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Countries in which our Clients operate

www.thelxperience.com 4



Learning Objectives

1. Building change-ready leadership on your Team

2. Mastering effective communication and relations for Change
Leadership

3. Assessing your Organization’s readiness for Change

4. Application of Change Management frameworks and
methodologies

5. Becoming your Change Champion

6. Integrating Change Management and Project Management - A
Digital Adoption Example

www.thelxperience.com



Introducing Change Management

. Key concepts and drivers

www.thelxperience.com



Key Themes for Leading Change

3. Managing the Process of Change

4. Understanding the
Risks of not Changing

5. Change Leadership -
Inspiring Transformation!

1. The Changing
Landscape

ompetence of the Leader

www.thelxperience.com 7
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Key Drivers of Today’s Change

2025 THE WORLD Caribbean Edition
Digital Sustainability, Purpose Diversity of Employment
Igita dR ible Busi lationshi
. an esponsible business relations IPS.
Transformation ) |
_ _ Specifically around climate change and Employee  expectations of their
Accelerated adoption of generative Al and  opyironmental impact employer is seeing a bigger shift.

machine learning technologies

Changing Demographics,

Internal Cha nge Cyber Security and Fraud . . ,
. Inclusion and Diversity
Changes to business models and services Prevention .
Strategies
Customer-centrlc Regulatory Evolution and
Innovations PR HIEE]
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Critical Elements of the Change Process

@ Preparing for Change: Identifying the need for change, defining
goals, and assessing readiness.

o] Managing the Transition: Communicating effectively, mitigating
resistance, and equipping teams with the tools to succeed.

Reinforcing the Change: Ensuring the change sticks by
/\ Wwwtl  embedding it into the organization’s culture.
!

Mastering Change Management: How Culture Drives Successful Transformation - Culture Partners

www.thelxperience.com
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End in Mind: Greatest Contributors to Change

Management Success

Active and
Visible
Executive
Sponsorship

Structured
Change
Management
Approach

© Prosci. All Rights Reserved.

Frequent and

Open
Communication

Employee

Engagement and
Participation

Integration and

Engagement
with project
management

Dedicated
Change
Management
Resources
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Learning Module 1: Future Ready Leadership:
Building Change-ready leaders.

Bring Emotional Intelligence to Change Management

X

V.

V.

Starting with Self-Awareness: Understanding your own behavior
and Communication Styles (DiSC ©)

Understand Individual behaviors, priorities, motivators and
stressors on the Team

Master your Communication to support Change
Fostering Empowerment and Empathy
Building Connection - Bridging the Generational Divide

www.thelxperience.com 12



Building Self-Awareness

1 The foundation for Emotional Competence
 Self-Management and Adaptability
 Building Social Awareness

d Managing Relationships

www.thelxperience.com
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The DiISC ®Model: 2 Dimensions of Human
Behavior — Vertical and Horizontal

Active

Reflective

Fast-paced
& Outspoken .. :
Questioning Accepting
& Skeptical & Warm

gkeptica]
bunydasov

Cautious
& Reflective
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Understanding
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Styles

Competitive,

Control-focused,

Strong-willed

QUESTIONING

Logic Focused
Objective
Skeptical

Challenging

Analytical,
Task-Oriented,
Private

ACTIVE, FAST PACED

Assertive, Louder Speech,

Dynamic, Bold
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MODERATE PACED, THOUGHTFUL
Calm, Methodical, Careful, Softer Speech

THE LEADERSHIP XPERIENCE

Interactive,
Enthusiastic,
Expressive

ACCEPTING

People Focused,
Empathizing,
Receptive,
Agreeable

15



Your Energy Priorities in Change
Leadership

] All Leaders have primary areas where they focus their energy

J Understanding the priorities shape your leadership experience is key to
leading change

THE LEADERSHIP XPERIENCE
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As an Individual

CHALLENGE
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Workplace
Priorities DiSC®
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As a Leader
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Leadership
Priorities DiSC®
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Mastering your Communication

AD Tapping into behavioral and communication style of the Team that you lead.



Y,
Takeaway:
Stakeholder

Engagement
Exercise

—
P 4
* Draw a circle with 4 quadrants

* |dentify the key persons on your
Team....as we go through the
different styles

* See if you can identify traits and
potential style and
motivators/stressors of your TMs

* |dentify 3 strategies/actions that
you believe that you need to be
mindful of to improve in order to
more effectively lead a
transformation.
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Skills for Team Effectiveness

Communicating with the DOMINANT Style

D CHARACTERISTICS: SO YOU SHOULD...

