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Acceleration strategies: consulting questions 
for, 133; determination of, 123, 128; human 
dynamics and, 308, 310–312. See also 
Timelines; Urgency

Accountability of conscious change leaders, 
13–15

Ackerman Anderson, Linda, 3, 148
Adams, John, 149–150
“Aha moments,” 38–39
Air Traffi  c Control, 114–116
Alignment: building of, 95–96, 103; as decision-

making style, 112; of leaders, 40; as leadership 
capability track, 88

Alignment decision-making style, 112
All Quadrants, All Levels (AQAL), 14–15
Analysis of impacts. See Impact analysis; Initial 

impact analysis
Analysis paralysis, 214
Anderson, Dean, 3, 148
AQAL (All Quadrants, All Levels), 14–15
Assessment: of capacity, 79, 81–83, 101–102; 

change assessment compared to research 
assessment, 188; of change eff orts, 3; of 
change leadership team eff ectiveness, 98–101; 
of culture, 94, 152; of defi nition of success, 
187; of design requirements, 187–190, 
192–193; of drivers of change, 56; of initial 

impact analysis, 61–62, 63–64; of leadership 
capability, 89, 102, 267–268; of magnitude of 
impacts, 219; of readiness, 79–81, 101–102; 
sample technologies for, 156; of team 
eff ectiveness, 98–101

Autopilot leaders: defi ned, 11–13; ego 
control of, 17; model as too complicated 
for, 284–285; skipping stages in model by, 
285–286; slowdown of change caused by, 
308–311

Awareness levels, 11–12

Barrier buster teams, 153
Behavior: communication and change of, 122; 

consulting questions for, 102, 184; defi ned, 
14–15; as driver of change, 57–58; in drivers 
of change model, 8; making communication 
authentic with, 167–168; modeling of 
mindset with, 92–95; promoting of new, 
179–182; rewards for, 157–159, 163

Behavioral imperatives in sample case for 
change, 69

Being (self), 16–17
Benchmark organizations, 190, 193
Best practices: benchmark organizations 

for, 190, 193; establishment of, 270–270, 
275–276, 301
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Beyond Change Management (Anderson and 
Ackerman Anderson): attention to all three 
areas required, 6–8; breakthrough results 
and, 6–7; as companion book, 3–4, 32–33; 
on human dynamics, 148

Big Win, 114
Boeing Corporation, 191
Bold actions: bonfi re letting-go strategy, 236; 

consulting questions for, 132; to demonstrate 
old way is gone, 175–176; identifi cation of, 
116–117; in sample change strategy, 128

Bonfi re letting-go strategy, 236
Border Patrol, 191
Boundary conditions: case for change and 

identifi cation of, 69; design requirements and, 
188–189, 204, 219; desired state monitoring 
and, 249–250; infl uences on, 55

Breakthrough process for personal 
transformation, 181–182

Breakthrough results: Change Leader’s 
Roadmap for, 29; defi ned, 6; drivers of change 
and, 7–9; human dynamics and, 320–321

Breakthrough training, 91–95, 96, 307
Bush, George W., 191
Business imperatives, 7, 57, 68
Business operations. See Running the business
Business strategies, case for change and, 55
Buy-in. See Engagement; Engagement strategies

Capability (individual). See Leadership 
capability

Capability (organizational): communication 
of case for change and strategy, 166–171; 
consulting questions for, 182–184; creating 
shared vision and commitment, 171–175; 
demonstrating old way is gone, 175–176; 
increasing, generally, 177–178, 298, 301–302; 
as Phase II goal, 166; promoting mindset and 
behavior change, 179–182

Capacity: allocating between operations and 
change, 28; assessment, 79, 81–83, 101–102; 

building of, 84–85; case-in-point about, 84; 
consulting questions for, 101–102; defi ned, 
83; factors aff ecting, 83; impact analysis 
and, 211; resources as part of, 124; task 
deliverables for, 78

Case for change: boundary conditions and, 
55, 69; business strategies as input for, 55; 
communication of, 125, 166–171; consulting 
questions for, 74–76, 182; design process 
for, 56; desired outcomes determination, 66; 
elements of, 54–55; initial impact analysis 
for, 61–62, 63–64; leverage points and, 61; 
overview, 54–55; sample of, 67–71; scope 
required, 62–63; target group identifi cation, 
62; task deliverables for, 37; type of change, 
clarifying, 58–61; urgency determination, 
65–66

