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Introduction 

In an effort to identify the need for change, this researcher selected Xerox as the organization that this 

report will focus on. This organization was selected due to the researcher’s familiarity with the 

organization as well as its current state in the marketplace. The need for change will be closely reviewed, 

change models will be analysed and adapted to identify the areas within the organization that needs 

change. Xerox is an organization which focuses on providing support and services to its onshore clients. 

There are pros and cons associated with this type of organization structure and operation. One major area 

that is usually focused on is the strategic location of its corporate office and its client base. As they are not 

located in the same building or the same country for that matter, employees at time find it difficult to  

Xerox has at the core of its operation, its mission as well as its values.  Its mission as stated by xerox.com 

(2016), is “to become change agents and innovators - using Xerox Lean Six Sigma to constantly search 

for a better way to meet its customers' challenges and to create business process outsourcing, IT solutions, 

new technologies, products and services for world class commercial and government clients that enable 

better results”. Xerox.com (2016) also stated that since its inception, Xerox has operated under the 

guidance of six core values which include success through satisfied customers, delivering quality and 

excellence in all we do, requiring premium return on assets, using technology to develop market 

leadership, valuing and empowering employees and behaving responsibly as a corporate citizen. 

Xerox has moved over time from being a household name in software and an office printing environment, 

to currently being renowned for its expertise in Information Technology Outsourcing and Business 

Process Outsourcing. These services include data processing, HR benefits management, financial support 

and customer relationship management for commercial and government organizations worldwide 

(Xerox.com, 2016).  

 

Methodology 

A large degree of research was put into gathering the information needed for this project. The researcher 

had to conduct primary and secondary research such as collecting data from the organization’s 

employees, searching online files and websites, collecting data from the organization data base and files. 

Secondary research consisted of information that was written in textbooks and on websites which were 

written and dedicated to Organizational Change as well as Management and Leadership were also 

researched. Primary sources were the organizations employees. Research of the current activities taking 

place in the market was done as well so that the level of competition which is being faced by the 

organization could be ascertained. Secondary sources provided supporting information regarding the 

change models while the primary sources provided information as it relates to the organization itself; its 

historical data as well as some plans for strategic change in order to achieve its corporate and strategic 

objectives.  
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AC 1.1 – discuss models of strategic change 

Xerox has been involved in mergers and acquisitions, downsizing and strategic business decisions in 

response to the failing economy which have caused significant changes to be imposed on its management 

and staff. As indicated in its 2015 financial report by the New York Stock Exchange (NYSE), Xerox has 

not been earning its projected profits margins (google.com/finance, 2016). There is as a result, a decision 

to split the Information Technology Outsourcing and Business Processing Outsourcing sectors into two 

separate entities. As stated by Corporate (2016), the company’s board has unanimously approved the plan 

to separate the company into two independent public-trading companies, each of which will be a leader in 

its respective industry. This split will mean that both entities will experience changes in all areas of 

operation if they are to survive as separate entities. This major change that is taking place within Xerox 

will cause a need for some internal changes as well to be implemented to policies and processes. Some of 

the change models/approaches that should be adapted as the company is going through this change, are as 

stated below. 

The ADKAR Change Model 

Connelly (2016) opined that the ADKAR change Model is a practical answer to effective change 

management for individuals and organizations. He further stated that ADKAR emphasizes that successful 

organizational change occurs only when each individual employee is able to successfully change. This 

model makes reference to five building blocks necessary for successful individual change which by 

extension can successfully bring about organizational change. As the process is sequential, each step in 

this model has to be completed before another can begin. It is believed that success in one area cannot be 

achieved if the previous area has not been addressed. Below are the steps that an individual needs to take 

to successfully change. 

Awareness of the need for change 

There has to be an understanding on the part of the employee that change is needed. This step requires 

that the individual thinks about the reasons why a change needs to be made.  

Desire to be a part of the change 

At this step, the employee is able to make a personal decision to support and be a part of the change. This 

has to be an individual decision. 

Knowledge of how to change 
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This step requires having knowledge of the change. This can be achieved through critically thinking about 

the need for change and being educated about the need. The individual needs to have knowledge of how 

to change as well as knowledge of how to perform after the change has been completed.   

Ability to implement the required skills and behaviours. 

This is the stage where the employee’s ability needs to be the difference between theory and practice. The 

theory is the knowledge of how to change while the practice is the actual performance of the employee. 

This can be time consuming and can be achieved through practice, receiving coaching to perform better 

as well as receiving feedback on his/her performance which will help to allow the individual to fix any 

mistakes made. 

Reinforcement to sustain the change 

This step is an essential component as this is where efforts to sustain change are emphasized. The 

employee’s manager can assist with ensuring that the change remains constant by recognizing and 

rewarding achievements. Measuring performance and taking corrective actions can also help to reinforce 

change. 

 Lewin’s Change Management Model – the three (3) stages of change 

 

This very important change model is used as an analogy to unfreezing ice, creating change, then 

refreezing the ice after change has been made. Lewin (1975) as stated by Sharma (2007), postulated that 

there are three (3) stages of change that are critical to transition within an organization. They are as 

follows: 

1. Unfreeze- this involves revamping processes, behaviour and activities within the organization’s 

climate as it aims at restructuring the way it carries out business. This has to be determined after 

an analysis of the existing practices has been done and allows for decisions to be made 

confirming that there is a need for change that will be beneficial to the organization and its 

stakeholders. 

2. Change/move – at this stage of Lewin’s model, there is a significant modification to or shift in 

the previous modes of operation to the introduction of new processes. This is where it is 

communicated to employees that they will be required to adjust to new behavioural patterns, the 

use of new systems, tools and machinery as well as general processes. The changes made at this 

stage must be seen as solutions to the problems which had earlier been identified thereby 

requiring the change.  
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3. Freeze/re-freeze – at this third and final stage of Lewin’s model, the organization stabilizes the 

new state which it has introduced and where it starts building a new culture inclusive of core 

values, behaviour, mission, vision and strategic objectives.  

 

Kotter’s 8 Step Change Model 

 

Kotter (2008) introduced an eight (8) step change model which was geared at directing organizations with 

a step by step approach to successfully implementing change. The steps are as indicated below: 

1. Establishing a sense of urgency – Kotter encourages that Xerox examines the market and its 

competitive realities, identifies and discusses crises, potential crises or major opportunities. 

2. Creating the guiding coalition- Xerox should put a group together that will lead the change and 

get that group to work together as a team. 

3. Developing a vision and strategy – Develop a vision that will help to lead the change effort as 

well as create a strategy for developing the vision. 

4. Communicating the change vision – Use all possible communication tools to communicate the 

vision to the relevant personnel. Ensure that there is a change model which will dictate the needed 

changes in employee behaviour.  

5. Empowering broad-based wins – Remove all obstacles to the change, get rid of the old ways of 

doing things as they will create hindrances to the new implementation process. 

6. Generating short-term wins – Create “wins” or goals for the short-term and plan for visible 

improvements in performance or “wins”. Reward those individuals who made the wins possible. 

7. Consolidating gains and producing more change- Make changes to all existing structures, 

policies and procedures that do not fit together with the vision for the change being implemented. 

Where necessary, hire, promote and develop people who will implement the change vision. 

Reinforce the process with new roles, projects, ideas and change agents. 

8. Anchoring new approaches in the culture- Create better performance through better employee 

behaviour, better and more leadership and more effective management. Communicate the 

correlation between new behaviours/approaches and organization success. Create continuous 

training and development plan for leaders as well as line staff in an effort to ensure an adaptation 

to the new concept and culture.  
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AC 1.2 - Evaluate the relevance of models of strategic change to organisations in the 

current economy 

 
The below information will provide clarity regarding the selected change management models previously 

chosen and is set out to identify how they are relevant to Xerox in the current economy. The relevance of 

this type of strategic change is to ensure that Xerox will be able to (1) save on costs, (2) adapt to 

technological advancements and (3) adapt to emerging trends while adjusting to changes within its 

environments.  

Lewin’s Change Management Model – the three (3) stages of change 

 

• Stage 1- Unfreezing 

At this stage, Xerox needs to implement a strategy that will help its employees to want to change from 

their old ways of operating to the new way that will be introduced. This is also the stage where everyone 

is being prepared for the change that is to come (Connelly, 2016).  Xerox will need to carefully 

communicate to its staff the new ways of operation and explain why there is a change as it creates an 

awareness of the need for the change. This is very important as clear communication of the change and 

reason for such will create an awareness to the employees of the possible impact the change will have on 

both the organization and the employees. Providing the employees with a valid reason why the change 

from the current status quo is relevant as it is not as profitable for the organization as the proposed change 

is forecasted. Xerox’s employees will need to be made aware that that they will be expected to change 

their way of thinking as well as their professional behaviour in order for the organization to have a 

competitive advantage in the marketplace.  Xerox will have to change the mind-set of its employees from 

the old ways of providing customer service only via telephone or transferring callers to a helpdesk 

onshore. Administrative Assistants will no longer be required to carry out tasks related to their jobs while 

physically being where their managers are. Senior managers will need to adapt to facilitation virtual team 

meetings using technology such as WebEx conference.  

 

• Stage 2- Changing 

The changing stage is also known as the “moving” or “transitioning” stage as opined by Hartzell (2016). 

This is where Xerox will need to begin implementing the change and the change becomes real for all 

employees. Hartzell (2016) also stated that this is the stage that is most difficult to overcome as it is 
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marked with uncertainty and fear. Regardless of the emotions which are prevailing, the employees will at 

this stage begin to learn new ways of thinking, behaviour and the new corporate culture that is being 

introduced. The onus is on Xerox to ensure that the change is carefully planned and executed. Stringent 

training sessions for employees on all levels of the organization has to be carried out. This will ensure that 

they are made aware of the ways they will be expected to carry out tasks, where to go to access request 

forms as well as new Points of Contact (POCs). In essence, all changes being made to policies and 

processes or procedures will need to be integrated in the training sessions. The change will bring about 

chatrooms for customer service agents in keeping with the emerging trends taking place in the global 

marketplace. Having to learn troubleshooting techniques while walking a customer through fixing a 

problem with their computers, is a change that the Information Technology (IT) and Customer Care 

Analysis will need to adapt. Administrative Assistants will need to adapt to taking meeting notes/minutes 

remotely as opposed to the old way of carrying out this task while physically being in the meeting room. 

