
STAKEHOLDER
ENGAGEMENT
The Game Changer for Program Management

AMY BAUGH



CRC Press
Taylor & Francis Group
6000 Broken Sound Parkway NW, Suite 300
Boca Raton, FL 33487-2742

© 2015 by Taylor & Francis Group, LLC
CRC Press is an imprint of Taylor & Francis Group, an Informa business

No claim to original U.S. Government works

Printed on acid-free paper
Version Date: 20150424

International Standard Book Number-13: 978-1-4822-3067-3 (Hardback)

This book contains information obtained from authentic and highly regarded sources. Reasonable 
efforts have been made to publish reliable data and information, but the author and publisher cannot 
assume responsibility for the validity of all materials or the consequences of their use. The authors and 
publishers have attempted to trace the copyright holders of all material reproduced in this publication 
and apologize to copyright holders if permission to publish in this form has not been obtained. If any 
copyright material has not been acknowledged please write and let us know so we may rectify in any 
future reprint.

Except as permitted under U.S. Copyright Law, no part of this book may be reprinted, reproduced, 
transmitted, or utilized in any form by any electronic, mechanical, or other means, now known or 
hereafter invented, including photocopying, microfilming, and recording, or in any information stor-
age or retrieval system, without written permission from the publishers.

For permission to photocopy or use material electronically from this work, please access www.copy-
right.com (http://www.copyright.com/) or contact the Copyright Clearance Center, Inc. (CCC), 222 
Rosewood Drive, Danvers, MA 01923, 978-750-8400. CCC is a not-for-profit organization that pro-
vides licenses and registration for a variety of users. For organizations that have been granted a pho-
tocopy license by the CCC, a separate system of payment has been arranged.

Trademark Notice: Product or corporate names may be trademarks or registered trademarks, and are 
used only for identification and explanation without intent to infringe.

Visit the Taylor & Francis Web site at
http://www.taylorandfrancis.com

and the CRC Press Web site at
http://www.crcpress.com



vii

Contents

IntroductIon  xiii

Part I EngagIng StakEholdErS and SEttIng 
ExPEctatIonS durIng Program dEfInItIon

chaPtEr 1 StakEholdEr alIgnmEnt : goalS and 
objEctIvES  3
1.1 Understanding Strategic Fit 4

1.1.1 Initiative Selection through a Steering 
Committee 6

1.1.2 Initiative Selection When There Is No 
Steering Committee 7

1.1.3 Gathering Information—Interviewing Key 
Stakeholders 7

1.1.4 Pulling It All Together 8
1.2 Providing Input to Stakeholders: Know When and 

How to Push 9
1.2.1 Creating a Business Case 11
1.2.2 Estimating Cost Information 11
1.2.3 Documenting Assumptions 13
1.2.4 Presenting Cost Estimates: Stakeholder 

Conversations 15
1.2.5 Presenting the Business Case: Governance 16

1.3 Related Program Methodology 16
1.4 Summary 16



viii Contents

chaPtEr 2 makIng govErnancE Work for You  19
2.1 Preparing for Governance 20

2.1.1 Governance Pre-Meetings 21
2.1.2 Organizational Research—Meet with Other 

Program Managers 21
2.1.3 Stakeholder Pre-Meetings 22
2.1.4 Meeting with “The Interrogator” 24

2.2 Governance Survival 25
2.2.1 Setting the Tone 25
2.2.2 Getting through Approvals 25
2.2.3 Optimize Governance to Your Advantage 26
2.2.4 Using Soft Skills to Manage Conflict 28

2.3 Related Program Methodology 30
2.4 Summary: A Step-by-Step Guide to Maximize 

Governance 30

chaPtEr 3 IdEntIfYIng StakEholdErS : thE “hIddEn” 
organIzatIon chart  33
3.1 Building Your Program “House” 34
3.2 Finding Power Influencers 35