Cases-in-point: capacity assessments, 84; 
common change methodology for change 
eff orts, 297; DTE Energy mindset shift , 
92–95; Fortune 500 company reward system, 
158; government agency continuous renewal 
mindset, 269; healthcare system change 
capability increase, 180–181; healthcare 
system patient safety human dynamics, 250; 
just-in-time consulting strategy, 309–310, 
311; manufacturing company product 
line change, 176; manufacturing company 
system-wide integration strategy, 262; 
manufacturing facility fi sh fry celebration, 
256; merger letting-go strategy, 236; oil 
company pacing strategy, 230; phase gate 
process in PeaceHealth, 313; pilot testing 
of desired state design, 205; readiness with 
previous change resentment, 82; research 
laboratory infrastructure change, 115–116; 
soft ware company impact analysis workshop, 
217–218; steel company newspaper headline 
bold action, 176; telephone company solution 
integration, 227; telephone company vision 
creation, 174
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CCO (Chief Change Offi  cers), 17, 302
Celebration of new state, 255–256, 264
Change: complexity increases in, 1–2; emotional 

reactivity and, 147–150; failure rate of, 
96; inertia and, 175–176; measurements 
of, 156–157, 162–163, 271; normal versus 
breakthrough results from, 6; Phase I as 
foundation for, 39–40; risk of celebrating, 
255–256; as strategic discipline, 17, 298; 
types of, 9–10, 58–61, 75

Change agent resource teams, 305
Change capability. See Capability 

(organizational); Leadership capability
Change capacity. See Capacity
Change consultants. See Consultants 

for change
Change initiative leads, 44
Change leaders: defi ned, 288; development 

stages for Change Leader’s Roadmap, 279–282; 
mindset of, 47–48; rewards for, 157–159; 
role in process by, 287–290; as spokespeople, 
122; support for, 98, 104. See also Conscious 
change leaders; Leadership capability

Change Leader’s Roadmap (CLR): audiences 
for, 30–31; benefi ts of, 1; for breakthrough 
results, 29; as Change Operating System, 24; 
developmental stages in learning, 279–282; 
as multi-directional approach, 287–290; 
overview, 22–25; Premium Content, 31; as 
process model, 24; reactions to, 283–286; 
structure of, 25–29; tailoring to specifi c 
situation required, 24–25, 27, 137; as 
thinking discipline, 20–22, 27, 137, 278–279; 
uniqueness of methodology, 29–31. See also 
Leverage of Change Leader’s Roadmap

Change leadership teams: assessment of 
eff ectiveness, 98–101; clarifying relationship 
to executive team, 48–49; consulting 
questions for, 103; defi ned, 42–43; 
development as leadership capability track, 
88; development of, 98–101; political 

dynamics strategies and, 138–139; wearing 
two hats by, 47–48

Change management (CM), 9, 201
Change navigation centers, 152–153
Change Operating Systems. See Change Leader’s 

Roadmap (CLR)
Change process leaders, 43–44, 46–47
Change process models, 20–22
Change project teams, 44–45
Change strategies: acceleration strategies for, 

123; bold actions identifi cation, 116–117; 
clarifi cation of, 106–107; communication 
of, 166–171; consulting questions for, 
130–134, 182; defi ned, 125; delegation of, 
107; elements of, 126; engagement strategies 
clarifi cation, 117–119; fi t and priority of 
eff ort, 113–114; governance and decision-
making clarifi cation, 109–112; identifying 
required initiatives, 112–113; integration of 
initiatives and, 114–116; process for design 
of, 108; sample of, 127–129; task deliverables 
for, 106, 129; template for, 126; timelines as 
element of, 125; values and guiding principles 
for, 108–109. See also Communication

Change support mechanisms, 150–156
Chief Change Offi  cer (CCO), 17, 302
CLR. See Change Leader’s Roadmap (CLR)
CM (change management), 9, 201
Coaching, 101. See also Learning
Collaboration, common change methodology 

for, 297
Collective intention, 165–166, 171–175
Command-and-control leadership style, 2, 87. 

See also Autopilot leaders
Commitment: building of, 95–96; consulting 

questions for, 103, 183; creating shared 
vision for, 171–175; as leadership 
capability track, 88; personal infl uence 
and, 118; for resources, 124, 133; from 
stakeholders, 18–19. See also Engagement; 
Engagement strategies
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Common change methodology for change 
eff orts case-in-point, 297

Communication: of case for change, 125, 
166–171; of change strategies, 166–171; 
consulting questions for, 132–133; designing 
plan for, 119–123; of desired state design, 
206, 208; dialogue as tool for, 96; engagement 
vehicles for, 120–121; of Implementation 
Master Plans, 235–236, 239; kickoff  
communications, 122–123, 166–171; levels 
of, 120–122; message sent by selection of 
change process leaders, 46–47; Phase I 
completion necessary for, 125; problems from 
lack of, 120; to reduce negative reactions, 
245; resistance and, 147; in sample change 
strategy, 128; sample technologies for, 155; 
to support integration and mastery, 259

Competence core need, 18
Conditions for success: consulting questions 

for, 160; as infrastructure component, 137, 
139–140, 141, 300

Connection and inclusion core need, 18
Conscious and collective endeavors, 247
Conscious awareness and change results, 12
Conscious Change Leader Accountability 

Model, 13–15, 46, 87–88, 109, 141–143, 211, 
243, 257, 261, 281, 317

Conscious change leaders: accountability of, 
13–16; being (self) controlling of, 17; defi ned, 
11; kickoff  communications by, 169–171; 
learning from change process by, 267–268, 
270–270; level of success of, 4; mindset 
approach and, 12; minimizing resistance by, 
18; questions to increase awareness, 316–317; 
reducing emotional reactions of others by, 
147–150; self-mastery by, 16; subjects to be 
mastered by, 97–97; support for integration 
by, 259; use of consultants by, 200–201; 
visioning process design and, 142. See also 
Leadership capability; Modeling