Security personnel can monitor work areas as well as create access badges from their offices or desks 

through systems that have been implemented.  

 

• Stage 3 – Freezing/Refreezing 

This is where the new state of the change is “solidified”. Xerox, at this stage has to be careful to ensure 

that its employees adapt to the new culture and norms and that they do not revert to their old habits. 

Xerox’s has to at this stage block old websites that will no longer be needed, change or delete old emails 

that are no longer relevant, provide the names, email addresses and telephone numbers of the individuals 

who will be within selected groups and who will act as leaders and mentors for the new change.  

 

The ADKAR Change Model and Kotter’s 8 Step Change Model 

The ADKAR change model focuses on the individual changes (Prosci.com, 2016). Kotter’s 8 step change 

model focuses mainly on changes needed or relevant to the organization itself but also on individual 

change (Kotter, 2008). Though they are similar in their relevance to the current system being faced by 

Xerox, both models can be adapted to taking Xerox through a change process, the details of which have 

been expounded on above. The change has to be identified, then carefully communicated to its employees 

with the reassurance that they will be the main focus during the process. The organization will then 

strategize ways of integrating their new systems into the mind-set of its employees through training 

sessions. Ensuring the new ways are accepted and have been adapted by all involved, is also important to 

Xerox as the organization seeks to enforce the “new way of doing things”. 
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These change models are focused on individual employees as well as on the organization. Their relevance 

is to ensure that change is timely, relevant and communicated to those who will be impacted in order to be 

successfully implemented, executed and accepted. 

 

 

AC 1.3 - Assess the value of using strategic intervention techniques in Organisations 

 

Strategic intervention is a planned, deliberate and focused effort aimed at improving growth, relevance 

and viability within a business or organization (bizshifts-trends, 2012).  It makes good business sense to 

use strategic interventions in organizations as it can make for positive changes. As opined by Tearle (n.d), 

all organizational development interventions are designed to help to solve a problem or to achieve a goal. 

Tearle further stated that some ways in which intervention can help an organization such as Xerox to 

implement, execute and adapt to change in all areas of the organization are as indicated below.  

 

• Team building  

The value of incorporating strategic intervention here is that it helps team members to understand each 

other and to know what to expect from each other. It also helps them to bring out the best in each other as 

individuals as well as a part of a group or team. This type of intervention helps to build a common value 

for the team as well as to create value and craft a vision for the team. 

 

• Conflict resolution& Problem solving 

Whenever there is a conflict, the intervention that is generally used is geared towards ensuring that all 

parties involved are satisfied at the end. This usually takes the form of focus group sessions in an effort to 

ascertain the root cause of the problem and to find a possible solution. The value of using this technique is 

that all parties are allowed to state their grouses and stands the chance of achieving an amicable solution 

or agreement. 

 

• Strategic planning 

The value of using this intervention is that it helps to develop a scenario for future context, identify new 

opportunities, develop new strategies, and defines each person’s role as well as it defines role or new 

vision for a team. This approach or intervention technique should be geared towards achieving the 

organization’s strategic objectives, therefore, ensuring that each scenario that is developed is easily 

adaptable by the employees. 
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• Management style ( Autocratic Versus Participative) 

Using management style as an intervention technique ensures that the managers involved in the change 

adapt and execute a participative style of leadership as opposed to an autocratic style throughout the 

change. This intervention technique is aimed at alleviating the employees’ level of resistance. A 

participative management style is one which allows the employee to be included in the work that affects 

them. It allows for their voices to be heard as it acts as a platform for them to feel free to make comments 

or suggestions that are or can be considered by the organization’s management. This can be an effective 

intervention technique as it allows each party to speak freely and voice their opinions and grouses. 

According to Lindbald, (2016), the manager who uses this approach usually gathers the team together to 

find a collaborative solution which if it does not work, finds it workable to get the team to brainstorm for 

other possible solutions. An autocratic leadership style, although not always negative based on the 

structure within which it is being used, is less accepted and will most times not work as an effective 

intervention technique. It is more of a dictatorship approach which will most likely cause more conflict 

and resistance if it is used. The “my way or the highway approach” can have a negative outcome if the 

technique does not work (Lindbald, 2016). 

 

• Creating synergy 

Xerox will ensure that there is togetherness across all teams involved in the change. There will be mutual 

respect for all team members and the management team at Xerox as well as their subordinates will be in 

accordance with each other. 

• Human resource management intervention 

The human resource management team will ensure that training models are created to fit all learning 

styles and as such will be easily comprehensible for all trainees. Employees should also be treated with 

respect throughout the change process. Also, the Human Resource department in collaboration with the 

department and team managers should place the right calibre of employees in the right job so as to 

alleviate the employees’ level of discomfort with the new systems. As opined by Lassi (2015), 

Performance Appraisal is another human resource management intervention tool which allows for team 

and department managers to plan, review and develop the performance competencies and culture of 

individual employees, their teams and by extension, the organization. 

 

• Proactive & reactive approach 

According to Simmerling (2015), proactive change involves making an active effort to make changes to 

the organization and its current practices. The value that a proactive approach when taken by any 

organization is that it can guard against any future threats that may or could likely impact its structure, 
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processes or its growth. In essence, this approach is aimed at protecting the organization against any 

possible future activities that could take away from potential opportunities. A reactive approach, on the 

other hand, happens when the organization makes changes or tries to bring about changes as a response to 

an event or series of events whether in its internal or external environment of which its impact has caused 

a need for change.  

 

AC 2.1- examine the need for strategic change in an organization 

Change requires a shift in the core culture of Xerox and by extension the attitudes and behaviours of its 

employees. If the organization is to successfully manage this change, it will need to create a plan to 

revamp its strategy and face the reality that there is a need for a shift in the nature of its operations, its 

culture and the operational models it has adapted. Xerox has to acknowledge the difficulty associated with 

making the change as well as the focal areas within the organization that will need to be restructured in an 

effort to achieve the desired shift in culture (Balogu, 2001). Some of the areas in which change needs to 

be made in Xerox are as follows. 

Business Processing Outsourcing 

Xerox.com (2012) asserted that Xerox is the largest diversified outsourcing company with an expertise in 

managing transaction-intensive processes. This type of business is one that is subject to constant change 

and as such Xerox has to be prepared for those changes. Some areas that need to be focal areas are: 

▪ Customer Care - Customer care or customer service is one area that needs to be focused on. 

Customer Care Agents needs to be better able to communicate with Xerox’s client base located in 

the United States of America therefore focus on providing training to these agents ensuring 

communicating with them in a manner that is professional and understandable when handling 

customer related issues is paramount. The management of the company has to think outside the 

box to create a strong connection between the employees, the organization and the customers 

(Lewis, 2016). 

▪ System knowledge - Knowledge of the systems that are used to process the customer’s needs 

should be primary to the staff. The current approach is unacceptable as reports have indicated that 

the rate off error is above that which was agreed to and process time is too long.  

Information Technology Outsourcing 

Xerox specializes in delivering effective IT Solutions through its secure data centers and its helpdesks 

Xerox.com (2012, pg.20-21). Some of the services provided include mainframe and server outsourcing, 

networking, desktop, and cloud outsourcing. As technology is ever evolving in today’s marketplace. 
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Xerox has to make provisions to facilitate the changing needs of its customers. This means that there 

needs to be frequent training sessions aimed at providing new and improved innovations to its employees 

so they will be able to provide customers with the required level of support.  

 

Human Resource 

The human resource department in Xerox is not outsourced, however this area also needs to be abreast of 

the changes needed in the organization. One major change that needs to be implemented happens at the 

recruitment level of the department.  

▪ Hiring the right fit- Due to the fact that new entrants into the workforce are coming in with a 

higher level of education than in previous years, the standards of the organization needs to be 

increased as well (Berger & Fisher, 2013). In addition, the expectations of Xerox’s clients are 

high and as such highly experienced, qualified or trainable talent is needed. 

▪ Value employees- Employees have complained that they do not feel valued and as such Xerox 

needs to strategize ways that they can make their employees feel that they are valuable to the 

organization’s success. The management team is being encouraged to speak to the staff to get 

first-hand knowledge of their needs and concerns in an effort to be able to provide for same. 

▪ Compensation – Regardless of the perks that go with a job, remuneration or compensation is the 

most important factor that allows employees to stay with an organization (Hollon, 2013)  

Document Outsourcing 

As the industry leader in document technologies for over twenty years, Xerox has had to make changes as 

technology change (Xerox.com, 2012). With all that is changing in the evolving global market, the need 

for change is inevitable and Xerox has to ensure that it is keeping up with the developments. Some of the 

changes that need to be made to this area are: 

▪ Modern systems- using modern systems to process documents, hiring the right kind of people to 

do the jobs, ensuring that the tools that are being used are easy to manipulate and user friendly 

etc. For the Managed Print services offered in this area, there needs to be changes to the 

production of modernized printers and copiers as there is competition in the market which allows 

for market share to be easily taken away. This change will be in keeping with one aspect of the 

company’s mission which focuses on innovation and technology.  

▪ Collaborative relationships- As industries are integrated into the market daily, there also needs to 

be a change to the level of partnership the company has. The marketing needs to be increased so 
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as to create awareness of the company’s service offerings in an effort to gain more customers and 

as such increase its profit margin (Van Dyke, 2011).  

