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It’s the People, Stupid! 
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• Managing the Change Curve

• Good Project Management Is Not Enough
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• Key Takeaways



3 Slalom Consulting Confidential

Who am I?

Damian Smith
General Manager, Slalom Portland

Professional:
• 20+ years experience leading initiatives and driving 

change in the US and Europe

• Industry and consulting background

• Been on both sides of the business & IT fence

• Led national practices and built local practices with 
firms like Slalom, Hitachi, Tactica, & Andersen

• Contributor to local and national press and frequent 
guest speaker

• Lived in London, Dallas, Denver & Portland 

• Portland since 2004

Personal:
• Father of a 3 year old genius

• Husband to a very understanding wife

• Very slow Hood to Coast runner

• Lover of Portland’s amazing restaurants
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Who is Slalom Consulting?

The Art and Science of Winning
Balancing technical insight with business intellect

• Flexible, client-focused delivery

• Local model that provides talented people with the environment and team that 
helps everyone win – consultants and clients alike 

• 1,000 professionals located 
in 9 offices nationwide

− New York opening March 2011

• Recognized as one of the best
companies to work for in 
Oregon & the United States

• Microsoft’s 2010 US Partner 
of the Year

• 50% organic annual growth

Employee’s Choice Awards
Best Places to Work
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What Services does Slalom Provide?

Business Management
• Business Strategy
• Portfolio Management
• Program Management
• Project Management
• Business Analysis

Organization Effectiveness
• Process Design and Optimization
• Business Performance Management
• Change Leadership
• Organization Design
• Learning and Development

Technology Enablement
• IT Strategy
• Business Productivity
• Architecture and Infrastructure
• Systems Design and Implementation
• Technology Innovation

Information Management
• Business Intelligence
• Customer Insight
• Portals and Collaboration
• Content and Knowledge Management
• Data Management 

Experience and insight to drive 
leadership and results

Align strategy with people,  process, 
and technology

Define and execute IT strategies, from 
infrastructure to emerging 
technologies

Leverage information with the right 
people, in the right format, at the 
right time
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Who is Choosing Slalom in Portland?
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Seventy percent of all major 
initiatives fail to meet their 

business objectives

- Lead Change Successfully, Harvard Business Review
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Why Do Projects Fail?

McKinsey
Top Reasons IT Projects Fail

• Lack of executive sponsorship
• Lack of early stakeholder input
• Poorly defined or changing specs
• Unrealistic expectations
• Uncooperative business partners
• Poor or dishonest communication

The Economist
Why Post-Merger Integrations Fail2

• Poor communication
• Poor management
• Cultural differences
• Poor integration strategies
• Business issues
• Lack of employee support

Wharton
Why Business Strategies Fail3

• Lack of synchronization
• Executive inattention
• Resistance to change
• Culture
• Poor measures
• Lack of communication

Kotter
Why Transformation Efforts Fail 4

• Not establishing a sense of urgency
• Not creating a powerful coalition
• Lacking a vision
• Under-communicating the vision
• Not removing obstacles to the vision
• Not enough short-term wins
• Declaring victory too soon
• Not anchoring changes in the culture
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Why do Projects Managers Fail?

1. Inadequately trained and/or inexperienced project managers

2. Failure to set and manage expectations

3. Poor leadership at any and all levels

4. Failure to adequately identify, document and track requirements

5. Poor plans and planning processes

6. Poor effort estimation

7. Cultural and ethical misalignment

8. Misalignment between the project team and the business or other organization it 
serves

9. Inadequate or misused methods

10. Inadequate communication, including progress tracking and reporting

Frank Winters - Gantthead
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Case Study: ERP Implementation for City of Portland

Budget
• Budgeted $31 million in 2006 for a 2007 go-live 

Actual
• Actual project estimated to be nearly $50 million 

and wasn’t complete until 2009

• Actual implementation resulted in inaccurate 
paychecks at end of 2009 calendar year due to 
misuse of system for year end processing for over 
1600 employees

Project failure analysis:
• Poor planning & lack of leadership

• Failure to engage stakeholders and sponsors 
effectively within the silos that exist within the 
public sector environment

• Complexity of public sector financials

• Failure to articulate project goals, vision, and 
objectives

• Insufficient training leading to misuse of system 
processes for year-end accounting
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“It’s the economy, stupid”

- James Carville, Clinton Campaign Strategist, 1992 
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“It’s the people, stupid”

- Damian Smith, PMI Meeting Guest Speaker, 2011
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Who are “The People”?

