project.

Build a coalition of 
sponsorship with peers 
and managers.



Which Roles Are Senior Leaders 
Struggling to Effectively Fulfill?

Copyright © 2016 Prosci Inc. Best Practices in Change Management – 2016 Edition

0% 10% 20% 30%

Failed to communicate with employees

Failed to build a coalition of sponsorship

Failed to actively and visibly participate 20%

31%

27%
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Why are managers so important?

© 2016 Prosci Inc. All rights reserved.
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The manager’s challenge, he is an 
employee first !

A 
K

A

A
R

Learning to manage change

Engaging in a particular change

DKAR

© 2016 Prosci Inc. All rights reserved.
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Survival

Learning
2 basic types of anxiety 

drive radical change



In addition to fulfilling
day-to-day managerial
duties, managers and 

supervisors must
perform 5 critical roles 

Managers Fulfill Many Roles During Change

Communicator

Liaison

Advocate

Resistance Manager

Coach
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Le leader de demain

Nexum | 45

Uncertainty

What makes it so challenging 
for managers?
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• The pace of change will continue to increase, and Digital will accelerate this 
trend

• New business models will disrupt old ones because customer expectations are 
evolving

• CM is about reducing uncertainty in the transition phase 

• CM is about how quick, how many, who well people will adopt the new 
business model and organization

• ADKAR

• CM is not a “one size fits all”, i.e. segment the population

• People expect communication from CEO and Manager

• Effective sponsorship is the Key Success Factor N°1 

• Managers are employees first

• Support people to reduce “learning anxiety”

• Like most things in life, changing is a matter of conscious decision

KEY Messages
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Thank you

Luc de Jaeger
Founding Partner
.com/in/lucdejaeger

Antoine Wouters
Digital Transformation Manager

.com/in/antoinewouters/


