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What is Organizational Change
Management (OCM)?

OCM is the tailored processes, tools, and techniques that proactively manage the human aspects of
organizational change to achieve and sustain the desired business results.

. What is OCM? What is not OCM?

» Astructured, but flexible approach for
supporting employees, teams, and leaders to
achieve new ways of working

« IT change management

*  Project change management

« Accelerates awareness, acceptance and *  Project management

adoption, while minimizing disruption «  Just training and communications
« Builds desire, knowledge, skills, and «  Focused only on implementing new
reinforcement for the change technologies
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Organizational Change Management —

is a leadership competency essential
to success at an organizational Level



Importance of OCM

. Productivity of an organizational unit during a change?
71% project success rate y g g g
When employees are engaged Wish for immediate success

and drive change'’ _-
Productivity Vs 7
,7 Lack of expectation =

69% greater capacity for continuous 0 ek ot en ot ety
/ expectations / Full potential not achieved

improvement following a successful
transformation? e

Good Change Management

6x more likely to meet project

objectives in organizations with
‘excellent’ change programs’ Lack of productivity

Quality and productivity ]
; Vity »
decrease in the beginning /// ) N
/% Avoidable collapse of productivity

Time

——— Bad Change Management

Value Proposition

* Increase the probability of success by reducing disruption

* Move implementation(s) forward more quickly and smoothly to realize benefits sooner
* Prepare the organization so that change and transformation are sustainable

1© Prosci. All Rights Reserved.
2 What successful transformations share: McKinsey Global Survey results”, (The McKinsey Quarterly)

G ra ntThornton 3 Making Change Work - IBM Germany, ZEM Bonn University, 2007. Contact: Joerg Albrecht, Joerg.albrecht@de.ibm.com.
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Change is UNCOMFORTABLE



Answer these questions

Utilize the following questions as a starting point to frame your thinking

a Why are we changing?

@) Who has to do their job differently (and how)?

9 How much of our outcomes depend on adoption
and usage?

9 What will we do to support adoption and usage?
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Changes in Payroll Utilizing OCM

Implementing New Regulatory Changes Opening New Sites-
Systems or Acquisitions-
Patches/Upgrades Divestitures
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Changes in

Taxation Adjustments

° GrantThornton

Payroll Utilizing OCM

New Payment New Cutoff Times
Methods



WELCOME!

Starting Line-Up and MVPs
Starting Line-Up

W-2 PRODUCTION YEAR OVER YEAR
WITH ERROR RATE COMPARISON

years - due In large
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Local I
::94 Targeted Communications Throughout Year End

* Year End MVP Meeting Cadence
* Weekly Meetings by Function
* Team Members

* Lobby Buzz

* Properties

* Holiday Processing Schedule

* Year End Reminders for Financial Wrap Up

) W-2 and W-2C Count by Year l l W-2 and W-2C Year Over Year Comparison L
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Stakeholder Groups

Understanding how stakeholders are impacted and engaging them at the appropriate level is critical to the

project's success

Direct and Indirect Stakeholders

o
(=]

Project Team

Provide insights re.:

Feedback from
stakeholders

Coordination of
activities among
varied projects and
workstreams

[l

Technology
Team

Confirm roles re.:

System monitoring
Escalation of
issues

Testing

Training on new
technologies

Core Team

Engage to:

+ Clarify roles and
responsibilities

+ Collect feedback
* Provide guidance
on engaging

colleagues/direct
reports

o+0
oo

Leadership

Drive sponsorship by:

Maintain alignment

Manage
expectations

Provide support on
when/how to
promote change

2

Change
Champions

Engage to:
* Provide updates

» Align on key
messages

* Gather feedback

Impacted Groups

Engage & prepare by:

@_

Providing high
level project
updates

Maintaining
awareness of
ongoing activities
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Your Stakeholders
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How does OCM support the stakeholder
journey?

OCM tactics will guide our stakeholders through a structured change journey, including ADKAR:

Awareness, Desire, Knowledge, Ability, and Reinforcement. Various stakeholder groups will be engaged in
different ways.

Awareness Desire Knowledge Ability Reinforcement

“l understand why..." “I have decided to..." “l know how to...” “I'am able to...” “I will continue to..."
Aware of the project and Supports the change and is Obtains the skills and behaviors ~ Applies the knowledge and skills Has adapted to a new culture
understands the need engaged with the project activities required for adoption for the change and competence

° GrantThornton
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Leadership Risk—

Awareness # Ownership



Approach

Prosci
Methodology

Review Performance
Activate Sustainment
Transfer Ownership

Phases and stages

Define Success
Define Impact

Define Approach

Plan and Act
Track Performance
Adapt Actions

Define Success Plan and Act Review Performance

Activate Sustainment

Define Impact Track Performance
Transfer Ownership

Define Approach Adapt Actions

Prepare Approach Manage Change Sustain Outcomes

©PROSCI
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Tactical Examples

Program IMPACT is 2 cross-functional program at NRG with owners
and team members fom Accounting, FP&A, Human Resources,
Payroll, Supply Chain, and Consolidations to name a few. This is the.
inaugural newsletter about Program IMPACT; you can expect to
receive issues monthly through the completion  of the Program.