3.2.1 Tapping into the Organization—Coffee      
Chats 36

3.2.2 More Coffee—Identifying the Next Layer of 
Stakeholders 38

3.2.3 Social Network Tools 40
3.2.4 Organizational Network Analysis 41
3.2.5 Creating an Organizational Network      

Analysis 43
3.3 Additional Tools for Synthesizing Stakeholder Data 46

3.3.1 The Power Map 47
3.3.2 Creating a Responsibility Matrix 49

3.4 Related Methodology 50
3.5 Summary 50

chaPtEr 4 It IS a mattEr of truSt : buIldIng 
Strong buSInESS rElatIonShIPS WIth kEY 
StakEholdErS  53
4.1 Setting Expectations with Key Stakeholders 53
4.2 Five Principles of Building Strong Business 

Relationships 56
4.2.1 Do What You Say You Are Going to Do 56
4.2.2 Try to Make Sure There Are No Surprises 58
4.2.3 Create a Mutually Beneficial Business 

Relationship 59
4.2.4 Remember That Executives and Customers 

Are People, Too 61
4.2.5 Always Show Respect 62

4.3 Summary 63



ixContents

chaPtEr 5 lEvEragIng StakEholdErS to PrEParE 
Your organIzatIon for changE  65
5.1 Change Management Theory—High-Level View 68
5.2 ADAPT—A Simplified Change Management 

Model for Program Managers 70
5.3 Applying the ADAPT Change Model to 

Stakeholder Quadrants 73
5.3.1 Power Players 74
5.3.2 Danger Zone 75
5.3.3 Informants 76
5.3.4 Sleepers 78

chaPtEr 6 EnhancIng StakEholdEr EngagEmEnt 
through EffEctIvE communIcatIon  81
6.1 The Difference between Program Management and 

Project Management Communications 82
6.2 Communication Methods “Menu” 83
6.3 Creating a Communications Strategy and a 

Communications Plan 85
6.4 Targeted Communication Methods by Stakeholder 

Quadrant 89
6.4.1 Communicating with Power Players 

Quadrant (High Interest, High Influence) 89
6.4.2 Communication with the Danger Zone 

Quadrant (Low Interest, High Influence) 92
6.4.3 Communicating with the Informants 

Quadrant (High Interest, Low Influence) 93
6.4.4 Communicating with the Sleepers Quadrant 

(Low Interest, Low Influence) 95

Part II  rEadY, SEt, ExEcutE: drIvIng 
Program bEnEfItS dElIvErY 
through actIvE StakEholdEr 
EngagEmEnt

chaPtEr 7 dEmYStIfYIng mEtrIcS : mEaSurIng What 
mattErS moSt  99
7.1 Measuring Program Performance: Key Performance 

Indicators 99
7.2 Measuring Performance: Metrics 101

7.2.1 Examples of Metrics 102
7.2.2 Metrics for Measuring Project Components 

of Your Program 102
7.2.3 Presenting Metrics to Your Stakeholders 103
7.2.4 Metrics: How Much Is Too Much? 104

7.3 Defining Key Performance Indicators for Your    
Program 105



x Contents

7.3.1 SMART Key Performance Indicators 105
7.3.2 KPIs: A SMART Example 106

7.4 Driving Stakeholder Engagement through 
Performance Management 107

7.5 Summary 107

chaPtEr 8 makIng mEEtIngS count : drIvIng 
StakEholdEr EngagEmEnt through 
dIScIPlInEd mEEtIng managEmEnt  109
8.1 How to Run Effective Meetings 110

8.1.1 Top Five Rules for Running Effective    
Meetings 110
8.1.1.1 Rule 1: Always Pre-Send an 

Agenda, with Times and Owners 
Associated with Each Topic 110

8.1.1.2 Rule 2: Stick to the Agenda 111
8.1.1.3 Rule 3: Establish and Share 

Ground Rules (Then Enforce     
Them) 112

8.1.1.4 Rule 4: Assign a Scribe to 
Document All Key Decisions and 
Action Items, with Owners and 
Due Dates 113

8.1.1.5 Rule 5: Send Meeting Notes with 
Key Decisions and Action Items, 
Then Monitor to Follow-Up on 
Due Dates 114

8.1.2 Tips to Create a Positive Meeting    
Environment 114

8.1.3 Meeting Variations 115
8.1.3.1 Large Group Virtual Meetings 115
8.1.3.2 Small Group or One-on-One 

Meetings 118
8.2 Types of Meetings, When to Have Them, and Who 

Should Attend 119
8.2.1 Meeting Type: Planning Meetings 119
8.2.2 Meeting Type: Program Status Meetings 121
8.2.3 Meeting Type: Governance Meetings 121
8.2.4 One-on-One Meetings 123