Concerned with being #1 Show them how to win, new opportunities

Think logically Display reasoning

Want facts and highlights Provide concise data

Strive for results Agree on goal and boundaries, the support or get out of their
way

Like personal choices Allow them to “do their thing,” within limits

Like changes Vary routine

Prefer to delegate Look for opportunities to modify their workload focus

Want others to notice accomplishments Compliment them on what they've done

Meed to be in charge Let them take the lead, when appropriate, but give them
parameters

Tendency towards conflict If necessary, argue with conviction on points of disagreement,

backed up with facts; don’t argue on a “personality” basis

DISC Self An Evaluation of Behavioral Styles

www.thelxperience.com



Skills for Team Effectiveness

Communicating with the

| CHARACTERISTICS:

Concerned with approval and appearances
Seek enthusiastic people and situations
Think emotionally

Want to know the general expectations
Need involvement and people contact
Like changes and innovations

Want others to notice THEM

Often need help getting organized
Look for action and stimulation
Surround themselves with optimism

Want feedback that they “look good”

DISC Self An Evaluation of Behavioral Styles

Style

SO YOU SHOULD...

Show them that you admire and like them

Behave optimistically and provide upbeat setting

Support their feelings when possible

Avoid involved details, focus on the "big picture”

Interact and participate with them

ary the routine; avoid requiring long-term repetition by them
Compliment them personally and often

Do it together

Keep up a fast, lively, pace

Support their ideas and don’t poke holes in their dreams; show
them your positive side

Mention their accomplishments, progress and your other
genuine appreciation

www.thelxperience.com

22



Skills for Team Effectiveness

Communicating with the STEADY Style

S CHARACTERISTICS: SO YOU SHOULD...

Concerned with stability Show how your idea minimizes risk

Think logically Show reasoning

Want documentation and facts Provide data and proof

Like personal involvement Demonstrate your interest in them

Meed to know step-by-step sequence Provide outline and/or one-two-three instructions as you
personally “walk them through”

Want others to notice their patient Compliment them for their steady follow-through

perseverance

Avoid risks and changes Give them personal assurances

Dislike conflict Act non-aggressively, focus on common interest or needed
support

Accommodate others Allow them to provide service or support for others

Look for calmness and peace Provide a relaxing, friendly atmosphere

Enjoy teamwork Provide them with a cooperative group

Want sincere feedback that they're Acknowledge their easygoing manner and helpful efforts, when

appreciated appropriate

DISC Self An Evaluation of Behavioral Styles

www.thelxperience.com



Skills for Team Effectiveness

Communicating with the CONSCIENTIOUS Style

C CHARACTERISTICS: S0 YOU SHOULD...

Concerned with aggressive approaches Approach them in an indirect, nonthreatening way

Think logically Show your reasoning

Seek data Give data to them in writing

Need to know the process Provide explanations and rationale

Utilize caution Allow them to think, inquire and check before they make
decisions

Prefer to do things themselves When delegating, let them check procedures, and other
progress and performance before they make decisions

Want others to notice their accuracy Compliment them on their thoroughness and correctness when
appropriate

Gravitate toward quality control Let them assess and be involved in the process when possible

Avoid conflict Tactfully ask for clarification and assistance you may need

Need to be right Allow them time to find the best or "correct” answer, within
available limits

Like to contemplate Tell them “why” and "how

DISC Self An Evaluation of Behavioral Styles

www.thelxperience.com



Understand

how your team
These four essential elements are key to fostering a sense of ownership within a team and ensuring

n e e d S to b e that each individual feels truly empowered. We often gravitate toward the elements closest to our
DiSC® style, but we need them all.