FINANCIAL SYSTEMS CLOUD MIGRATION (FSCM)

o . phoper il To create a simplified enterprise platform
AL SYSTENS CL that is integrated, efficient, and flexible for the
(FSCM Program. You can expct 10 ecse dsls ey b weoks CIUSVEEIE  next generation of NRG.

e Communications plan which cares for audiences,
You previously were involvod in MeGraw- il Educabion’s (M1 IE) relurms cusiomer 10¢US 61oup, which was delivery, messages and frequency

the first step in aur efforts to MMPOVING o FeTIMS process Follounng this 10CLS Toup, We are now
antaring the official piol stags where wa vl be asking you lo use
tuture retums this tall season.

To reduce the complexity, cost and risk of our final
systems by implementing a full integrated suite d
cloud products that deliver timely and accurate

Laying the Foundation

OURVISION fi | inf ke takeholds

Using our new Available Lo Return Quaniity (ARQ} report in your CrE N kT sgung o
understand how the updatec report il affect both your operations. >
develop u ully inlegrated and smooth retuins prosess from start Lo = oot o soes [ Fue st et o s [l <O i

et - Ao ol francil
his pilot program will officially beain today, ™™ and will CONCIIOE | S o iommsmames ot ire s i » e —— oot o
ancouragad to contaat us diracty at ** with your request for an ugj o ar man smn
s you may begin relurming preduct shortly, we hiav aliached an A e —— i

data. Yt e ot st ke W e e

Program IMP:
As a fiandy ramindsr,please folow the plctprocess documerisd e s _ » SIS configuratio

" Prior 1o toluing any ploducl, ploase coniact MHE custont|| mommmmem, o~ = | s

1, 2020. nrg®
your request for an ARQ report ocrosen 20 s01s
2. MHE will provide you vith an ARQ report wilhin 1-3 busine]  senmsssmeewron et [T [t el
3. Onthe report, input the ratumed quantity, chargeback num| S miomizs o e P p—
you will b retuming back 1o MIE. e e T o~ e \M HIGHLIGHT: d
4. Place a copy of the ARQ raport in your returns package anj e S [ PROGRAM Ot JHTD | |
- acte z; ;E :;): H e O :MEAMN:MFWWW-MWMMW
1t you have any QuESTIons, CONEEMS, or 0eNeral 1eeaDaCk, pIease o s wiss s i o B s @ @ f G
et e suam s s g
Thank you for your continued participation! " o o H . Nownber 1 217

Kind regards. B —

estanished chariersand wakplans o e deversbes
1Add Name and Titie] |

A monthly newsletter to keep our project in front of all
stakeholders

PROGRAM IMPACT November 2018
londay Tuesday Wednesday Thursday Friday Sat/Sun
Today (iustrstive) “Tomorrow (musiraiive) (
- Core Principle
= o ) e
= Program IMPACT
Program Overview Deck Emb dan Leverage Single entry point
T N
Thanksgiving Holiday e —
::L:%mw« v
A simple calendar to keep us all on Putting the complex into easy-to-understand “Walk Around” Deck to e (@) ST
the same page language ensure consistent e @ =i

messaging
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Tactical Examples

Training plan
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Leveraging a variety of training delivery methods

Automated
Pricing

Customer
Data

salesforce
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Day in the Life documentation to prepare users for a new way of working

Journey and
Process Maps

Surveys and Feedback
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Measuring Success

Adoption Metric Example Metric Focus Areas Example Measures
* Process/Tool user feedback % of help desk tickets for payroll post-deployment (help desk
Positive User Experience « User-centered design feedback reporting)

Have you created a positive

experience that engages people? Help desk analytics/error categories % of super users reporting user issues (super user survey)

« Super user / local change champion feedback ~Payroll cycle time

Commitment « User feedback % of managers reporting their employees are committed to the
Have individuals made a deliberate change to complete their work (manager feedback survey)
decision to particivate and do what it ° Manager feedback .
ecision o participate and do what | L o . # of users providing feedback about the tool (user feedback forum
takes to work in the new way? * Participation/Contribution metrics responses, user surveys/roundtables)

» User/Manager feedback of behaviors

Action . ' i
Are employees exhibiting the Observation of behaviors # of unique logins to the portal month-to-month (tool data)

behaviors and acting in the ways ~ * Application/System usage data
expected for successful change?  « Process metrics (for example, activity/volume
data)

# of users using new self-service by day/month (tool data)

# of cases solved by the chat bot

Reduction in contact volume for simple payroll questions
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Answer these questions

Utilize the following questions as a starting point to frame your thinking

a Why are we changing?

@) Who has to do their job differently (and how)?

9 How much of our outcomes depend on adoption
and usage?

9 What will we do to support adoption and usage?
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Operational Readiness —

Your ability to stabilize from a change

event because of the preparedness
you have engaged in
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