8.3 Common Pitfalls of Ineffective Meetings 124
8.4 Summary 125

chaPtEr 9 WhErE thE rEal Work gEtS donE : ISSuE 
rESolutIon through Informal govErnancE  127
9.1 Monthly Program Status Updates 128
9.2 Weekly Program Status Updates 130
9.3 Using Project Health Stoplights Effectively 132



xiContents

9.4 Caution: Yellow Light—Four Steps to Effectively 
Manage Risks and Issues 135
9.4.1 Step 1: Identify the Issue or Risk 135
9.4.2 Step 2: Assess the Issue or Risk 136
9.4.3 Step 3: Present Options for Issue/Risk 

Resolution 137
9.4.4 Step 4: Take Action 137

9.5 Practicing the Four-Step Issue Resolution: An    
Example 138
9.5.1 Step 1: Identify the Issue 138
9.5.2 Step 2: Assess the Issue 139
9.5.3 Step 3: Present the Options 139
9.5.4 Step 4: Take Action 140

9.6 Summary 140

chaPtEr 10 offIcE PolItIcS : from SurvIvIng to    
thrIvIng  141
10.1 Managing Up and Managing Down 142
10.2 Your Informal Network and Influence on Office    

Politics 143
10.3 Addressing Whispering Campaigns 146
10.4 Handling Cross-Departmental Negotiations 147
10.5 Summary 151

Part III  kEEPIng StakEholdErS EngagEd: 
Program cloSurE

chaPtEr 11 makIng a Strong fInISh: StakEholdEr 
EngagEmEnt through Program cloSurE  155
11.1 People 156
11.2 Process 159
11.3 Technology 161
11.4 Culture 162
11.5 Preparing for the Operational Readiness Meeting 163
11.6 Summary 164

chaPtEr 12 PoSt-launch: EvErY End IS a nEW    
bEgInnIng  167
12.1 Post-Launch Review 167
12.2 Lessons Learned 169

12.2.1 Characteristics of a Lessons Learned     
Meeting 169

12.2.2 How to Run a Lessons Learned Meeting 170
12.2.3 Documentation and Repository 173

12.3 Celebrate Success 173
12.4 Summary 175

rEfErEncES  177



xii Contents

aPPEndIx a: caSE StudY and StudY QuEStIonS  179
 with Stephanie Gambro, PMP

aPPEndIx b: gloSSarY  195
aPPEndIx c: acronYm lISt  199
IndEx 201



65

5
lEvEraging StakEholdErS 

to prEparE Your 
organization for changE

Picture this: Program Manager Paul has been asked to oversee the 
implementation of a software suite that encompasses multiple func-
tional areas and is expected to change the way his organization does 
business. Both time and money are short, so Paul works with his pro-
gram team to put together an aggressive plan. He drives his team 
hard, hits all of the milestone dates, and miraculously stays within 
budget. The system works per the requirements set forth at the begin-
ning of the program. All seems rosy, but is it? A month after go-
live, Paul’s boss checks in with the executive team to see how things 
are going, expecting to hear positive things. Instead he gets blasted 
with negative feedback; although the system works fine, operationally 
things are falling apart. What went wrong?

The majority of the time with a scenario like this one, the downfall 
is due to lack of organizational change readiness. You may deliver a 
new system as in Paul’s case that meets every requirement, and yet 
the program is still considered a failure because of poor user adoption. 
If your extended stakeholder group does not understand or buy into 
how business process changes, it does not matter how pretty or robust 
a system is in place, no one will use it, resulting in a major impact to 
business critical processes and a failure to realize program benefits.