 

 

AC2.2- assess the factors that are driving the need for strategic change in an 

organization 

The organizations that continue to be successful are usually those that most rapidly adapt to change 

(Joseph, 2016). The observation that we live in an era when change is accelerating cannot be 

overemphasized. Kotter (2008) opined that the argument that change is always with us and is cyclical is 

one that has clearly missed the point entirely. He further claimed that external change demands internal 

change as well. There are a variety of factors that can cause an organization to re-evaluate its methods of 

operation. These factors are environmental and are categorized by McKinney (2016) as internal and 

external environmental factors. As opined by Root (2016), the external environment is made up of factors 

outside of organization that impact the company’s ability to function. Root (2016) further stated that some 

external elements can be manipulated by the organization’s marketing while other elements require that 

some adjustments are made.  The internal business environment refers to the factors inside the 

organization that impact on its performance. It consists of the organization’s policies, corporate culture, 

the roles of management as well as the way that management and staff carry out their tasks (Wiley.com, 

n.d). The organizations will then have to ensure that the change drivers are identified and plans to meet 

the demands associated with those changes are implemented. 

➢ External factors affecting organizational change 

New technologies – with the emergence of new technologies, organizations are forced to adapt to 

technological changes if they desire to operate in keeping with current trends (Archer, 2016). Outsourcing 

has become a new trend in business and has created a new wave of innovators who seek to make jobs 

easier. Xerox is one such outsourcing organization that can be affected by changes in the external 

environment. As these changes take place, Xerox then has to make changes to its internal operations in an 

effort to meet the changing needs of the organization as dictated by the ever evolving marketplace. 

Competition – the entrance of new competition into the market as well as new products and new 

processes adapted by existing competition can force Xerox to change its marketing strategy. The impact 

that these changes can have on the organization’s landscape can be remarkable. Change can be brought 

about for example by the introduction of a new product or a new way of operating by the competition 
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which will cause the organization to implement strategies feared towards retaining its customer base 

(boundless.com, 2016). 

Globalization –globalization has allowed organizations with a fairly easy way with which they can 

emerge into the global marketplace, Xerox is now able to expand into other countries and by so doing it 

has the opportunity of increasing its profit margin. It also faces the possibility of bringing 

global/international awareness to its brand. Xerox has to strategically positioning itself to compete in the 

global marketplace as a result of this change. Globalization can open the door for opportunities for Xerox 

such as free trading, the creation of jobs, and an opportunity to learn the operations of other companies 

(Collins, 2016).  

Political issues/government regulations- changes in government regulations which can be the impact of 

a change in a country’s leadership can adversely impact how an organization does business. Newly 

mandated online security procedures can force an outsourcing organization such as Xerox to change the 

way it handles customer information.  

If Xerox focused only on what is happening within its internal environment and not on the external 

environment, the organization can miss the threats that can come from their competitors, customers, the 

regulatory environment and the marketplace in which it operates.  

➢ Internal factors affecting organizational change 

Technology/systems – having to adapt to the change in the external environment, Xerox needs to 

integrate new technology into its operations which will make the jobs of its employees easier, create for a 

more user friendly environment or both employees and staff (incorporate a system which allows for 

conference calls as opposed to leaving offices for meetings), train its staff on the uses of new systems as 

well as tangible tools such as computers, telephones (mobile & desk), e-fax. Xerox can also integrate the 

use of web chat as a communication tool in keeping with the current technological trend.  

Need to improve processes – Xerox as an outsourcing organization may need to make a change to the 

speed as well as the accuracy with which it handles customer concerns, by enforcing a time frame within 

which calls should be answered and customer issues addressed. As we are operating in a fast paced 

environment which also requires a certain level of accuracy, processes will be improved as a result. The 

change which caused the integration of Lean and Six Sigma process improvement into today’s workforce 

can be adapted into the internal environment (isigma.com, 2016). 

Cost saving – Xerox may institute a new department in a third world country to provide administrative 

support for leaders in a first world country as a cost saving initiative. This could be because the rate of 
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compensation for an employee in the same role in a third world country costs less than the first world 

country and the knowledge and competency of both employees are parallel to each other.  

Desire for growth/Mergers and acquisitions – When an organization decides to expand by merging 

with and or acquiring other companies it is poised to achieve its growth objectives. With this the 

organization needs to change the techniques of its operation to meet the changes that are associated with 

the merger and acquisition (Joseph, 2016). The Xerox Company can rebrand itself and as such the 

organization can extend its services from serving just a few sectors and groups to a wider cross-section of 

the global marketplace. Xerox can also get involved in mergers and acquisitions as a means of growth as 

it can with the expansion provide the goods and services previously provided by the companies which 

have been acquired.  
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AC2.3- assess the resource implications of the organization not responding to 

strategic change 

It is of vital importance that organizations respond to strategic change because if this is not done, there 

will be implications that can be detrimental to its continued existence. This report will highlight some of 

possible implications Xerox can face if it does not plan for and respond to the change happening in both 

the internal and external environment. The resources involved in the strategic change needed for Xerox 

are, its Physical Resources (buildings & offices), Information Technology (IT) Resource, Financial 

Resource as well as its Human Resource (HR). If Xerox as an organization does not respond to the 

changes which are taking place, there can be detrimental implications as will be expounded on below. 

 

Physical Resources (buildings & offices) - Location is important to the success of any business. Xerox 

has to ensure that its offices are located in safe areas which are easily accessible to its clients, customers 

and employees. There also needs to be importance placed on the conditions of the buildings and offices, 

the capacity of the office space, as well as maintenance requirements for those spaces (Riley, 2015). 

Office spaces need to be ergonomically suitable for the staff so they will be comfortable as they carry out 

their duties. If this is not done, the implications will be negative and can result in loss of valuable 

employees, loss of revenue as Xerox will not be able to carry out the jobs as mandated by its clients due 

to the lack of or inadequate number of staff needed to manage the workload. Another implication for not 

responding to this change is that the company’s reputation will be tarnished as word-of-mouth marketing 

is said to be the most effective.    

Information Technology (IT) Resource- Xerox heavily relies on technology as it aspires to please its 

customers. The speed at which the global market is evolving is mainly due of the availability of 

technology. For Xerox to succeed in this evolving global market, it has to keep abreast of the changes in 

technology so it will be able to provide its clients as well as its employees with the tools they need. One 

very important area that is posing a major problem to technologically advanced organizations such as 

Xerox is data breach (proformative.com, 2013). This is a very sensitive area as it poses one of the 
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highest risks for the organization. This is a potential for significant change that Xerox needs to respond to 

as the implications for not responding to this possible change include the reality that hackers can access 

the system and steal important and confidential employee as well as customer information, company 

secrets and financial records and by so doing can ruin the organization’s reputation as well as expose its 

clients (proformative.com, 2013).  Xerox has to also ensure that its systems, tools, ways of doing business 

as well as its employees are technologically advanced so they will be able to compete in the global 

marketplace. The implications for not responding to this change include loss of its customers due to lack 

of technological advancement which is needed to support the needs of its clients and customers. Another 

implication is that its younger employees will leave for jobs that are in organizations that have more 

modern facilities which will give them a sense of modernization and development. Another implication 

for Xerox if it does not respond to the changes is that it will get left behind because emerging markets will 

attract its clients and employees. 

 

Financial Resource – As a cost saving/cost cutting measure, organizations have outsourced some of their 

jobs to Xerox which has been a source of revenue for the organization. The current state of the economy 

however, has dictated that Xerox itself implement its own cost cutting and cost saving measures as it 

focuses on its financial viability (Haywood, Layton & Penttinen, 2009). If Xerox does not respond to this 

change the implications can mean that the organization could stand the chance of losing revenue and 

ultimately its profit margin. Should this happen in such a large organization, it will face a major crisis 

which will create a need for downsizing as a reactive response. This response to change can bring about 

uncertainty on the part of its employees on all levels which will find them seeking employment stability 

elsewhere. A further implication is loss of valuable human resource.  

Human Resource - People are an organization’s most important resource (Devine, 2015). This premise 

has been accepted by many organizations today. The implications for Xerox if it does not employ the 

right people for the job or let its employees know how valuable they are to the organization is that 

disgruntled employees can cause loss of income by providing negative customer service and as such 

cause clients to be dis-satisfied. The clients who are not permitted to withdraw their contracts prior to a 

specified time due to mitigating clauses within those contracts, they may opt not to renew or continue 

doing business with the organization after the expiration date and may find another company to outsource 

their business. In addition, if the right people are not paired with the right jobs, there can be implications 

as well because the contracts can also be withdrawn or not renewed due to the clients being dissatisfied. If 

employees are not happy in their jobs, they can cause the company to lose its reputation because they will 

pass along information to its competition or to the media including social media where information is 
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transmitted rapidly to result in the company losing its reputation (Agrawal, 2016). This is important 

because employees act as brand ambassadors for the organization and the information which they share 

will be quickly believed (proformative.com, 2013). Also, Xerox needs to make a change in the calibre of 

people who are entering its workforce as the global marketplace requires a new way of employee thinking 

and behaviour.  

 

 

 

AC3.1- develop systems to involve stakeholders in the planning of change 

Change is only successful if stakeholders adapt and sustain the change. The level of adaption needed to 

bring about success requires thorough planning and focus (McConnell, 2016). knowhownonprofit.org 

(n.d) defined stakeholders as a group and individuals who will be influential in the success of an 

organization’s change plan. The success of the change initiative implemented by Xerox is largely 

dependent on the way change plans are communicated to the stakeholders and their level of involvement 

in the change process.  In order for an organization to be successful, one principle it has to adapt is 

involving in the planning of change. It is therefore imperative that all stakeholders are involved in 

planning strategic changes within the organization. As opined by Murphy & Willmott (2010) the extent to 

which stakeholders are involved in the planning of the change largely relies on several factors, including 

their influence, their significance to the organization and the extent to which they will be impacted by the 

change. The system that will be developed for the planning of change in Xerox is a cause-and-effect 

system which will be depicted using a fishbone diagram. This system is being used because it provides 

information regarding the cause of problems that prompt change and the effects of the problems as well as 

the change on the organization (Mindtools.com, 2016). Some of the problems that this system is being 

used to identify the root causes of include low productivity and staff demotivation.  