Elements of Empowerment

empowered

Authority Connections

* Included in meetings and
conversations

* Freedom to make decisions

* Determine one’s own priorities
* Introduced to the right people

* Have avoice in bigger picture

discussions * Power to reach out to others

Clarity Guidance

* Understand roles and
boundaries

» Clear expectations and goals

* Understand how systems work
) . * Feedback and collaboration
* Access to resources & information
* Have an advocate

Catalyst. | FVERYTHING DisC

A Wiley Brar

www.thelxperience.com 25



Motivators & Stressors

U identify what motivates and stresses your team as you lead change
transformation
|

l



What Motivates? -

* What motivates you doesn’t
always motivate your team

0

D style needs istyle needs

Autonomy and
independence

Opportunities to collaborate

Freedom for self-expression

Challenging projects Limited predictability

Big-picture tasks and routine

Creative license and
experimentation

Encouragement
to dream big

Mindful, tactful
communication

Sufficient time to
do assigned work

Advance notice on
changes and deadlines

Ability to help define

quality standards
Logical reasoning for tasks A strong sense of security

Projects that are a challenge Opportunity for collaboration

C style needs S style needs

e

S
\
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styles need:
1.Progress: being able to get results
quickly and efficiently
2.Control: having influence over
decisions that affect them and their
success
3.Justification: knowing how and why

DiSC D styles & stress
When stressed, people with D

changes were made

LA
L

-~

-
)~

discprofile i

- T TR L
B - . A
. - & - a
-

DiSC i styles & stress

When stressed, people with i
styles need:

1.Excitement: being part of energizing
new opportunities

2.Being heard: knowing that their
opinions about changes are heard

3.Relationships: maintaining a
connection with important people in
their world

discprofile

DiSC® Styles and Stress - DiSC Profile.pdf

www.thelxperience.com 28
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DiSC S styles & stress

When stressed, people with S
styles need:

1.Reassurance: knowing which things
are under their control that they can
make good choices around

2.Harmony: freedom from tension and
conflict

3.Direction: knowing where they are
headed and what is expected of them

discprofile

i
1 Y b

DiSC C styles & stress

When stressed, people with C
styles need:

1.Competence: knowing that they can
perform well and maintain credibility
2.Understanding: knowing the
implications of the change(s) and
maintaining their expertise
3.Stability: having a sense of
predictability and freedom from chaos

discprofile

DiSC® Styles and Stress - DiSC Profile.pdf

www.thelxperience.com 29
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Bridging the
Generational Divide

J Teams with multiple generations are powerful, team
members from different generations bring a wide range of
experiences, skills, and competencies,

www.thelxperience.com
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Bridging the
Generational Divide

“Every generation has its own set of unique stereotypes.
Baby boomers have an aversion to change. Millennials are
entitled but hard-working. Gen Z is disloyal and sensitive, |

but full of change-makers. The list of generational
stereotypes goes on!”

How to Manage a Multi-Generational Team - HBR

“No matter what generation we are from, it’s
too easy to keep doing what we are doing now
and acting like each generation is (or should
be), motivated by the same things we are.”

THE LEADERSHIP XPERIENCE 31



4 Ways to Lead Change

. ] . The Benefits
with Multigenerational

* Fostering improved collaboration,

Teams SN
communication, and overall team
progreSS.
1. Challenge generational stereotypes —
Life shapes our preferences ° H|gher motivation and JOb
2. Ensure that understanding individual 1 I
RN - oort of tho DAA! satisfaction among employees.
3.  Setting Team Norms -“Ironing out * Help them to connect and embrace
these preferences will help everyone . .
on the team feel valued and heard ” Change (ultlmately thrlve).

4. Be intentional about building
meaningful relationships



Empathy

L We can’t speak about leading Change without Empathy
O Change is achieved through negotiations and social interactions with our team

d Empathy builds connection







Learning Module 2: Preparing your Organization
for Change

Change Leadership and Organizational Culture

i. The Role of the Board of Directors in Change Management
li. Assessing Organizational Readiness

lii. Developing the Change Vision — What does Success look like?

www.thelxperience.com 35



A sheet that you wont need again
* Hold sheetin your hand
* Closeyoureyes
* Not questions allowed, no peeping

1. Fold the Sheet of Paper in two,

Grab a sheet of paper ‘/

Fold the Sheet in two again
Rip off one corner

STOP, OPEN YOUR EYES, UNFOLD YOUR SHEET OF PAPER

o kA w0 BN

Share your experiences




The Role of Culture in Change Management

Employee Buy-In: A
culture of trust and
transparency encourages
employees to embrace
change rather than resist
it.

Adaptability:
Organizations with
cultures that value
innovation and learning
are better equippedto
handle uncertainty.

Accountability: When
teams take ownership of
their roles in the change
process, the likelihood of
success increases.

Mastering Change Management: How Culture Drives Successful Transformation - Culture Partners

www.thelxperience.com

Resilience: A strong
culture provides stability
and support during times
of disruption, helping
employees stay focused
on the bigger picture.

