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The Human Side of Digital Transformation:
Unlocking the Power of Change Management

CONSULTING GROUP Realized

Defining Change Management in IT Projects and Digital Transformation

Change management in the context of IT projects and digital transformation is a structured approach to
transitioning individuals, teams, and organizations from a current state to a desired future state. It
encompasses the methods, tools, and processes used to prepare, equip, and support people through
technological change to achieve business outcomes. Unlike traditional project management that focuses
primarily on technical deliverables, change management addresses the human aspects of transformation —
the behavioral shifts, cultural adaptations, and mindset evolution required for successful adoption.

In the IT industry, change management operates across the entire project lifecycle — from advisory and
planning stages through deployment, integration, and into managed services. It serves as the critical bridge
between technical implementation and business value realization. For digital transformation initiatives, it
becomes even more crucial as these projects often represent fundamental shifts in how organizations
operate. At Peloton Consulting Group, we view change management as an essential discipline that spans five
key dimensions: leadership alighment, stakeholder engagement, communication, training, and adoption
measurement — all working in concert to ensure technology investments deliver their intended benefits.

After spending over a decade leading enterprise change management initiatives, one truth stands above all:
digital transformation success depends more on people than on technology. As organizations rush to
implement modern SaaS solutions, drawn by promises of faster deployment and accelerated ROI, many
overlook this fundamental reality.

Throughout my career at Peloton Consulting Group, I've guided numerous organizations through complex
digital transformations. What I've learned is that while these new solutions come purpose-built with modern
best practices, the real challenge lies in helping organizations fundamentally shift their way of working. This
isn't just about learning new software, it's about transforming how people approach their daily work.

‘ Whether you're actively communicating or not, you're sending a message to your organization.
The vacuum created by delayed change management inevitably fills with employee-generated
narratives, often rooted in fear and uncertainty.”

— Lesley Mattson, VP of Enterprise Change Management
Peloton Consulting Group

Starting at Day Zero

One of my core principles is that change management
must start at day zero. Too often, | see organizations
treat change management as an afterthought,
something to be considered once the technical
implementation is underway. This is a critical
mistake. The absence of clear communication and
engagement from the start creates a vacuum that
employees will fill with their own narratives.
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Adapting to the New World of Work

The rise of hybrid and remote work environments has fundamentally altered how we must approach change
management. In my experience, the traditional methods that relied on physical proximity and informal
networks no longer suffice. Today's distributed workforce requires a more structured, intentional
approach.

I've found that building strong change agent networks is crucial in this environment. These networks serve
as the eyes and ears across different locations and business units, enabling organic message dissemination
and authentic feedback collection. Without these networks, organizations struggle to create the
consistent, cohesive change experience needed for successful transformation.

The Leadership Imperative

Throughout my years of practice, I've observed that leadership’'s approach to transformation often
determines its success or failure. While technical decisions are important, | consistently advise leaders to
"put on the hat of someone who's been doing this for a long time."” This isn't about avoiding difficult
decisions, it's about recognizing that behind every process marked for transformation, there's someone who
has invested years in mastering it. The journey to transformation should not be an imperative, but about
the steps it takes to shift today’s work to tomorrow’s actions.

The success of transformational initiatives hinges on strong program leadership. These efforts are
marathons, not sprints, requiring leaders to set the pace, stay the course, and inspire others along the
way. Effective leaders not only guide the process but also model resilience and celebrate progress. Without
this visible and sustained leadership, even the most capable teams can falter.

Beyond Go-Live

Effective leadership lays the groundwork for change, but sustaining momentum requires a long-term view,
especially after go-live. One of the most common pitfalls | encounter is the assumption that change
management ends at go-live. In my experience, the months following an implementation often determine
whether an organization merely installs new technology or genuinely transforms its operations. Success
requires sustained focus on adoption and optimization, including careful monitoring for workarounds and
continuous measurement of both immediate and long-term success metrics.
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Moving Past the Search for a Universal Solution

Perhaps the most important insight | can share is that there's no universal formula for change management
success. Every organization has its own unique culture of communication, learning, and adoption. The key
to success lies not in following a predetermined playbook but in understanding how to adapt proven
principles to each organization's specific context and challenges.

‘ ‘ Every organization has its own unique culture of communication, learning, and adoption.
There's no recipe card for change management. Success comes from understanding how to adapt
proven principles to each organization’s specific context and challenges.”

— Lesley Mattson, VP of Enterprise Change Management
Peloton Consulting Group

The Path Forward

As | look to the future of digital transformation, | see the gap between technical implementation and human
adoption becoming increasingly critical. Organizations must move beyond viewing change management as
merely a project component and recognize it as a core capability essential for future success.

The most successful organizations | work with understand that while technology may be the catalyst for
transformation, people remain the key to realizing its value. They invest in understanding their unique
cultural DNA and build change management approaches that honor and work within that context.

My Challenge to Leaders

As you embark on your own digital transformation journey, | challenge you to think differently about
change management. Start earlier than feels necessary. Build stronger networks than seem required.
Extend your focus beyond go-live. Most importantly, resist the urge to search for a universal recipe for
success.

Remember that successful transformation isn't about following a predetermined path, it's about
understanding your organization's unique needs and crafting an approach that resonates with your people.
In my experience, this thoughtful, tailored approach consistently leads to more successful, sustainable
transformations.

The future belongs to organizations that can master the human element of digital transformation. While
technology continues to evolve, the fundamental need to guide people through change remains constant.
By focusing on this human element, organizations can significantly improve their chances of transformation
success.

Lesley Mattson is Vice President of Enterprise Change Management at Peloton
Consulting Group, where she leads a practice dedicated to helping organizations
navigate the complexities of digital transformation. Drawing from over 20 years
of consulting and implementation experience, she helps organizations develop
and execute change management strategies that drive successful transformations.
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