 

Below is a change management system to be developed to manage stakeholders in the change processes 

and processes (Samuels, 2015) at the Xerox Company: 

 

STEP 1- BRAINSTORM TO IDENTIFY THE PROBLEM 

1. Restate the standards of the organization. 

2. Generate a vision as a collaborative effort 
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3. Build an awareness as to the reason for the needed change 

4. Implement a sense of urgency for the change  

5. Solicit feedback and share responses with the team 

6. Share all identified issues stakeholders with the change team  

7. Form groups to help to bring about change. 

 

 

 

 

STEP 2- IDENTIFY THE PROBLEM (work out the major problems involved with stakeholders) 

1. Liaise with internal and external stakeholders in an effort to identify the problems that Xerox has 

been facing 

2. Discuss feedback that was received based on solicitation 

3. Formulate a plan aimed at addressing the problems 

4. Clearly state all areas of the plan and the impact each will have on the change 

5. Involve all employees who will be impacted in the planning of the change 

6. Ensure that the resolution will be favourable to all involved 

 

Diagram adapted from: Mindtoold.com 

 

STEP 3- INVOLVE STAKEHOLDERS IN THE PLAN (identify the possible causes) 

1. Involve stakeholders in creating and implementing the change plan 

2. Create a budget to include all resources, expenses and costs that are incurred. 
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3. Plan reward and recognitions programs for those who excel. 

4. Create a policy for the change and share how it will help as well as penalties for infraction with 

the employees 

5. Share the change plan with the stakeholders 

 

STEP 4- IMPLEMENT THE CHANGE (Analyse the plan/diagram with stakeholders) 

 

1. Use all possible communication tools to share information regarding the progress of the change 

plan with employees 

2. Schedule team meetings as well as one on one sessions to communicate the change vision and 

process 

3. Schedule training sessions to implement the change  

4. Schedule one on one session and follow up with employees’ performance. 

5. Schedule and conduct performance reviews which includes benchmarks to track adherence and  

performance 

6. Implement reward and recognition program to motivate top performers and encourage others 

 

STEP 5- MONITOR AND EVALUATE THE CHANGE TO ENSURE STAKEHOLDER 

INVOLVEMENT 

 

1. Monitor performance to ensure that the change process is being followed 

2. Schedule frequency of change and performance monitoring  

3. Provide feedback to employees regarding their performance and encourage progress and 

development 

4. Involve change agents, subject matter experts and mentors from among the staff to lead the 

change  

5. Use all possible communication tools to provide updates and progress reports 

6. Track behaviour towards the change and make other changes where necessary 

 

 

Another system that Xerox will use to include stakeholders in the planning of change is the ADKAR 

change model as seem below: 

• Implementing the ADKAR Change Model/System 
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Step 1- Awareness of the need for change  

Create an awareness of the change to all stakeholders. This should include all possible impacts and 

reasons why the change is necessary (Connelly, 2016). 

Step 2- Desire to be a part of the change 

Use tactics that will create a strong desire within each employee to embrace the change such as  

1. share the impact  

2. make the journey fun  

3. Plan for individual growth after the change has been implemented, need to be implemented by the 

management team. 

Step 3- Knowledge of how to change 

1. Use all available communications tools to share knowledge or information about the change 

2. Let each employee create individual SWOT analysis 

3. Analyse SWOT to identify how they can impact the change and how the change will promote 

growth 

4. Provide feedback on SWOT analysis as a basis for change 

Step 4- Ability to implement the required skills and behaviours   

• Share knowledge of the behaviour that is needed and how it can be achieved. 

• Schedule seminars aimed at promoting behavioural change 

• Instil an deep desire to change  

• Promote change behaviour with promises of incentives and other rewards 

  

Step 5 - Reinforcement to sustain the change  

• Create rewards and recognition programmes need to be integrated within the new mode of 

operation. by implementing an incentive based performance scheme to as a means of recognition 

and rewarding employees as they adapt to the change and use performance appraisal to measure 

same.  

• Follow through with promises of positive change impact 
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• Measure performance and take corrective actions in an effort to reinforce change by scheduling 

frequent performance assessment sessions 

 

 

 

 

 

 

AC3.2- develop a change management strategy with stakeholders 

 

As Xerox had identified a need for change within the organization which involves its stakeholders in the 

change process and have identified issues experienced by first meeting with the necessary teams to 

discuss how this process will help to strategize the changes ahead. In order to develop a change 

management strategy, the Xerox Company will use the Stakeholder Circle methodology to create the 

ideal strategy for the impending change (Bourne, 2009). This methodology provides a five-step process to 

identify, prioritize, visualize, engage, and communicate with the “stakeholders that matter,” and finally 

monitor the effectiveness of that communication.  The five steps included in the process are as follows. 

• Step 1: Identify all stakeholders and document their expectations 

• Step 2: Prioritize 

• Step 3: Visualize the key stakeholders, mapping each stakeholder relative importance, power, and 

influence 

• Step 4: Engage through understanding each stakeholder attitude to the project and develop 

targeted communication- 

• Step 5: Monitor the effectiveness of this communication 

 

THE CURRENT STATE OF XEROX 

 

• High staff turnover identified in all departments 

• Low levels of productivity   

• Disgruntled clients 

• Remaining staff has to fill the capacity and as such has to expand workload 

• Staff not being recognized for their efforts 

• IT system block out causes setback  
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Strategy goal: To improve employee retention and manager’s capabilities through training and 

motivation so as to improve organization performance and the achievement of organization objectives.  

 

Stakeholders involved: Employees, customers, managers at all levels, onshore clients, suppliers and 

outsourced IT team 

 

Kotter’s 8 steps process will be used to develop a change management model in the Xerox Company that 

is geared towards a total revamp and adaptation to the new system. This is intended to lead change that 

will create a new and improved culture in the organization. 

 

1. Creating a sense of urgency by building an awareness as it relates to the importance of the new 

culture and the impact it will have on each stakeholder group. Share the change vision with all 

stakeholders. 

2. Creating a coalition team by assembling a group that has the power as well as the energy to lead 

and support the collaborative effort of the change effort. Involve strong staff members in the 

leadership of the change as a means of integration from that level so as to build trust in the 

change. 

3. Form a strategic vision and initiatives by raising a large force of people who are ready, able and 

willing to drive the change. Involve individuals from all stakeholder groups in the creation a 

vision for the change.  

4. Enlist a group of volunteers or change agents in an effort to remove the obstacles to change, to 

change systems, or any structure that pose threats to the change. Facilitate frequent change 

meetings including the selected individuals from among the staff body and share the vision that 

they will in turn share with their peers. 

5. Enable action by removing barriers. Engage all stakeholders in an effort to identify and remove 

obstacles to change, change systems or structures that pose a threat to the achievement of the 

vision. Identify those who resist and strategize ways to create change in behaviour. One way is to 

get them directly involved in the process.  

6. Generate short term wins by consistently tracking, producing, evaluating and celebrating volumes 

of both small and large accomplishments then correlate them with the results.  

7. Sustain acceleration. Use increased integrity to change systems, structures, and policies that are 

not aligned with the change vision. Hire, promote and develop the skills and competencies of the 

employees who can implement the vision. Reinvigorate the change process by implementing new 

themes, systems and processes.  

8. Institute the change. Articulate the connection between the new behaviour and how the change 

will bring about organizational success. Also develop the means to develop the competencies of 

leaders. This can be done by involving leaders in training sessions that are geared at enhancing 

their people and leadership skills. Include positive reinforcement with staff by listening to what 

they have to say about the change and provide for as many of their needs as possible. Look into 

shift changes, workload, management styles, and manager-employee relationship and make 

changes where necessary to facilitate a positive work environment for all.  

 

The outcome of stakeholder engagement should involve the needs assessed in AC 2.1 which include those 

within Business Processing Outsourcing including Customer Care and systems knowledge, those in 



Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 23  
 

Information Technology Outsourcing, Human Resource including hiring the right fit, valuing employees 

and compensation and Document Outsourcing which focuses on the introduction of modern systems and 

building collaborative relationships.  The areas Colwell (2012) alluded to are: 

Sponsorship- ensuring sponsorship for the change for the suppliers and customers perspective. Usually 

work needs to be done in advance to define the scope and context of the engagement in order to gain 

commitment from the change. 

Involvement – Involve the right people in the change process so as to create transparency that no 

stakeholder is inadvertently excluded. Changes that involve stakeholders are more likely to lead to a 

successful outcome.  

Impact - engaging stakeholders to participate by getting them involved in finding and developing 

solutions.  

Communication – it is important to communicate the context in which stakeholder involvement will take 

place early on. Communicate the roles of each stakeholder and ensure that their needs are responsive to 

the process. 

Readiness – Provide the right training and all the help they will need to get stakeholders ready for the 

change. The involvement of key stakeholders can reduce the timing, resources and requirements of the 

plan.  

Responsibilities – ensure stakeholders understand and therefore accept their responsibilities so they can 

be held accountable for their actions.  

Compliance – Removing negative influences can be a factor associated with addressing resistance to 

change.  

As Xerox aims to develop a system to manage change, the focus needs to be on involving its stakeholders 

who are directly involved in the strategy. The level of involvement and stakeholder and process 

monitoring is of utmost importance therefore an analysis of the stakeholders’ needs and involvement 

should be carried out (soscope.se, 2009). The figure below indicates the stakeholders involved in a call-

centre operation such as those operated by Xerox, along with their level of involvement and the power 

and rate of interest that  

 

Not all stakeholders play the same role in the organization nor do they have the same interest, power or 

involvement in the operations, in essence, not all stakeholders are equal (Farrell, Fraedrich & Farrell, 

2015). Also, the information that is shared with each stakeholder is different as is with the monitoring of 

each. As seen in the figure below, the involvement of stakeholders in the change management strategy is 

rated low and high as it relates to the amount of power each will be allowed and their level of interest in 

the organization (Annualreports.lk,2013). Xerox’s aim is to keep its stakeholders satisfied, however, the 

activities surrounding their involvement will be closely monitored and managed. They will be kept 

informed of the changes and how they will be impacted.  
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AC3.3- evaluate the system used to involve stakeholder in the planning of change 

 

Xerox will use McKinsey 7 S model to evaluate the change systems that were develop. McKinsey 7s 

builds cohesive strategy, and examines the organization and what contributes to its success. The 

framework consists of three hard elements: strategy, structure, and system; and four soft elements: style, 

skill, staff, and superordinate goals. These elements can be used to review the effectiveness of an 

organization (in this case, Xerox), determines how best to realign Xerox to support a new strategic 

direction and to access the changes needed to support the change (Hanlon, 2015). 