• C - Level

• Senior ManagersExecs

• Mid Managers

• Supervisors
Management

• End Users

• Customers

• Partners

Impacted 
Stakeholders

• SMEs

• Experts

• Admin

Project Support Functions

Project Team

PM Tactics

Project 
Management

Change 
Leadership

Change Tactics
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Decrease Duration

Managing the Change Curve

Valley of 
Despair

Mountain of 
Unrealistic 

Expectations

Equilibrium

Plateau of 
Unmet Dreams

Ascent of 
Success

• Expect a downturn in productivity and attitude
• Manage expectations to realistic levels
• Minimize the depth of the Valley of Despair
• Minimize the time before benefits are  realized
• Maximize your chances of success

Manage 
Expectations
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Change Leadership Success Factors

Lasting 
Change

Role Models

Sustainability

Results

Direction

Action

Ownership

Critical success factors in driving organizational commitment 
and sustainability for lasting change include:

Change Leadership: Seven Success Factors

Change Systems & Structures

Monitor Progress

Mobilize Commitment

Develop the Necessary Skills

Lead the Change

Shape the Vision

Create a Shared Need

Knowledge
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When a Critical Element is Missing ...

Create A 

Shared 

Need

Successful

Implementation

= Confusion

= Inertia

= Diffusion

= Frustration

= Fatigue

= Crawl

= Doubt

Change 

System & 

Strategy

Monitor 

Progress

Develop the

Necessary

Skills

Lead The 

Change

Shape the

Vision

Mobilize 
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Good Project Management Is Not Enough

Project Management Focus:
Technical side of moving from 
current state to future state

Change Leadership Focus:
People side of moving from 
current state to future state

Process:

• Initiation
• Planning
• Executing
• Monitoring/

controlling
• Closing

Process:

Organizational:
• Preparing for change
• Managing change
• Reinforcing change

Individual:
• Awareness 
• Desire 
• Knowledge 
• Ability 

Tools:
• Statement of work
• Project charter
• Business case 
• Work breakdown structure
• Budget estimations
• Resource allocation
• Schedule 
• Tracking

Tools:
• Individual change model
• Readiness assessment 
• Communication plans 
• Sponsorship roadmaps
• Coaching plans
• Training plans
• Resistance management 
• Reinforcement

Great project managers and great change leaders aren’t always the same people

Larger projects will likely need dedicated change leadership resources (15% rule)
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How Do I Lead Change?

Prosci

Project Team

Select and prepare the 
team

Execute work plans

Transfer ownership

Executives and 
Managers

Create sponsorship 
model

Involve sponsors 

Coach sponsors

Impacted 
Stakeholders

Create awareness

Engage employees

Train employees



19 Slalom Consulting Confidential

How Do I Lead The Project Team?

Project Team

Select and 
prepare 

the team

Execute 
work plans

Transfer 
ownership

• Identify the “right” change management team members

• Establish a team structure 

• Conduct change impact analysis for stakeholder group 

• Assess organization readiness for change 

• Create sponsorship model 

• Create change leadership strategy and plan and integrate into project 
plan 

Select and 
prepare the 

team

• Implement change leadership strategies 

• Identify resistance and develop plans to mitigate 

• Identify job roles that will be impacted 

• Train the trainers

• Develop measurable objectives 

• Develop coaching aids for supervisor to enable them to help their 
employees through the transition 

• Begin to migrate change leadership to operational mangers 

• Identify lessons learned 

Execute 
work plans

Transfer 
ownership

Execute work 
plans

Transfer 
ownership

Prosci
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How Do I Lead Executives and Managers?