Change is all around us and influences every business. There are 
both internal and external forces of change. External forces include 
things such as changes in the economy, environment, legislation, and 
globalization. One prime example is the recent economic recession; 
almost every business is impacted in the case of such extreme economic 
change and pressure, which is due to many related variables, such as 
increased scrutiny on spending and a pullback in investing in new 
products or technology. Another example is a natural disaster; such an 
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event could drive different demands in some cases, or may drive supply 
shortages in others, for example. Internal forces come from within a 
company and also have an impact on organizational change. Internal 
factors include corporate mission and strategy, mergers and acquisi-
tions, and organizational structure. If two companies merge together, 
for example, the strategies and cultures of the companies become 
entwined, and the combined priorities are almost certainly different 
than when the companies were separate entities. These are just a few 
examples of the many factors that drive change. There are forces every-
where, both internal and external, that drive change in organizations. 
Figure 5.1 illustrates some of these factors, with external factors on 
the left half of the diagram with darker boxes, and internal factors are 
illustrated on the right half of the diagram in the lighter boxes.

Prosci, a leader in the change management space, defines change 
management as

the application of a structured process and set of tools for leading the 
people side of change to achieve a desired outcome. Change management 
emphasizes the “people side” of change and targets leadership within 
all levels of an organization including executives, senior leaders, middle 
managers and line supervisors. When change management is done well, 
people feel engaged in the change process and work collectively towards 
a common objective, realizing benefits and delivering results. (Prosci 
2014, http://www.prosci.com/change-management/definition/)

Organizational
Change 

Economy

Environment

Legislation

Globalization Corporate
Strategy

Mergers &
Acquisitions

Organizational
Structure

Systems

Figure 5.1 Factors Influencing Organizational Change
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Every program is born out of the need to respond to change. 
Further, every program has a human change component to it. People 
are naturally resistant to change; therefore, as a program manager you 
need to understand the relevant forces of change on your program, and 
how your program will impact both internal and external stakeholders. 
A successful program manager understands and plans for elements of 
change in his or her program and ensures program success by guiding 
stakeholders to understand and help drive positive change. In particu-
lar, three areas of change need to be carefully managed throughout any 
program: people, process, and technology (Figure 5.2).

The importance of change management is often misunderstood. 
There are usually not enough resources allocated for change manage-
ment to begin with, and when budgets start to get cut, change man-
agement elements are often the first to go. As a rough guideline, at 
least 10% of your resources should be allocated for change manage-
ment. The time spent in this area should be focused on engaging your 
key stakeholders so that they are part of the change process. Are you 
not sure how to do this? This chapter focuses first on change man-
agement theory to help drive in change management concepts and 
the importance of change management. The second part introduces 

People

TechnologyProcess

Change Management

Change Management

Figure 5.2 Primary Areas of Change to Be Managed
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a simple change management model that you may use as a guide to 
incorporate change management activities into your program plans. 
After learning the foundational elements of change management and 
reviewing a change management model, the focus shifts to how to 
implement the change management elements for each of the four 
stakeholder quadrants. Focused change management efforts by quad-
rant help drive engagement and therefore adoption of program-asso-
ciated changes across the organization.

5.1 Change Management Theory—High-Level View

Change management theory is by no means a new concept. This section 
provides a brief overview of the predominant change management the-
ories of Deming, Kubler-Ross, and Kotter. W. Edwards Deming intro-
duced his change model in the 1950s. His model is commonly known 
as the Deming cycle, also sometimes referred to as PDCA, an acronym 
for the four steps of plan, do, check, and act. The four steps stand for

Plan: Determine objectives and identify related processes to 
achieve targeted results based on those objectives.

Do: Execute the processes identified in the plan step, and collect 
related data.

Check: Analyze the results, and compare against expected out-
comes. Look for any trends or deviations.

Act: Based on the identified deviations, determine the appro-
priate corrective actions to be taken to attempt to improve 
the process in question. Put those actions in place, then start 
the cycle again, planning for expected results using the new 
“improved” process, executing the improved process, analyz-
ing the results of the improved process, and revising the pro-
cess further based on collected data.