 

 

 

 

 

 

 

 

 

 

 

Hanlon (2015) further stated what the 7 Ss stand for and how Xerox can use the framework to improve its 

capabilities.  

 

• Strategy – the change plan developed by Xerox to achieve sustained competitive advantage and 

is reinforced by strong vision, mission and values.  
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• Structure – represents the way business divisions are organized and includes information 

regarding who is responsible for what in Xerox. 

• Systems – the processes and procedures of Xerox which reveals the daily activities as well as 

how decisions are made. 

• Skills – these are the abilities of Xerox’s employees and includes competencies and capabilities. 

During change, the skills that are needed to reinforce the new strategy is usually sought after 

within Xerox. 

• Staff – This element speaks to what type and how many employees Xerox will need in order to 

successfully assist with the change. 

• Style – the way Xerox is managed by top-level managers. In essence, it is the management styles 

of the leaders. 

• Shared values-These are the norms and values that guide as well as Xerox’s actions during the 

change. Shared values are therefore the foundation for Xerox and the change.  

 

Results of the selected framework 

 

1. Identifies plans for organizational success in the market 

2. Determines the optimal organization design. By knowing the desired alignment, Xerox can set 

goals and make action plans easier 

3. It includes stakeholders in the entire planning of the change process. 

4. Indicated improvement plans to the organization’s strategy 

5. Clearly defines the organization’s strategy 

6. Identifies areas to develop the skill sets of both managers and staff. 

7. Identifies a solid organizational structure within Xerox. 

8. Utilizes communication tools to share information to both internal and external stakeholders 

9. Indicates to Xerox some elements to consider for a successful change strategy 

10. Improve trust among stakeholders as individuals from among them are involved in the change 

process 

11. Builds trust between managers and staff 

12. Allow for skill development on both the management as well as on the staff levels of Xerox 

13. Creates opportunities for employees to show empowerment skills for their growth and future 

development. 

14. Creates synergy among team members.  

15. The framework identifies areas that are not effectively aligned with the change process 

 

Conclusion 

 

1. The system seen above that has been created to involve Xerox’s stakeholders in the changes that 

the organization will encounter.  

2. This system was created to include the organization’s employees, customer, managers and the 

government and to analyse their level of involvement in the changes which are happening.  

3. The system will allow for the input of the selected stakeholders as well as their input in the 

change.  

4. The dissemination of relevant information relating to the changes will also be encapsulated in the 

system.  Including these key stakeholders in the change is relevant to its success as these are the 
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main individuals who will be directly impacted as they will be required to adapt to the new 

processes, new culture, new policies and possibly new team members, managers and new offices.  

5. The system will also allow for the employees to be trained on the uses of the new systems and 

other processes. 

Effective communication and transparency are two of the key enablers to change and can determine the 

success of a change plan or strategy (boundless.com, 2016).  

 

 

 

 

 

 

 

 

 

 
 

AC3.4- create a strategy for managing resistance to change 

There are five main reasons why people resist change, they are (1) fear of the unknown, (2) mistrust, (3) 

loss of job security/control, (4), bad timing and (5), an individual’s predisposition towards change (Quast, 

2012).  Rick (2016) opined that if organizations expect and plan for resistance to change, they will be able 

to effectively manage the resistance and objections. Rick (2016) further stated that the organization will 

not be aware of all the sources that will cause it to face resistance, however, it can implement a proactive 

approach and prepare for the resistance. Proci.com, (2016) provided a three phase strategy that Xerox can 

implement in an effort to mitigate employees’ resistance to change. The phases are as follows: 

Phase 1: Preparing for change - During this phase of the strategy, carry out a readiness assessment and 

anticipate points of resistance and implement special tactics to address same.  

Phase 2: Managing the change - Plans for managing the resistance to the change have to be created here. 

Some plans include communication, resistance management, coaching, training and a resistance 

management roadmap. These plans should all be geared towards taking each employee through the 

change. 

Phase 3: Reinforcing the change - Carry out a survey in an effort to gather the feedback from employees 

to identify compliance with the new workflow. This will also provide information regarding the resistance 

that still exists so that another strategy or an extension to the existing strategy can be used to fix the 

problem.  
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Bryant (2016) suggested that change is constant and as such Xerox should implement strategies that will 

diminish employee’s resistance to the change. He further stated that there are six (6) basic steps that an 

organization such as Xerox need to follow to mitigate employee’s resistance to change. These steps are as 

follows:  

Step 1 - Increase communication with the individuals who the change will affect. Ensure that they are 

kept abreast of the change progress by providing frequent feedback and updates. Schedule team or 

departmental meetings to provide updates and schedule one on one sessions so that individual employees 

will be free to voice their opinions. For those who do best in a group setting, schedule focus group 

sessions for these forums as a platform for employees to voice their opinions on the change and provide 

feedback that will allow for a better understanding of the reason for the resistance. How the change is 

communicated to employees can be the determining factor to their reaction and the level of resistance 

(Paycor.com, 2015).  

Step 2 - Share information regarding the positive impact that the change will have on each team or 

department within the organization. Even though each individual needs to be made aware of how they 

will be affected on an individual level, they also need to be made aware as a group.  

Step 3- Include individuals as best as possible in the meetings and events planned by the organization that 

has to do with the impending change. Let the employees know that they are important to the organization 

and advise them of the impact that the change will have on them. Letting them know that their jobs are 

secured will make a difference and reduce the level of resistance. Jacoby (2011) opined that when 

employees are involved in the change, they are more likely to buy into it than to be resistant.  

Step 4- Seek out and select change agents from among each team or department who will be able to speak 

out about the change and who will also be able to pass vital information along to his or her group. This 

will win trust and confidence in the group because one of their own is involved. 

Step 5- Develop key deliverables for each team or department in an effort to implement a reality to the 

change. One key deliverable that can be implemented is to ensure that all calls are answered in call 

centres and the acceptable quality rate is between 100% and 95%. There can also be a deliverable of a 

cost reduction rate by outsourcing higher paying jobs to third world countries that will charge less for the 

same service.  

Step 6-Tie success to compensation. Include an incentive package in the compensation package in an 

effort to provide employees with an extrinsic motivation to work towards the organization’s strategic 

objectives which are tied to the change. One key deliverable that can be implemented is to ensure that all 

calls are answered in call centres and the acceptable quality rate is between 100% and 95%. Employees 

who achieve these goals will earn an additional $100 per week. There should be a tier system for an 

additional sum for those who were close to the target but did not reach it. This will ensure that all hard 

working employees are compensated for not only the work they do, but also for the additional effort they 

put into ensuring that Xerox achieve its goals.  

While the normal or regular human reaction to change is resistance, if Xerox implements a good change 

management strategy it can mitigate the level of resistance the change may receive from employees. 

According to Proci.com (2016) one way to approach resistance is by implementing change management 

not just as a tool for managing resistance but also for engaging employees in the change.   

 

 



Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 28  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

AC4.1- develop appropriate models for change 

 

MCKINSEY 7 S MODEL/FRAMEWORK 

 

 

The McKinsey 7S model which Xerox has been used as an appropriate model for the change that the 

organization is implementing. This model was selected based on that fact that the 7 Ss can be used to 

determine optimal organization design, identify the areas that are of the system that are not effectively 

aligned, decide where and what changes need to be made, allows for the necessary changes to be made 

and provide allowance for continuous changes to be made (Jurevicious, 2013).  

 

THE FRAMEWORK IN PRACTICE AT THE XEROX COMPANY 

 

Since the McKinsey 7S model or framework has been introduced and implemented at the Xerox 

Company, the following areas have been identified as a result of the implementation and has been 

measured by the output which has been audited (Hanlon, 2015).  

 

• Team cohesion has increased significantly 
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• The turnover rate has declined by 20% over a one month period 

• Managers have been increased their contact time with individual team members using one on one 

sessions 

• Increase in positive feedback from annual employee satisfaction/voice of the employee scores by 

32%. 

• Increase in the number of employee participating in team building activities. 

• Significant improvement in onshore team satisfaction by 30% since last quarter 

• Improved communication skills 

• Increase in overall department productivity by 70% over the last quarter 

 

Systems:  

• Implementing daily activities and procedures especially those having to do with making decisions 

• Provide frequent updated regarding organizational  activities especially changes using various 

communication tools 

• Provide training sessions geared at improving the skill sets of staff especially on how to use new 

systems introduced as a result of the change 

 

Shared Values:  

• Ensure that systems are set up which will provide updates and reminders to employees regarding 

all organizational policies including but not limited to dress code, work ethics and expected 

professional behaviour 

• Ensuring that the 24 hour email response time is adhered to be all employees  

• Ensure that standard email etiquette is being observed company wide 

 

Style:  

• Top level managers should improve on their interactions with lower level employees 

• Mid-level managers should encourage a workplace of team work and transformation 

• Front line managers should foster an open door policy so that their teams will be able to freely 

and respectfully voice their opinions and concerns 

• Managers on all levels should adapt a situational style of leadership which will allow them to be 

able to perform in all situations 

 

LEWIN’S 3 STEPS CHANGE MODEL IN PRACTICE AT THE XEROX COMPANY 

 

Lewin’s 3 steps change model, will be modelled for any other changes that will take place in Xerox. This 

is because of the factors of the change and how they can be easily adapted to any change needs within the 

organization (Connelly, 2016). Also a Transformational leadership style is encourages as change is 

being implemented in an effort to change the mind-set of Xerox’s employees (Bass & Riggio, 2008).  