38
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The Role of the Board of Directors

[ There are Board characteristics for effectively governing organizational change
J Boards can take specific actions before, during, and after the transformation
l

l

www.thelxperience.com 39



Critical Board
characteristics for governing
organizational Change

1.

Boards of directors require sufficient experience with governing
different change processes

The selection of directors should include leaders with
complementary professional networks and sources to gather
information about different change initiatives

Boards have to build a working relationship with executives,
whilst maintaining sufficient power and influence on the firm’s
decisions, to be able to challenge executives’ proposals when
needed

it is important that boards have the self-understanding that
governing organizational changes requires taking a continuous
and active stance in monitoring and advising management on
change initiatives.

Director selection processes should include an assessment of
directors’ experience, their time and energy available to engage
on a board, their motivation to actively engage, and their
communication skills to build relations with different
stakeholders

www.thelxperience.com

Self-
understanding

A

Power & influence

Klarner_Probst_Useem:
TheRoleoftheBoardinOrganizationalChange.
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Boards Have Critical Responsibilities During All Phases of a Transformation

© 9
(o 3 57

—’
Set the transformation Track and support Sustain long-term
up for success execution change
o Make sure the right leadership e Track the flight path of the « Continue to track results
team is in place program

« Capture lessons learned for
» Reinforce the case for change + Meet frequently and engage future transformations

« Set bold targets actively

+ Consider forming a
transformation committee

¢« Communicate both internally DireCtO I’S’

and externally 1

« |nvest to put the right resources ReS pO nS| bIlItIeS

in place

« Ensure that the plan is
sufficiently detailed

+ Set the right incentives

Source: BCG analysis.

www.thelxperience.com 41
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https://web-assets.bcg.com/pdf-src/prod-live/boards-can-make-or-break-transformation.pdf

Boards set the Transformation up for Success

Make sure the right leadership team s in
place. Boards need to ensure that the CEO and
overall leadership team have the right
capabilities to implement a major
transformation program. The capabilities
needed to run a business are significantly
different from those required to transform a
business.

Set bold targets. Transformations can increase
the stress on an organization, and the benefits
must make the effort worthwhile. Rather than
aiming for incremental improvements around
the margins, boards need to work with the
leadership team to set a high level of ambition,
quantified by bold targets.

Ensure that the plan is sufficiently detailed.
Financial KPIs are usually the main focus of board
work, but they are backward-looking; lag indicators,
and too late to make meaningful changes. In a
transformation, a forward-looking flight path of
predicted impact, (lead indicators) based on detailed
milestones, is critically important.

Set the right incentives. The Board should ensure
that incentives are adjusted in advance of the
transformation, linking financial rewards to clear
benchmarks and transformational objectives. These
should be both short-term incentives (typically
quarterly) and long-term incentives (at least three
years) to balance the short- and long-term
performance of the company.



Setting up for Success

5.

Invest to put the right resources in place. Investments in
capabilities and competencies, such as leadership training
programs and upskilling and reskilling initiatives for the
workforce are important. The board must commit to making
these investments so that management has the resources it

needs

www.thelxperience.com 43



Track and
Support
Execution

Track the flight path of the program. The biggest priority is to ensure that
management reports results regularly and in sufficient detail, so that the
board is fully aware of the status of the program. The Board should have a
sense of the most critical five to ten performance metrics, both in terms of
transformation impact and their implication for the bottom line.

Meet frequently and engage actively. During a transformation boards need to
engage far more frequently with the management team and any relevant
subject matter experts. In addition, board discussions should focus on the
operational details of the transformation, as well as on specific problems and
the interventions needed to keep it on track.

Communicate both internally and externally.
Transformations are disruptive, and can put a
strain on employees, investors, and other
stakeholders. Boards can play a crucial role in
reassuring stakeholders through frequent, clear,
and consistent communication about the goals of
the transformation, what it’s going to require, and
how the company is tracking progress.

www.thelxperience.com 44



Sustain Long-
Term Change

For boards, the main objective is to ensure that gains
in operational and financial performance are lasting

Companies need to root the practices and lessons
learned during the transformation into the company’s
culture, so that the capabilities required to make and
sustain change are hardwired into the organization.