These four steps create a never-ending cycle, intended to drive contin-
uous process improvement. Where Deming’s model heavily focuses 
on the process side of change, it does not address the human element. 
This is where the next important change theory comes in—Kubler-
Ross’ change curve.

If you have ever taken a psychology course, you may have learned 
about the five stages of grieving. The five stages of grieving were 
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defined by Elisabeth Kubler-Ross in her 1969 publication, On Death 
and Dying. The five stages are as follows:

 1. Denial
 2. Anger
 3. Bargaining
 4. Depression
 5 Acceptance

You may be asking what the five stages of grieving have to do with 
program management. The connection is this: people are greatly 
impacted by change, and even in the business world, change is ever 
present and in some cases can be traumatic. The impact of change 
varies in intensity depending on the situation, but there is always a 
human element. Driving human acceptance of change is an essential 
element to successful business transformation.

Kubler-Ross’ concepts as applied to the business world define four 
stages in the journey of human acceptance of change. These steps 
make up what is commonly known as the change curve. The four 
stages are

 1. Denial
 2. Anger
 3. Exploration
 4. Acceptance

As a program manager, you should take actions to attempt to reduce 
the feelings of uncertainty and anger and help people along to the 
stages of exploration and acceptance. Communications should be 
tailored according to where stakeholders are relative to the stages 
within the change curve. Later in the chapter, tips are provided on 
which communication methods work best based on the needs of each 
group of stakeholders.

Where Deming focuses heavily on the process side of change, 
and Kubler-Ross focuses on the human side of change, Kotter takes 
a different tactic with his eight-step change model, outlined in his 
1996 book, Leading Change. In Kotter’s model, the emphasis is on 
creating urgency and putting together a team of power players to 
drive change (Kotter 2008). The eight steps identified in his top-
down approach are as follows:
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 1. Create urgency
 2. Form a powerful coalition
 3. Create a vision for change
 4. Communicate the vision
 5. Remove obstacles
 6. Create short-term wins
 7. Build on the change
 8. Anchor the changes in corporate culture

Even though there are a lot of good aspects to Kotter’s model, espe-
cially on ensuring that there is leadership and change acceptance at 
the top, one common criticism is that because it is a top-down model, 
it may limit participation at lower levels of the organization. In really 
large organizations in particular, top-down communications may not 
make it down more than a level or two, resulting in a large percentage 
of employees not receiving the key change messages. Another criti-
cism is that it does not take the human grieving stages into account as 
defined in the Kubler-Ross model. Having said that, many organiza-
tions successfully follow Kotter’s process, and it is highly regarded as 
a relevant change model in the business world.

Where does this leave us? With the background on three key 
change models, it is evident that the need for change management has 
been around for a long time, and that there is no perfect way to deal 
with it. There are elements in each of these models that are useful. I 
have merged pieces together into my own simplified change manage-
ment approach that I use when planning for change as a program 
manager. In the next section I provide this program-management-
focused approach.

5.2  ADAPT—A Simplified Change Management 
Model for Program Managers

I always appreciate a good mnemonic. To help remember the necessary 
steps for managing change in a program, think ADAPT (Figure 5.3):

A—Articulate and communicate the vision of the program. What 
is the desired end state from a business outcomes perspective? 
What are the program benefits?
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D—Define areas where change needs to be managed. What is the 
scope of change management for the program? Where possi-
ble, tie identified change areas to major program deliverables.

A—Assess change readiness across all areas and levels of the 
organization. Consider process and structure as well as the 
human element. The primary focus should be on under-
standing the human impact—understand where there is 
resistance and where there is support. Identify change 
champions and change resistors, and identify motivations 
and barriers to change.

P—Plan for the change, based on the inputs from your assess-
ment. Create an integration plan, considering how you may 
achieve the maximum level of acceptance with minimal dis-
ruption to those affected.