 

 Unfreeze-  

• Provide clear understanding to employees as to why the change is necessary 

• Share information regarding the impact the change will have on individuals and the organization 

• Advise that the change agents will be selected from among the staff contingent in an effort to get 

them involved 

Change- 

• Introduce systems and processes associated with the new way of doing things. 

• Schedule training sessions in an effort to ensure that the change is being introduced 
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Re-freeze- 

• Remove all previous policies and processes that are no longer needed and that could possibly 

cause employees to revert to their old ways 

• Ensure that mentors and Subject Matter Experts are always available to answer questions 

regarding the new systems and processes so as to create a sense of comfort during the period of 

change 

• Request feedback regarding performance as well as regarding employees level of comfort with 

the change and make further changes where necessary to facilitate total conformation 

 

As Xerox aspires to integrate the change into its core culture, the model which were used will provide 

insight as well as assistance in a fast and fairly easy transition for both the individual employees and the 

organization. McKinsey 7S model or framework is used by organizations such as Xerox as a tool that 

analyses its organizational design by looking at 7 key elements in order to determine if they are 

effectively aligned as Xerox seeks to achieve its organizational objectives (Jurevicious, 2013). Lewin’s 3 

steps model is used as it allows for change to be implemented in three stages. This model is useful to 

frame a process for change that is relatively easy to be understood (Connelly, 2008).  

 

 

 

 

 

 

 

 

AC 4.2-Plan to implement a model for change 

GOAL: 

The aim of the plan is to ensure that employees at the Xerox Company adapt to the change that is being 

implemented by creating a system which will involve employees on all levels of the organization in an 

effort to create a transformation in the culture of Xerox.  

 

STEPS IN THE 

CHANGE PROCESS 

DETAILS TIMELINE EXPECTED 

OUTCOME 

 

Step 1:  

 

Create A sense of 

Urgency  

 

Articulate a powerful rationale and 

business case for change. The 

change leaders should ensure that 

they introduce the change plan to 

employees in such a manner that 

they will understand and adapt to the 

change within the planned 

timeframe.  

 

 

 

4 weeks 

 

 

 

Desire to change 
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Step 2: 

Form a Powerful 

Coalition 

Assemble a team with enough power 

and influence in the organization to 

lead the change effort. Build a 

leadership team comprised of strong 

individuals who will be able to assist 

with the change.  

 

 

2 weeks 

A strong team of 

employees/leaders who 

are able to share the 

vision and assist with 

the integration process 

Step 3:  
Create shared vision 

Create a compelling vision of the 

expected future to guide the 

direction of the change. 

 

4 weeks 

Interest in the shared 

vision 

Step 4:  
Communicate vision 

Use all possible communication 

tool, vehicle and platform to 

communicate the vision and role 

model new behaviours. 

 

Ongoing 

Encourage and instil a 

vision for the change 

Step 5:  

Remove Obstacles 

Remove obstacles to the change by 

removing systems, procedures and 

policies that undermine the vision.  

 

Over a 3 month period  

New systems, policies 

and processes being 

used 

Step 6:  

Create Short-Wins 

Celebrate short-term wins in order to 

build momentum and enthusiasm for 

the change. Implement a rewards 

program aimed at recognizing and 

rewarding outstanding employees.  

 

 As needed 

Desire to change, 

enthusiasm, 

participation and  

motivation  

Step 7:  
Build on Change 

Use credibility to change policies 

and procedures that do not tie in 

with the vision. Recruit and promote 

employees who will be able to 

implement the vision.  

 

Months 1 -3 

The emerging 

behaviours, mind-sets 

and attitudes. 

Step 8:  
Anchor the Change  

Institutionalize the change. 

Continually articulate the connection 

between the new way of working 

and corporate success. Intertwine the 

new corporate style and culture into 

leadership development and 

succession planning.  

 

Ongoing  

The emergence of a 

new corporate culture 

associated with a new 

and positive employee 

behaviours  

    

Kotter’s 8 step change model was used as the model for leading change within Xerox as it provides a 

series of steps that should be followed in the order dictated in an effort to implement and subsequently 

bring about change in the organization (Webster, 2016). The problem that was identified was high staff 

turnover, lack of insufficient use of communication between managers and staff and therefore there is low 

levels of performance.  

The plan which is set is aimed to implement a total transformation within Xerox. This plan was created 

because there is the problem of performance and communication. This is of utmost importance to an 

organization because the performance or activities of the staff can impact the long term objectives of the 

organization negatively or positively, based on the level of performance and output of its employees. 

Performance as stated by Peoplestreme.com (2014) is a process which clearly defined the level of 

achievement expected from employees.  
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• The Xerox Company can achieve its objectives if it aligns people who possess a particular skill 

set as well as the accompanying competency, with the needs and requirements of the job 

)Almeida, Behrman & Robalino, 2012).   

• Managers are managing processes and the behaviour of their employees, however, they are not 

managing performance as it relates to the tasks and duties which are directly associated with the 

jobs of each employee (Krausert, 2008).  

• Communication Xerox can bring about positive outcomes such as; it gains the trust of employees 

because it provides organizational transparency. It also builds relationships between employees 

and managers and as such allows the employees to propose new and innovative ways of handing 

process which can be beneficial to the organization (Smith, 2015).  

• The change that is being implemented can also foster an environment of collaboration between 

teams as well as provide clarity as it relates to each employee’s roles and responsibilities within 

the organization (Goddar & Ferris, 2004). 

  

If Xerox carefully follows the eight steps that are within the change plan, coupled with a strong leadership 

team and plans for rewarding performance, the organization will no doubt achieve the organization 

objectives within the timeframes that are set.  

 

 

 

 

 

 

 

 

 

 

Develop appropriate measures to monitor progress 

Monitoring of change process at the Xerox Company 
Activities 

being 

monitored/eva

luated 

 

Change 

Process/Strategy 

 

 

Instrument  

Key 

performance 

indicators 

(KPIs) 

 

 

Outcome 

 

 

Impact 

 

 

 

 

Resistance to 

change 

Sessions aimed at 

sharing information 

regarding the 

positive effects the 

change will have on 

individuals and the 

organization, The 

integration of staff 

into the change 

process as a means 

 

 

 

One-on-one 

sessions & 

focus 

groups 

 

 

 

 

Level/percentage 

of staff resisting 

impending 

change 

 

 

 

 

Staff more 

accommoda

ting to 

change idea 

 

 

 

Acceptance 

and 

involvemen

t in change 

process 
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of building trust 

within the staff 

 

 

 

 

 

High staff 

turnover/Attrit

ion 

Communicate with 

employees to gather 

feedback regarding 

the reason for 

separation decisions, 

Review exit 

interviews and note 

pertinent 

information, make 

changes to current 

culture and 

strategies based on 

feedback received 

Exit 

interviews, 

Team 

meetings, 

one-on-one 

sessions & 

focus 

groups,  

 

 

Attrition Rate, 

Average Tenure, 

Voluntary 

Termination 

Rate & 

Absenteeism 

Rate, 

 

 

 

 

Low 

turnover 

rate 

 

 

 

 

Increase in 

employee 

loyalty to 

Xerox 

 

 

 

Low levels of 

productivity  

Liaise with staff 

whose productivity 

levels have 

decreased to 

determine reason 

and create strategies 

to mitigate same. 

Implement incentive 

packages (monetary 

and non-monetary) 

based in feedback 

received. 

 

Internal 

Reports 

matched 

with Service 

Level 

Agreements 

(SLAs) 

 

Employee 

Productivity 

Rate, Percentage 

of employees 

who meet job 

criteria (Pairing) 

& Percentage of 

workforce below 

performance 

standards 

 

 

The 

implementat

ion of 

strategies 

geared 

towards 

increasing 

productivity 

 

 

High 

productivity 

levels, 

meeting 

Service 

Level 

Agreements 

(SLAs). 

 

 

 

 

 

 

Low impact 

managers 

 

 

 

 

 

 

Training sessions for 

Managers 

 

 

 

 

 

Post training 

test, 

Performance 

assessment 

 

 

 

 

Effectiveness of 

training, 

Training cost Vs. 

expected 

outcome 

(Feasibility) 

Managers 

trained on 

skills &` 

competencie

s and 

leadership 

styles 

needed for 

developmen

t as well as 

increase in 

quality of 

leadership  

 

 

 

 

 

Efficient 

and 

competent 

managers 
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Staff 

Retention 

Process 

Gather feedback 

from employees 

regarding possible 

retention ideas, 

provide a platform 

for employee 

inclusion in the 

planning of some 

activities, Implement 

incentive packages 

(monetary and non-

monetary) based in 

feedback received. 

 

Employee 

engagement, 

Voice of the 

employee 

sessions, 

team 

building 

activity & 

revision of 

compensatio

n packages 

 

 

 

 

 

Motivation and 

leadership/mana

gement style 

effectiveness  

 

 

Decrease in 

turnover 

rate, 

frequent 

employee 

engagement, 

Situational 

Managemen

t Style  

Low 

turnover 

rate & 

satisfied 

employees, 

improveme

nt in 

behaviour 

and attitude, 

employees 

who are less 

resistant to 

change 

 

 

 

 

 

 

 

Internal 

Communicatio

n(Quality & 

effectiveness) 

Research activities 

in the business 

environment 

including activities 

of successful 

competitors to 

ascertain new 

communication tools 

and seek how best 

and suitable it will 

be to integrate same 

in the work 

environment, create 

and schedule 

training sessions on 

the uses of the new 

tools,  train 

managers and staff 

on the most effective 

means and ways to 

communicate within 

the professional 

business 

environment 

 

 

 

 

 

 

 

Audit & 

Assessment 

 

 

 

 

Effectiveness of 

communication, 

knowledge of 

how to use 

communication 

tools & 

effectiveness of 

tools for the 

tasks required 

 

 

 

Improveme

nt in the 

way 

managers 

communicat

e with staff, 

implementat

ion of the 

tools needed 

to support 

efficiency & 

knowledge 

of use of 

tools 

 

 

 

Clear and 

effective 

communicat

ion between 

managers 

and staff, 

Managers 

better able 

to 

communicat

e change to 

staff 

The approaches that Xerox’s is using to measure the change process being implemented is 

suitable for the organization because it provides a clear understanding of the outcomes that are 

expected to be achieved and how these project outcomes stand to be beneficial to the individual 

employees as well as the organization. Below are ways that the Goal Based Evaluation, Regular 

Reports and Milestones approaches have helped with the changes that were implemented at 

Xerox. 