Capture lessons learned for future
transformations. Look at what worked and what
didn’t, so that the company can improve its
change management performance over time.
Critically, that may mean looking at ways the board
itself can incorporate new capabilities, potentially
by bringing in directors who have expertise in
critical areas.

www.thelxperience.com 45



Five Change Management essentials for
Boards

1. Integrate change management into strategic planning

Governing progress towards sustainable success and strategy realisation requires
an understanding of organisational change- management principles.

2. Assess, measure and report

It is crucial for the board to ask how the organisation identifies and addresses the
cumulative impact of change on employee wellbeing and productivity, and what
measures are taken to sustain engagement and morale during continuous

transitions

3. Involve employees in the change

Understanding the approach to managing employee resistance and fostering
engagement during change is crucial for assessing the potential success of the
initiatives. Directors should look for specific examples and formal processes to

elicit and act on employee feedback.

Five change-management essentials for boards — Australian Institute of Company Directors

www.thelxperience.com 46
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Five Change Management essentials for
Boards

4. Cultivate a change-ready culture

Assessing how the existing culture can facilitate or impede the shiftis
imperative. A culture that supports change is critical for success and
boards must lead from the top, showcasing that they can listen and adapt

5. Develop change leadership

As a board member, it is crucial to stay informed about the steps your
organisation is taking to develop its change-leadership capabilities. Boards

need to ensure the organisation is teaching leaders these skills and that
these skills are being practiced.

www.thelxperience.com 47



Assessing your Culture

Before embarking on a change initiative, evaluate
how your current culture supports—or hinders—

adaptability.

Are employees encouraged to share
feedback?

Do leaders model openness to
change?

What behaviors need to change?

What new policies, procedures, and/or
processes are needed to supportthe
behavior change?

What training is needed to support the
behavior change?

What organizational assistance is
available to emotionally support the
employee?

What reinforcements/consequences
need to be in place to sustain behavior
change?

www.thelxperience.com

10 Key Questions to Ask in

a

10.

Company Culture Survey

How would you rate your overall job satisfaction?

Do you feel the organization’s values are
reflected in its policies and practices?

Do leaders and managers reflect the company's
values in their behaviors and interactions?

Do you feel recognized for your hard work
and accomplishments?

. Do you feel safe and respected when sharing

your ideas and opinions?

. Do you feel empowered and supported by

leaders and managers?

Do you feel the work environment encourages
innovation and creativity?

. What initiatives would you like to see implemented

to improve workplace culture?

. What do you like most about the organization's culture?

How do you feel the organization can improve
workplace culture?

belterworks



Assessing Organizational Readiness

Assess: Why Change, why e
now? What happens if we don’t P
change? ©-0

Review your change history —
estimate the level of change
fatigue/saturation: high, med,
low?

Ig':’\\

www.thelxperience.com

Identify: Who will be impacted,
who will influence the change?
Points of resistance? Culture
Barriers to Change

Mobilize active and visible
exec sponsorship — build
leadership alignment and
commitment

49



Change Management Strategy Checklist

Diagnose Organization Change Readiness D
O Assess: Why Change, why now? What happens if we don’t change?
Q Identify: Who will be impacted, who will influence the change? Points of resistance?

O What is the change history — estimate the level of change fatigue/saturation: high, med, low?

O Mobilize active and visible exec sponsorship — build leadership alignment and commitment

Build Awareness — Communicate the “Why” [_]

O Craft a clear vision and benefits for the change.

Q Ensure Leaders deliver a consistent message

Q Anticipate fears /concerns, address transparently how these will impact employees

QO Communicate using multiple channels and medium , frequently and openly

Engage Employees Early D
Highlighting the “What's in it for me?” (WIIFM).
Identify Change Champions at all levels to advocate and reinforce change

Identify and build relationships with impacted groups.

Co-create solutions - Involve employees in creating the future state

Managing both Active and Passive Resistance D

Provide safe spaces for feedback, allow employees to voice concerns without fear

Q
O Recognize and validate resistance, it is normal and should not be ignored
QO Use positive peer influence and change agent networks

a

Enlist leadership support

Equip Employees with the Right Tools and Training D

QO Conduct skills gap assessment, do employees have the skills needed to succeed
Q Provide targeted training and support

/ Q Ensure leaders and managers are supported/ trained first to set the tone consistently
Q

Dedicate resources with change management experience in addition to project mgmt.

Reinforce, Adapt and Sustain Change D
Show short-term progress and celebrate small wins.
Measure, track and highlight adoption of change

Reward and recognize change champions

0O 00O

Gather continuous feedback, iterate and adjust the strategy as needed

www.thelxperience.com



Developing your Change Vision

d What are the Benefits of the Change ?