T—Take action. Execute the integration plan with focused com-
munications based on stakeholder needs. Throughout the 
program, to the degree possible, monitor change readiness 
improvements and measure success as actions are taken to help 
drive change. Continually assess change readiness to identify 
any additional needed actions. This is an iterative process.

In order to successfully implement the ADAPT change model for a 
program, several key supporting roles related to change management 
are needed, at a minimum: a change sponsor, change champions, and 
a change integrator (Figure 5.4):

Articulate and
Communicate

Vision 

Dene Areas
Where

Change Must 
Be Managed 

Assess
Change

Readiness 

Plan for
Change Take Action

ADAPT Iterative Change Model — Continuous Revision and Improvement 

Figure 5.3 ADAPT Iterative Change Management Model



72 stakeholder engagement 

Change Sponsor: A change sponsor is an executive-level leader 
who takes accountability for driving the change brought 
about by the program. This leader is responsible for staying 
actively and visibly engaged in the program. Additionally, 
this individual should communicate key change messages to 
employees and take steps to help manage resistance. It is also 
the responsibility of the change sponsor to garner support for 
the program from management across the organization. This 
is a critical role. Without a strong leader taking on this role, it 
is extremely difficult to gain the momentum needed to drive 
change to achieve desired program outcomes.

Change Champions: Change champions are individuals who 
help initiate and facilitate change. Change champions can be 
found at any level of the organization. You should have mul-
tiple change champions for your program. Ideally, where you 
identify resistance you are also able to counteract that resis-
tance with the help of these individuals. Change champions 
may come in the form of early adopters or may just be general 
supporters. It is good to get them involved from the begin-
ning. You cannot drive change activities alone; leveraging 
this group of people helps you infiltrate the organization with 
carefully crafted, positive messaging at the outset.

Change Integrator: The change integrator is responsible 
for the overall change management process and for the 

ADAPT

Change
Sponsor

Change
Integrator

Change
Champions

Figure 5.4 ADAPT—Supporting Roles
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implementation of change management actions. This is 
your role to fill as a program manager. Additionally, part of 
this role is identifying and addressing change-related risks. 
Again, change management activities tend to get glossed over. 
Hopefully you have a new appreciation for taking the time to 
carefully plan for and work through program-driven change 
and may use this information to your benefit in future pro-
grams to elevate your success as a program manager through 
successful end-to-end program delivery.

By ensuring that you have all of these roles covered in your program, 
you set yourself up for success. In this change-role trifecta, you cover 
the power aspect through visible executive sponsorship, the people 
aspect through change champions, and the process aspect through 
the change integration role of the program manager. This is a winning 
combination and the key to successful program change management.

5.3 Applying the ADAPT Change Model to Stakeholder Quadrants

You now have the foundational principles of change management, 
as well as a program management–specific change model to follow 
(ADAPT). In this section, the focus shifts to practical application. 
What does all of this really mean to you as a program manager? How 
can you apply it? As has been done in previous chapters, it again 
makes sense to think of this topic in terms of the four stakeholder 
quadrants. In this section, we look at each of the quadrants, how and 
when to get the various groups of stakeholders involved from a change 
management perspective, and what related tools and methods there 
are to best manage change based on the involvement and power levels 
of each of the stakeholder quadrants.

As a reminder, here are the four quadrants as identified in the 
power map (Figure 5.5) presented in Chapter 4:

Power players—High power/high interest
Danger zone—High power/low interest
Informants—Low power/high interest
Sleepers—Low power/low interest
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5.3.1 Power Players

The first quadrant to address is the power players quadrant. This is 
a critical group to have on your side, as they drive the change mes-
sages down through the organization. Again, these are the stake-
holders that have both high interest and high influence. These people 
really care about what you are trying to accomplish and want to see 
the program be successful. In addition, these people have the power 
to influence others. Strong leaders understand the goals and ben-
efits of the program and what the change components are. They also 
help drive messaging down through the organization. You need to 
use this group to your advantage. The program vision is likely to 
come either directly from these stakeholders or at a minimum with 
input from these stakeholders. This is the quadrant where you find 
the individual who plays the critical role of change sponsor as defined 
in Section 5.2. Returning to Kotter’s model, Kotter places a strong 
emphasis on the need for top-down support. If you have grassroots 
support that is a start, but without this top layer to punch it through, 
it is difficult to accomplish and sustain a significant change initia-
tive. There are varying opinions about the scientific validity of the 
statistic, but based on Kotter’s extensive observations over 30 years 
and in looking at over 100 companies, he estimates that about 70% of 
major change initiatives fail, and most fail in the early stages by not 
establishing a clear vision and not acting with the appropriate sense 
of urgency (Kotter 2008).