1. The level of staff turnover is lower than it was prior to the implementation of the change 

process. Xerox has introduced a variety of integration, monitoring and maintenance 

strategies in an effort to significantly decrease the attrition rate. Training and incentive 

programs are two examples of strategies that have been implemented. 



Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 35  
 

2. Goal based evaluations and reporting are also being done. Performance evaluation have 

been scheduled for three times per year, for new hires and twice per year for tenured 

employees. They include after probation (for new hires) as well as mid-year and annual 

reviews for tenured employees. This is in an effort to track performance relating to the 

change process and to take the necessary correction where there is low performance.  

3. Milestones are being highlighted as a means of motivating employees as well as to keep 

employees interested and enthusiastic.  

4. Managers have been increasing communication in their teams and departments using one 

and one sessions as well as regularly scheduled team meeting and team activities. 

Important information regarding the corporate changes as well as updates are being 

disseminated using various communications tools. 

 

 

 

 

 

 

 

 

 

 

 

References 

 

AgrawalA (2016) How unhappy employees can cost your company millions (online) huffingtonpost.com. Available 

at: http://www.huffingtonpost.com/aj-agrawal/how-unhappy-employees-can_b_10029960.html [Assessed 27 May 

2016. 

Almeida, R. Behrman, J. & Robalino, D. (2012). The right skills for the job? Washington, DC: The World Bank           

Annualreports.lk (2013) Business Model: Prioritizing Stakeholders (online) annualreports.lk. Available at: 

http://cdb2013-14.annualreports.lk/inner/05_business_model.html [Accessed 19 June 2016]. 

http://www.huffingtonpost.com/aj-agrawal/how-unhappy-employees-can_b_10029960.html
http://cdb2013-14.annualreports.lk/inner/05_business_model.html


Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 36  
 

Archer, C, (2016) Technology’s impact on Organizational Changes (online) chron.com. Available at: 

http://smallbusiness.chron.com/technologys-impact-organizational-changes-20377.html[Accessed 27 May 2016]. 

             Armstrong, M (2004), Employee Reward: People and Organization, 3rd ed, UK: Cromwell Press 

Balogu, J (2001), Strategic Change (online) tomorrowsleaders.com. Available at: 

http://www.tomorrowsleaders.com/A5569D/icaew/content.nsf/DocumentLookup/ICAEWSTR0109/$file/MQ10+Str

ategy.pdf [Accessed 26 May 2016]. 

Bass, B and Riggio, R (2008). Transformational Leadership, 2nd Ed, NJ: Lawrence Erlbaum, Inc., Publishers 

Bleak, R. and Flumer, J. (2009), Strategically Developing Strategic Leaders, (online) Available at 

http://www.learningdomain.com/Strateg.Educ.Leaderhsip2.pdf [Accessed 10 July 2016]. 

 

Bizshifts-trends (2012) Strategic Intervention is Critical to Sustained Business Growth: Intervention is a 

Commitment to Change– It Moves People (online) trends.com. Available at: http://bizshifts-

trends.com/2012/08/23/strategic-intervention-is-critical-for-sustained-business-growth-intervention-is-a-

commitment-to-change-it-moves-people/ [Accessed 5 June 2016]. 

Boundless.com (2016) Inside and Outside Forces for Organizational Change (Online) boundless.com. Available at: 

https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-

innovation-4/managing-change-for-organizations-39/inside-and-outside-forces-for-organizational-change-211-

10718/[Accessed 27 May 2016]. 

Boundless.com (2016). Strategies for Successful Organizational Change (Online) boundless.com. Available at: 

https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-

innovation-4/managing-change-for-employees-40/strategies-for-successful-organizational-change-215-7289/ 

[Accessed 14 June 2016]. 

Cameron, E & Green, M (2009) Making Sense of Change Management, 2nd Ed, Kogan Page Ltd: ISBN 

0749455825. 

Collins, M (2016) The Pros and Cons of Globalization (online) forbes.com. Available at: 

http://www.forbes.com/sites/mikecollins/2015/05/06/the-pros-and-cons-of-globalization/#61ab83c42170 [Accessed 

27 May 2016]. 

Colwell, T, (02012) Change Management: 7 Essential Elements of Stakeholder Engagement (online) 

acuityconsultants.com. Available at: http://acuityconsultants.com/wp/2012/02/change-management-7-essential-

elements-of-stakeholder-engagement/ [Accessed 19 June 2016]. 

Connelly, M (2016) ADKAR: Simple, Powerful, Action Oriented Model for Change (Online) coach.com. Available 

at: http://www.change-management-coach.com/adkar.html [Accessed 7 June 2016]. 

http://smallbusiness.chron.com/technologys-impact-organizational-changes-20377.html%5bAccessed
http://www.tomorrowsleaders.com/A5569D/icaew/content.nsf/DocumentLookup/ICAEWSTR0109/$file/MQ10+Strategy.pdf
http://www.tomorrowsleaders.com/A5569D/icaew/content.nsf/DocumentLookup/ICAEWSTR0109/$file/MQ10+Strategy.pdf
http://www.learningdomain.com/Strateg.Educ.Leaderhsip2.pdf
http://bizshifts-trends.com/2012/08/23/strategic-intervention-is-critical-for-sustained-business-growth-intervention-is-a-commitment-to-change-it-moves-people/
http://bizshifts-trends.com/2012/08/23/strategic-intervention-is-critical-for-sustained-business-growth-intervention-is-a-commitment-to-change-it-moves-people/
http://bizshifts-trends.com/2012/08/23/strategic-intervention-is-critical-for-sustained-business-growth-intervention-is-a-commitment-to-change-it-moves-people/
https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-innovation-4/managing-change-for-organizations-39/inside-and-outside-forces-for-organizational-change-211-10718/%5bAccessed
https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-innovation-4/managing-change-for-organizations-39/inside-and-outside-forces-for-organizational-change-211-10718/%5bAccessed
https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-innovation-4/managing-change-for-organizations-39/inside-and-outside-forces-for-organizational-change-211-10718/%5bAccessed
https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-innovation-4/managing-change-for-employees-40/strategies-for-successful-organizational-change-215-7289/
https://www.boundless.com/management/textbooks/boundless-management-textbook/organizational-culture-and-innovation-4/managing-change-for-employees-40/strategies-for-successful-organizational-change-215-7289/
http://www.forbes.com/sites/mikecollins/2015/05/06/the-pros-and-cons-of-globalization/#61ab83c42170
http://acuityconsultants.com/wp/2012/02/change-management-7-essential-elements-of-stakeholder-engagement/
http://acuityconsultants.com/wp/2012/02/change-management-7-essential-elements-of-stakeholder-engagement/
http://www.change-management-coach.com/adkar.html


Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 37  
 

Connelly, M (2016) The Kurt Lewin Change Management Model (online) coach.com. Available at: 

http://www.change-management-coach.com/kurt_lewin.html [Accessed 5 June 2016]. 

Corporate (2016) Xerox to Separate into Two Market-Leading Public Companies Following Completion of 

Comprehensive Structural Review, (online) xerox.com. Available at: http://news.xerox.com/news/Xerox-to-

separate-into-two-market-leading-public-companies [Accessed 22 May 2016]. 

Devine, C (2015) People are the most important resource in a workplace (online) talenthq.com. Available at: 

http://www.talenthq.com/2009/03/people-are-the-most-important-resource-in-the-workplace/[Accessed 22 May 

2016]. 

Edmondson, A, (2011). Strategies from learning from failure (online) hbr.org. Available at: 

https://hbr.org/2011/04/strategies-for-learning-from-failure [Accessed 14 June 2016]. 

Farrell, Fraedrich and Farrell, (2015) Business Ethics: Ethical Decision Making and Cases, 10th Ed, Cengage 

Learning: CT, USA 

Galpin, T (1996) The Human Side of Change: A practical guide to organization redesign, Jossey-Bass, A Wiley 

Company: San Francisco 

Goddar, S and Ferris, S. (2004). Virtual and collaborative teams: Processes, Technologies and Practice. USA: Idea 

Group Publishing 

Google.com/finance (2016) Xerox Corp NYSE:XRX (online) google.com. Available at: 

https://www.google.com/finance?q=NYSE:XRX&fstype=ii [Accessed 22 May 2016]. 

Hanlon, A. (2015). How to use the McKinsey 7S Model in Marketing, (Online). Smartinsights.com. Available at: 

http://www.smartinsights.com/marketing-planning/marketing-models/mckinsey-7s-model/ [Accessed 10 July 2016]. 

Hartzell, S (2016) Lewin’s 3-Stage Model of Change: Unfreezing, Changing and Refreezing (online) study.com. 

Available at: http://study.com/academy/lesson/lewins-3-stage-model-of-change-unfreezing-changing-

refreezing.html [Accessed 5 June 2016. 

Haywood, S, Layton, D, & Penttinen, R (2009) A better way to cut cost (Online) mckinsey.com. Available at: 

http://www.mckinsey.com/business-functions/organization/our-insights/a-better-way-to-cut-costs [Accessed 27 May 

2016]. 

Horowitz, B, and Horowitz, A, (2010). Why it’s crucial to train your employees (Online) businessinsider.com 

Available at: http://www.businessinsider.com/why-its-crucial-to-train-your-employees-2010-5 [Accessed 14 

June2016]. 

Isigma.co (2016) New to Lean Six Sigma (online) isigma.com. Available at: https://www.isixsigma.com/new-lean-

six-sigma/ [Accessed 27 May 2016]. 