O What will the project achieve ?

d What levels of Adoption and Usage define success?

d What % of the benefits expected from the Change depends on people doing their jobs differently?

www.thelxperience.com 51
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Team Exercise

1. Define the 4Ps for Success
2. Draft Project Objectives & Expected Org. Benefits for your Change.

Group 1:Change of
Work from Home Policy

i

Group 2: Change of
Core Banking System

Group 3: Change of
Target Operating Model

Group 4: A
Merger/Acquisition Deal

52



4 P’s: Connecting People to Success

What is the Why are we What are Who will
project? changing? we changing? be changing?

If people don’t change how they do their job,
then we ultimately won’t achieve what we set
out to do from the beginning.

Connect People to Success

© Prosci. All Rights Reserved. P’ﬂsciB ‘ 53



The Definition of Success: Two Parts

© Prosci. All Rights Reserved.
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Project Objectives
What the project achieves

How will the project contribute to

solving the problem or realizing the
opportunity?

* What will the project produce or
enable?

How will you know the objectives
have been achieved?



A

Learning Module 3: A framework for
Transformation

i. Potential Obstacles to Change — a Snapshot of Caribbean
Banking Sector Challenges

li. Becoming a Change Champion

lii. Organization vs Individual Change Models
* A Review of some popular Change Management Frameworks

www.thelxperience.com
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5 Common Change Management Obstacles

nsufficient Executive Support and Management
Disconnect between Strategy and Culture

1.

2

3. Lack of Effective Communication

4. Failing to Identify and address Resistance
5

. Change Fatigue

www.thelxperience.com
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Becoming
a Change
Champion

“An effective

change
champion
models
sponsorship of
effort, enables
employees to
achieve the
declared goals
and drives
accountability
for the
outcomes.” BCG
- Changing
Change
Management -
Dec 2012

EXHIBIT 3 | Personal Checklist for Becoming an Effective Champion of Change

Modeling effective communication

+ Am | communicating cpenly and honestly, and
addressing key issues directly?

« Am | reinforcing the purpose for change in alignment
with the leadership team?

+ Am | displaying positive support for the change?

Maodeling effective outreach and connection

« Am | establishing a personal connection broadly with
my organization and deeply with key stakeholders?

« Am | actively listening to concerns and soliciting
feedback? Am | leveraging that information to win
support?

« Am | maintaining credibility and trust within the
organization?

Providing clarity of purpose

» Have | clarified context,
purpose, priorities, and
expectations for my people?
Am | reinforcing the messages
regularly?

= Am | sharing clear and relevant
information?

Modeling desired behaviors

« Am | leading by example, embodying the change |
want to see?

« Am | coaching my team members on their own
sponsorship and leadership behaviors?

« Am | demonstrating fact-based, decisive action, not
letting issues drag on?

Providing resources,
capabilities, tools, and support

= Am | continually scanning for
gaps in clarity, skills, and
resources, and intervening to
eliminate roadblochks?

» Have | equipped my people
with the resources (for
example, training, processes,
and tools) required?

« Am | actively using change

program reports to identify
ways to support teams?

Providing conseguences

« Am | rewarding rapid issue
identification with fact-based
support?

= Am | quickly addressing
unacceptable behaviors?

» Am | driving an above-and
beyond culture with positive
reinforcement and celebration
of successes?

= Am | clearly seen to be valuing
people beyond their work?

Providing explicit feedback
= Am | delivering pinpeointed
feedback to communicate
reinforcing or constructive
messages?

« Am | responding to problems
with support and constructive
messages—not shooting the
messenger?

Source: BCG industry experience.

www.thelxperience.com
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Frameworks for Change
Management

AEI Organization vs Individual Change Models

www.thelxperience.com



How the

frameworks

compare

Organization-wide
change

Employee-focused
transitions

Simplicity and
culture

—

Clear, actionable
steps

Addressing personal
barriers

Easy to
understand and

apply

PEOPLE & CULTURE

strategy institute

Large-scale
transformations

Individual-level
change

Smaller changes or
cultural shifts

www.thelxperience.com
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Organizational Outcomes are the Collective Result of Individual Change

Awareness

+ Of the need for change
+» Of the nature of the change

Desire Reinforcement
* To support the change * To sustain the change
* To participate and engage * To build a culture and

competence around change

\

Knowledge

* On how to change

Ability

» To implement the change

* On how to implement new
skills and behaviors * To demonstrate performance

© Prosci. All Rights Reserved.