In
�u

en
ce

Interest
Low

Low

High

High

Power Players
(Constant Communication)

Sleepers 
(Monitor) 

Danger Zone
(Targeted Communication)

Informants 
(Information Overload) 

Figure 5.5 Stakeholder Power Map
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What do you need to do with this group, then, to make sure your 
program is in the 30% that is successful? Going back to the roles 
defined earlier, one of the most important drivers of success is to have 
a dedicated, actively participating change sponsor at the executive 
level. This person should

• Help craft the vision and then clearly articulate that vision 
to the rest of senior management. This vision should include 
what is changing as well as why it is important. What are the 
anticipated organizational benefits?

• Solicit feedback on the vision. With the input of team mem-
bers, look to understand where there may be resistance, and 
what the root cause is of anticipated resistance.

• Provide talking points with responses to anticipated resis-
tance points to all managers, and requiring that managers 
have sessions to review the program benefits and their impact. 
Employees want to know not just how it affects the business, 
but how it affects them personally.

• Stay actively engaged in the change process. Monitor progress, 
talk to managers who are communicating the change mes-
sages, and make adjustments to messaging based on feedback.

• Lead by example. If there are new behaviors required by a 
change initiative, model the new behavior.

Employees look to senior leadership for guidance on how to behave or 
react to change. If leaders are embracing the change, a large major-
ity of the affected population will follow their lead and move toward 
accepting the change. This momentum helps move the organization to 
the desired end state where the change is fully adopted and sustained.

5.3.2 Danger Zone

The next quadrant consists of stakeholders in the danger zone. As a 
reminder, this quadrant consists of those who have high power but 
low interest. This group can de-rail your change effort in an instant 
because of the influence they have in the organization. Because of their 
influence, it is important to have focused communications with this 
group. You are not necessarily going to get regular attention from this 
group, so consider what the most important messages are for them. 
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With this group, communications are taken from more of a defensive 
approach. From your stakeholder analysis you should have some idea 
of these individuals’ views and focus. Take the time to review your 
stakeholder interview notes and consider where there are potential 
areas of discontent. For example, if John Smart is the son of the chief 
executive officer (CEO) (making him high power purely since he has 
the “ear” of the CEO) and is a vice president (VP) of marketing, he 
may have very little interest in being involved in a program that is 
focused on finance and human resources. Where he may start to care 
is if there is some sort of intersection between your program and his 
own goals or programs, for example, if there were some sort of orga-
nizational change that impacted his group as a result of the program. 
This is not the group you should go to for really pushing change, but 
this is a group that could throw up roadblocks or bad publicity related 
to your program if they perceive they may be impacted in a negative 
way. The best way to deal with this group as it pertains to change 
management is as follows:

• Review your stakeholder interview notes. Take note of any 
areas of concern related to your program.

• Proactively address the areas identified in your review, with 
targeted discussions or communications.

• Periodically touch base with this group. Remind them of the 
benefits that the organization will see as a result of your pro-
gram, and give them an opportunity to raise their concerns 
with you.

5.3.3 Informants

The quadrant that really drives the overall change message and pushes 
the organization to accepting and sustaining the desired change is the 
informants quadrant. This group contains those who have low power 
but high interest. You can really use this group to your advantage 
and should do so from early on in the program. This group is largely 
made up of “the doers” in the organization. These are the people who 
gather around the water cooler, and yes, there are even some gossipers. 
Use the gossipers to your advantage; give them positive messaging to 
spread. When considering what is important to this group, think back 
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to Kubler-Ross and the human-need side as it relates to change. The 
first thing that the individuals in this group ask is, “What is in it for 
me?” You should anticipate this question and be prepared to answer it 
for various factions in the organization from the beginning. Provide a 
consistent answer to this question, and this group in turn, will spread 
the word, whether they intend to or not.