Jacoby, J (2011), Strategies for managing resistance to change (Online) emergentconsultant.com. Available at: 

http://blog.emergentconsultants.com/2011/04/05/strategies-for-managing-resistance-to-change/ [Accessed 19 June 

2016. 

Joseph, C (2016) Factors that may cause change in an organization (Online) chron.com. Available at: 

http://smallbusiness.chron.com/factors-may-cause-change-organization-203.html [Accessed 26 May 2016]. 

Kotter, J (2005) Leading Change. Harvard Business Review Press: Boston, Mass 

Kotter, J (2008) A sense of urgency, Harvard Review Press: Boston, Mass 

http://www.change-management-coach.com/kurt_lewin.html
http://news.xerox.com/news/Xerox-to-separate-into-two-market-leading-public-companies
http://news.xerox.com/news/Xerox-to-separate-into-two-market-leading-public-companies
http://www.talenthq.com/2009/03/people-are-the-most-important-resource-in-the-workplace/
https://hbr.org/2011/04/strategies-for-learning-from-failure
https://www.google.com/finance?q=NYSE:XRX&fstype=ii
http://www.smartinsights.com/marketing-planning/marketing-models/mckinsey-7s-model/
http://study.com/academy/lesson/lewins-3-stage-model-of-change-unfreezing-changing-refreezing.html
http://study.com/academy/lesson/lewins-3-stage-model-of-change-unfreezing-changing-refreezing.html
http://www.mckinsey.com/business-functions/organization/our-insights/a-better-way-to-cut-costs
http://www.businessinsider.com/why-its-crucial-to-train-your-employees-2010-5
https://www.isixsigma.com/new-lean-six-sigma/
https://www.isixsigma.com/new-lean-six-sigma/
http://blog.emergentconsultants.com/2011/04/05/strategies-for-managing-resistance-to-change/
http://smallbusiness.chron.com/factors-may-cause-change-organization-203.html


Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 38  
 

Krausert, A. (2008) Performance management for different employee groups. University of Mannheim. Gemany 

McKinney, P (2016) Internal and External Environments of Business (online) study.com. Available at: 

http://study.com/academy/lesson/internal-and-external-environments-of-business-lesson-quiz.html [Accessed 26 

May 2016]. 

McConnell, B (2016). Sustaining Change Requires Focus on Stakeholders (Online) isigma.com. Available at:  

https://www.isixsigma.com/implementation/change-management-implementation/sustaining-change-requires-focus-

stakeholders/ [Accessed 14 June 2016]. 

Mindtools.com (2016). Contingency Planning (Online) mindtools.com. Available at: 

https://www.mindtools.com/pages/article/newLDR_51.htm [Accessed 16 June 2016]. 

Mindtools.com (2016) Lewin’s Change Management Model: the three stages of change (Online) mindtools.com. 

Available at: https://www.mindtools.com/pages/article/newPPM_94.htm [Accessed 22 May 2016]. 

2016]. 

Paycor.com (2015) Change Management in the Workplace: Why do employees resist it? (Online) paycor.com. 

Available at: https://www.paycor.com/resource-center/change-management-in-the-workplace-why-do-employees-

resist-it [Accessed 19 June 2016]. 

Peoplestreme.com (2014), [online] Available at:http://www.peoplestreme.com/what-is-performance-

management.shtml [Accessed 10 July 2016]. 

Proci.com, (2016) Five Tips for Managing Resistance: Formally manage resistance to Change (Online) prosci.com.  

Available at: https://www.prosci.com/change-management/thought-leadership-library/managing-resistance-to-

change [Accessed 19 June 2016]. 

proformative.com (2013) 5 Ways Your Company’s Reputation Is at Risk (online) proformative.com. Available at: 

https://www.proformative.com/articles/5-ways-your-companys-reputation-risk [Accessed 27 May]. 

Quast, L, (2012) Overcome the 5 Main Reason People Resist Change (Online) forbes.com. Available at: 

http://www.forbes.com/sites/lisaquast/2012/11/26/overcome-the-5-main-reasons-people-resist-

change/#68910be33393 [Accessed 19 June 2016]. 

Richtermeyer, S (2010) Top Five Reasons Why Strategic Initiatives Fail (Online) industryweek.com. Available at: 

http://www.industryweek.com/change-management/top-five-reasons-why-strategic-initiatives-fail [Accessed 14 

June 2016]. 

Rick, T (2016) Top twelve reasons why people resist change (Online) torbenrick.edu. Available at: 

http://www.torbenrick.eu/blog/change-management/12-reasons-why-people-resist-change/ [Accessed 5 June 2016]. 

Riley, J (2015) Strategic Resources of a Business (online) tutor2u.net. Available at: 

http://www.tutor2u.net/business/reference/strategic-resources-of-a-business [Accessed 27 May 2016]. 

http://study.com/academy/lesson/internal-and-external-environments-of-business-lesson-quiz.html
https://www.isixsigma.com/implementation/change-management-implementation/sustaining-change-requires-focus-stakeholders/
https://www.isixsigma.com/implementation/change-management-implementation/sustaining-change-requires-focus-stakeholders/
https://www.mindtools.com/pages/article/newLDR_51.htm
https://www.mindtools.com/pages/article/newPPM_94.htm
https://www.paycor.com/resource-center/change-management-in-the-workplace-why-do-employees-resist-it
https://www.paycor.com/resource-center/change-management-in-the-workplace-why-do-employees-resist-it
http://www.peoplestreme.com/what-is-performance-management.shtml
http://www.peoplestreme.com/what-is-performance-management.shtml
https://www.prosci.com/change-management/thought-leadership-library/managing-resistance-to-change
https://www.prosci.com/change-management/thought-leadership-library/managing-resistance-to-change
https://www.proformative.com/articles/5-ways-your-companys-reputation-risk
http://www.forbes.com/sites/lisaquast/2012/11/26/overcome-the-5-main-reasons-people-resist-change/#68910be33393
http://www.forbes.com/sites/lisaquast/2012/11/26/overcome-the-5-main-reasons-people-resist-change/#68910be33393
http://www.industryweek.com/change-management/top-five-reasons-why-strategic-initiatives-fail
http://www.torbenrick.eu/blog/change-management/12-reasons-why-people-resist-change/
http://www.tutor2u.net/business/reference/strategic-resources-of-a-business


Unit 3 – Strategic Change Management - AnnMarie Nelson 
 

Page | 39  
 

Root G, (2016), Five Components of an Organization’s External Environment (online) chron.com. Available at: 

http://smallbusiness.chron.com/five-components-organizations-external-environment-17634.html [Accessed 27 may 

2016]. 

Sharma, R (2007) Change Management: concepts and applications, 1st Ed, Tata McGraw-Hill publishing company 

limited: New Delhi 

Smith, J (2015) The Importance of Communication in the Organizational Structure,(online) Available 

at:http://smallbusiness.chron.com/importance-communication-organizational-structure-24390.html, [Accessed 10 

July 2016]. 

Soscope.se (2009), Stakeholder involvement (Online) soscope.com. Available at: 

http://www.socopse.se/decisionsupportsystem/tools/stakeholderinvolvement.4.3d9ff17111f6fef70e9800053344.html 

[Accessed 19 June 2016]. 

Stakeholdermap.com (2015) Stakeholder Analysis, Project Management, templates and Advice (Online) 

stakeholdermap.com.  Available at: http://www.stakeholdermap.com/stakeholder-analysis/stakeholder-analysis-

example.html [Accessed 19 June 2016].  

Surbhi, S, (2015) Difference between internal and external stakeholders (online) keydifferiences.com. Available at: 

http://keydifferences.com/difference-between-internal-and-external-stakeholders.html [Accessed 19 June 2016]. 

Tearle, R (n.d) Organizational Development Interventions: What type of organizational development or change 

management intervention do you need? (Online) changedesigns.net. Available at: 

http://www.changedesigns.net/public/team/team_strategy/Team-intervention.html [Accessed 5 June 2016]. 

Van Dyke, D, (2011) Improving Organizational Awareness (Online) leadershipsimplified.net. Available at: 

http://www.leadershipsimplified.com/e-learning/newsletters/improving-organizational-awareness [Accessed 16 June 

2016]. 

Webster, M. (2016). Successful change management: Kotter’s 8-steps change model. (online) 

leadershipthoughts.com. Available at: http://www.leadershipthoughts.com/kotters-8-step-change-model/ [Accessed 

10 July 2016]. 

Wizznotes.com (2011) Stakeholders and their roles in business activities (Online) wizznotes.com. Available at: 

http://wizznotes.com/pob/the-nature-of-business/stakeholders-and-their-role-in-business-activities [Accessed 14 

June 2016]. 

Xerox.com (2009) 2009 Report on Global Citizenship (Online) Xerox.com. Available at: 

http://www.xerox.com/corporate-citizenship-2009/company-profile.html [Accessed 22 May 2016]. 

Xerox.com (2016) About Xerox (online) Xerox.com. Available at: http://www.xerox.com/jobs/company-

information/enus.html [Accessed 22 May 2016]. 

http://smallbusiness.chron.com/five-components-organizations-external-environment-17634.html%20%5bAccessed
http://smallbusiness.chron.com/importance-communication-organizational-structure-24390.html
http://www.socopse.se/decisionsupportsystem/tools/stakeholderinvolvement.4.3d9ff17111f6fef70e9800053344.html
http://www.stakeholdermap.com/stakeholder-analysis/stakeholder-analysis-example.html
http://www.stakeholdermap.com/stakeholder-analysis/stakeholder-analysis-example.html
http://keydifferences.com/difference-between-internal-and-external-stakeholders.html
http://www.changedesigns.net/public/team/team_strategy/Team-intervention.html
http://www.leadershipsimplified.com/e-learning/newsletters/improving-organizational-awareness
http://www.leadershipthoughts.com/kotters-8-step-change-model/
http://wizznotes.com/pob/the-nature-of-business/stakeholders-and-their-role-in-business-activities
http://www.xerox.com/corporate-citizenship-2009/company-profile.html
http://www.xerox.com/jobs/company-information/enus.html
http://www.xerox.com/jobs/company-information/enus.html