Project
Management

Leadership/
Sponsorship

Success

Change
Management

Prosci |
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ADKAR Model

ADKAR element

Definition

What you hear

Triggers for building

@ Awareness

@ Reinforcement

© Prosci. All Rights Reserved.

Of the need for change

To participate and
support the change

On how to change

To implement required
skills and behaviors

To sustain the change

)

“I understand why...’

“I have decided to...”

“I know how to...”

“I am able to...”

“I will continue to...”

Why?
Why now?
What if we don’t?

WIIFM
Personal motivators
Organizational motivators

Within context (after A&D)
Need to know during
Need to know after

Size of the K-A gaps
Barriers/capacity
Practice/coaching

Mechanisms
Measurements
Sustainment

Prosci | -



Conseguences of Missing ADKAR Elements

Employees asking the same questions over and over
gu)/_ Without Awareness and Desire Lower productivity and higher turnover
; you will see: Hoarding of resources and information
Delays in implementation

Lower utilization or incorrect usage of new systems
@ Without Knowledge and Ability Employees worry whether they can be successful in the future
you will see: Greater impact on customers and partners
Sustained reduction in productivity

. ] Employees revert back to old ways of doing work
Without Reinforcement ) e .
) Ultimate utilization is less than anticipated
you will see: . :
The organization creates a history of poorly managed change

o
© Prosci. All Rights Reserved. P’ﬂsg’ ‘



A

Team Application Exercise:
Analyze your Workplace
Scenario Change

U Identify potential obstacles and strategies *
[ Discuss options for bridging the multigenerational divide

d Using ADKAR - how would you build Awareness and Desire with your Board of
Directors

www.thelxperience.com
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Team Exercise

1. Define the 4Ps for Success
2. Draft Project Objectives & Expected Org. Benefits for your Change.

Group 1:Change of
Work from Home Policy

i

Group 2: Change of
Core Banking System

Group 3: Change of
Target Operating Model

Group 4: A
Merger/Acquisition Deal
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A

Learning Module 4: Balancing Human
Dynamics and Digital Transformations

i. Integrating Change Management and Project Management

li. Building Capacity - The People-side of Change: strategies for
maintaining trust, engagement and alignment throughout the

Process.

lii. A Caribbean Perspective - Best Practices in Change
Management.

www.thelxperience.com
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Integrating Change Management and
Project Management

it L
/ o N ™
C ha ng e Project Change
Management Management
Ma nage me nt Product Focus People Focus
Preparing Preparing the
A strategic approach to how we the solution organization
prepare, equip, and support people For thf—' . For l:h'e
through changes in technology, organization solution
process and organization \ -/

www.thelxperience.com 68



PEOPLE & CULTURE

strategy institute

Change — Project Management =

: s ADKAR KOTTER LEWINS
Project Management Milestones Steps Steps

4 X [ N i N
Requirements Gathering Awareness Create a sense of urgency Unfreeze
X > / 4
) 6 )
System Design Desire Develop a vision and strategy Unfreeze
W, N W, . W, . WV,
r B N F X ™
Development & Testing Knowledge Generate short-term wins Change
-
f ) 4 &) a3 ) (. )
Implementation/Go Live Ability Communicate the vision Refreeze
S 4\ J \_ p, \ 4
( R (+ B - )
Post Implementation Review Reinforcement Anchor new approaches Refreeze
v \ . \ y, \ /

/ www.thelxperience.com 69



A Digital Adoption Example

PEOPLE & CULTURE

strategy institute

Implementing a HRMS - Example e

Requirements Gathering
Involve employees in feedback sessions to
build awareness and desire.

Awareness: Communicate why the HRMS is
necessary and its benefits

System Design Desire: Involve employees in the design process to

Communication the vision and benefits of the increase their motivation to support the change
HRMS to stakeholders

Development & Testing Knowledge: Train selected champions and

Train champions to prepare employees for .
employees can effectively use the HRMS
adoption and gather feedback. RoY y

Implementation/Go Live Ability: Provide hands-on support to ensure

Provide hands-on training and address employees can effectively use the HRMS.

resistance with targeting support

Post Implementation Review Reinforcement: Reward consistent usage and share
Reinforce change through continuous success stories to embed the change

o feedback, recognition and adjustments
Navigating Change Tools &

Strategies for Digital
Transformation Rhency Padilla

[ Fyﬂder of Perky People www.thelxperience.com 70
Limited



Revisit Case Study

Objective

Ensure smooth adoption of the new
Human Resource Management System
(HRMS) by keeping employees
informed, engaged, and supported
throughout the transition.