Executives 
and 

Managers

Create 
sponsorship 

model

Involve 
sponsors 

Coach 
sponsors

Create 
sponsorship 

model
Involve 

sponsors 

Coach 
sponsors

Create 
sponsorship 

model

Coach 
sponsors

• Identify the required primary sponsor and directly engage their 
support 

• Begin building support among all key mangers – ensure they are 
actively and visibly supporting the project 

• Form steering committee

• Show managers the current state v. the future state and create a 
common view of the change 

• Create key messages 

• Interview all critical senior managers to determine their expectations 
and desired outcomes 

• Maintain regular contact with all senior managers

• Conduct steering committee meetings on a regular basis 

• Coach sponsors 

• Identify resistance mangers

• Engage sponsors in managing resistance 

• Continue  regular and frequent meeting to review progress and 
performance

• Report roadblocks to senior managers promptly 

• Provide managers with concrete activities they can perform to support 
the implementation 

Prosci
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How Do I Lead The Impacted Stakeholders?

Impacted 
Stakeholders

Create 
awareness

Engage 
employees

Train 
employees

Create 
awareness

Engage 
employees

Create 
awareness

Engage 
employees

Train 
employees

• Begin initial communications with stakeholders to create awareness 
of the project and the need for change

• Build awareness around the overall change 

• Engage stakeholders in the project (e.g., the design process) 

• Use pilots or models to test ideas with stakeholders 

• Gather feedback 

• Use Q/A session s

• Demonstrate success early and often 

• Identify resistance 

• Implement training on the new process, systems, and job roles

• Listen to stakeholders and value their feedback 

• Share critical success factors 

• Assess user base 

• Identify resistance 

• Utilize on-going communications 
Prosci
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© Prosci. From Prosci’s 2009 Best Practices in Change Management benchmarking report

Correlation of change management effectiveness 

to meeting project objectives
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© Prosci. From Prosci’s 2009 Best Practices in Change Management benchmarking report

Correlation of change management effectiveness 

to staying on schedule
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24

Quality of 
Solution

Degree of 
Adoption

Success
of Projectx =

Quality x Adoption = Degree of Success

The Simple Math of Adoption

8 x  0  =  0

9 x  1  =  9

10  x 2 = 20

éééééééééééééééééééé

7 x 3 = 21

8 x 6 = 48

9 x 9 = 81

PM 
Focus

Change 
Focus
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The ROI of Adoption

Time 

(periods)

Net cash 

flow of 

project 

period

0

+

-

Speed of Adoption

This slope and shape 

is determined by speed 

of adoption

Prosciôs ROI of Change Management
Copyright Prosci 2009.
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Key Takeaways

People / change leadership is the MOST important critical success 
factor of any project

And 

Solution adoption is the biggest driver of project success and ROI

Therefore

Spend at least as much time and effort leading change as you do 
managing the project

- Get visible commitment from executives  and sponsors

- Understand the stakeholder landscape

- Involve, educate and communicate to all the people

- Consider staffing dedicated change leadership resources
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Thank You

Slalom Consulting
Ready to deliver the resources and services 
you need to drive the strategic initiatives of 
your company.

Our flexible, local consulting model helps 
us get started quickly, navigate the 
obstacles, and deliver results for you. 

Damian Smith
General Manager

805 SW Broadway, Suite 2500
Portland, OR 97205

503.395.8808
damians@slalom.com
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Customer 
Experience & 
Insight 

1000+
consultants

Microsoft 
Technology 
Implementation

Mobility,  
Collaboration 
& Cloud

National Reach. Local Expertise.

Portland Office: 805 SW Broadway, Suite 2500, Portland OR 97205 | 503.552.9200 
Slalom Consulting Confidential

Reduce total cost 
of ownership 
while increasing 
productivity and 
quality of service

Drive competitive 
advantage 
through effective 
adoption of 
innovation

Process 
improvements 
by increasing 
productivity and 
results

High 
Productivity

Competitive 
Advantage

Real 
Benefits

Real 
Innovation

Helping define and implement innovative 
solutions that provide real benefits to our clients’ 
customers, shareholders and employees
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