A good method to use with this group is to hold focus groups. 
Because they have a high interest, there is usually good attendance. A 
focus group/open-forum–type of a meeting gives these stakeholders a 
chance to be heard. This quadrant typically consists of the group fac-
ing the biggest change. Talk to them frequently and actively listen. 
They tend to openly share both good and bad feedback. Different 
viewpoints may come up in these meetings that may impact how and 
what you communicate, or may even have an impact on how or what 
is delivered in the program. While it is important to have execu-
tive support, to be honest, those at the top usually know enough to 
be dangerous, but they are not “in the trenches” and may not know 
or understand all of the impacts and intersections. The groups most 
involved in impacted processes or systems are able to identify poten-
tial issues or areas of concern fairly quickly and often provide insight 
on potential improvements. By listening to them and addressing 
their concerns head on, you gain their trust, and over time, support 
for the program.

If there are individuals who seem especially vocal in a focus group, 
or if you are hearing about someone who is spreading negative press 
about your program, address it with them directly. Give them the 
opportunity to be heard through a one-on-one. (It is time to go out 
for coffee again.) If you begin to hear people really speaking up on 
behalf of the program and showing support, you may want to use 
that person as a “change champion.” As discussed in Section 5.2, a 
change champion is frequently an early adopter and is someone who 
can help drive the desired messaging through the organization, with 
a focus on informal communication. These individuals tend to emerge 
organically. If they do not, you may want to select and focus extra 
communications with a handful of people to bring them into this role. 
Whether it is positive or negative feedback, one of the best tools you 
have as a program manager to help manage stakeholder expectations 
and to drive change is to listen, and then take action on what you hear 
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to help drive program change. That is your main job with this quad-
rant. The best way to deal with the informants as it pertains to change 
management is as follows:

• Involve this group of stakeholders from the beginning. 
Immediately start communicating not just the organization-
level benefits, but what is “in it for them” as individuals.

• Take time to listen and understand the concerns of individu-
als in situations where the change is one that will make them 
feel negatively impacted. Adapt messaging appropriately.

• Have a regular feedback loop with this group. Focus groups 
are one good venue to solicit feedback and understand not just 
who is supporting your cause but who the naysayers are and 
their concerns.

• Engage in an open dialogue with any resistors you are able 
to identify. Grab a coffee and prepare to listen, and then to 
respond. If you do not have a response, let them know you 
value their input, and that you will think through everything 
they have shared and circle back around with them (just 
make sure you really do it—again, working on building rap-
port and trust).

If you follow these steps, you may use this quadrant of stakeholders 
to your advantage. Getting this group engaged in the change process 
from the beginning allows for a grassroots effort, pushing the program 
change while simultaneously working on the messaging from the top. 
Both components are necessary for effective change management.

5.3.4 Sleepers

There is not as much to say about the last quadrant, the sleepers. This 
group has little power, and they also have little interest. This group 
likely neither hurts nor helps your change effort. As such, you should 
still do basic communications to share the organizational and indi-
vidual benefits related to your program, but you are best served to 
focus on the other quadrants.

In summary, the change management process as it relates to pro-
gram management is a big deal. Its importance is often undervalued 
given the impact change management has on the overall success of 
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realizing sustained program benefits. It is important to understand 
some of the theory behind change management in considering what 
actions to take as a program manager, and why. To do this in an effec-
tive way, try following the ADAPT change model introduced in this 
chapter. As you articulate vision, define success, assess change readi-
ness, plan for change, and take action, the common theme throughout 
should be to think about your stakeholders—where they fit in the 
quadrants and where the resistance points are located. Actively listen, 
and continually refine your change management plan accordingly. 
People drive change. To be a top program manager you need to listen 
to the people in your organization and “ADAPT.”
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