Navigating Change Tools &
Strategies for Digital
Transformation Rhency
Padilla | Founder of Perky
People Limited

Project Milestone

Requirements

Gathering

System Design

Development and

Testing

Implementation/Go-

Live

Post-Implementation

Review

www.thelxperience.com

PEOPLE % CULTURE

strategy institute
--.

ADKAR Steps Applied

Awareness: Communicate why the HRMS is

necessary and its benefits.

Desire: Involve employees in the design
process to increase their motivation to

support the change.

Knowledge: Train selected champions and

employees on how the system works.

Ability: Provide hands-on support to ensure

employees can effectively use the HRMS.

Reinforcement: Reward consistent usage and

share success stories to embed the change.

71
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Building Capacity

Change Maturity Model

PEOPLE & CULTURE

Advancement Levels Rei g

in CM ®
=

Resources: mo or a few
scattered practitioners
Leader awarenass: Little
Approach: traditicnal
Tools: mo

&
 Developing

+ Resources: a centralized

* Approach: traditional +
emerging frameworks

+ Tools: templates, user
training

Resources: a center of
excellznce + change

agents
Leader awareness: high

practices embraced by
the company

Tools: surveys,
self-zarvice

+ Resources: equipped
equipped + change
agents

* Leader awarenass: high

« Approach: global

team - consistent framework +
Approach: tailored . . B
+ Leader awareness: e R inmovative practices
average rAmhari et » Tools: advanced toolkits,

consistent monitoring,
portfolio management,
agile PM methodologies

Advanced Change Management Strategies and Emerging Trends Faculty Name: Sofian Lamali Certificate Program: Change Management Strategist
’

),

www.thelxperience.com
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Our Caribbean Perspective

. What to do differently

www.thelxperience.com



The Caribbean Business Environment is Rapidly Changing

8 %

Source

Some CEOs are seizing the moment, rapidly capturing growth and

Almost a third of CEOs value-creation opportunities that are a part of the defining forces of our pwc

believe their company time. They're investing in generative Al, addressing the challenges and

won’t be viable for opportunities of climate change, and reinventing their operations and
more than 10 years if it business models to deliver value in new ways. However, many others are ) X
continues on its current  lagging, held back by leadership mindsets and processes that feed inertia. Reinvention

path. Many business on the edge of
leaders recognise the tomorrow

need to reinvent their PWC ® CEO Survey 2025 — Caribbean Insights

business models.

January 2025
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Leading Change Successfully

Board Character

The significance of
CEQO’s Mindset

Understanding the
critical intersection of
leadership,
organizational culture,
and successful
change management.

Source: Org. Culture Assessment conducted by The Leadership Xperience in Fl across
' multiple Caribbean Islands. With participants from Jamaica, Guyana, Antigua,
" Montserrat, Trinidad and Tobago, Grenada, St Kitts.




How to effect the Changes to remain Relevant, to Reinvent and to

Thrive?:

1. Actively and visibly lead individuals and teams through uncertain
transitions whilst maintaining engagement and productivity during
the transformation.

2. Codify and clarify a strong change-ready company Culture

3. Facilitate and prioritize an environment of empowerment &
Innovation

. 4. Align organizations to increase the likelihood of an engaged
workforce and a high-performance culture
| 5. Develop change leadership capabilities



Final Recommendations

01

Actively build
leadership trust,
emotional
intelligence and
momentum for
your change.

02

Build a coalition
of sponsors -
Include your
Board and People
Managers

03

Engage and
empower your
team; assess your
Culture

04

Communicate
frequently and
openly

05

Rethink
resistance, use
your Voice of
Employee Insights

06

Integrate with
project
management with
people side
change
management

07

Commit change
management
resources

www.thelxperience.com
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Key Takeaways
The Change Triad —re

Context | Communication |
Connection

Context — Understand cultural and regional
nuances that shape how change is received.

Communication — Adapt messaging for clarity,
engagement, and alignment across cultures.

Connection — Build trust, relationships, and buy-in
to drive change.

www.thelxperience.com
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