Conscious process thinking, 20, 46–47, 246

Consensus decision-making style, 112
Consultants for change: building change 

skills by, 178–179; capability, questions for, 
101–102; capacity, questions for, 101–102; 
case for change, questions for, 74–76; change 
strategies, questions for, 130–134; for change 
strategy creation, 108; to clarify relationship 
of executive team to change leadership team, 
49; for commitment and alignment, 95–96; 
desired outcomes determination questions 
for, 76; development stages for Change 
Leader’s Roadmap, 279–282; just-in-time 
strategy and, 304–310; leverage points for, 
317–318; people and process requirements 
and, 199–200; readiness, questions for, 
101–102; resources and, 124; roles of, 45, 
199–201; self-mastery by, 16; start up and 
staff  change questions for, 72–74; Strategic 
Change Consultant role and, 5; use by leaders 
of, 318; wake-up calls and, 39; working 
relationship between, 49

Consulting questions: for acceleration strategies, 
133; for alignment, 103; for behavior, 102, 
184; for bold actions, 132; for capability 
(organizational), 182–184; for capacity 
(organizational), 101–102; for case for 
change, creating, 74–76, 182; for change 
leadership teams, 103; for change strategies, 
130–134, 182; for commitment, 103, 183; for 
communication, 132–133; for conditions for 
success, 160; for course correction, 161–162; 
for customer requirements, 193; for decision-
making, 130–131; for design process, 77, 130; 
for design requirements, 192–193; for desired 
outcomes determination, 76; for desired state 
design, 207–208; for drivers of change, 77; 
for engagement strategies, 132; for executive 
teams, 104; for governance structures, 130; for 
guiding principles, 130; for impact analysis, 
220–221; for Implementation Master Plans, 
237–239; for implementation of change, 
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251–252; for information generation 
strategies, 161; for information management 
strategies, 161; for infrastructure, 160–161; 
for initial desired outcomes, 76; for initial 
impact analysis, 75; for initiatives for change, 
131; for knowledge, 103, 183; for leadership 
capability, 102–104; for leverage points, 
77; for milestones, 133–134; for mindset, 
102, 184; for modeling, 102; for new state 
integration and mastery, 264–265; for 
political dynamics, 160; for project briefi ngs, 
72; for project communities, 73–74; for 
readiness, 101–102; for resistance, 162; for 
roles, 72–73; for scope of change, 75; for 
skills, 103, 183; for start up and staff  change, 
72–74; for target groups, 75; for timelines, 
133–134; for urgency, 75; uses for, 32; 
for values, 130; for vision, 160–161, 183; for 
working relationship creation, 73

Content, 6–7
Content versus process experts, 46–47
Control and power core need, 18
Cooperation, 115–116. See also Engagement; 

Engagement strategies
Coordination. See Integration strategy for 

initiatives
Core needs, 18
Course correction: conditions for success 

review and, 140; consulting questions for, 
161–162; critical mass and, 247, 263, 320; 
of desired state, 247, 249–251; desired state 
design communication and, 206; energy 
sustaining strategies and, 229; impact analysis 
and, 213, 219; during implementation of 
change, 246–248, 251; infrastructure and, 
137; metrics and, 157; modeling of, 146; 
strategy design for, 144–147

Course Correction Model, 145–146
Critical mass: case-in point about, 174; 

collective intention for, 165–166; course 
correction and, 247, 263, 320; creating for 

support of change, 139; for mindset change, 
60, 118; transformational success and, 94, 
287. See also Engagement; Engagement 
strategies

Critical path, 293, 294–295
Cultural imperatives, 8, 57, 68–69
Culture: assessment of, 94, 152; defi ned, 

15, 19; values and guiding principles and, 
108–109

Culture change: away from fear-based norms, 
146; bold actions for, 117; celebrations and, 
255–256; conditions of, 19; for continuous 
monitoring and improving of new state, 
268–270; creating shared vision for, 140–141; 
as driver of transformation, 7–8, 19–20; 
initiatives and, 113; kickoff  communications 
and, 167, 170–171; to leverage use of 
Roadmap, 302–303; mindset and, 94; 
scanning groups or networks for, 152; 
timeline issues in, 231

Culture scanning groups or networks, 152
Current reality, assessing, 187–190
Customer requirements, 190–192, 193

Daily operations. See Running the business
Decision-making, 109–112, 130–131
Deliverables. See Task deliverables
Demonstrating old way is gone, 175–176, 183
Design process: for case for change and initial 

desired outcomes, 56; consulting questions 
for, 74, 130; for impact analysis, 214–214, 220. 
See also Desired state design

Design requirements: assessing current 
reality for, 187–190; benefi ts from 
clarifying, 187; consulting questions for, 
192–193; customer requirements for, 
190–192; elements of, 186; identifying 
benchmark organizations for, 190; statement 
of, 192, 193; types of, 188–190. See also 
Desired state design

Desired outcomes determination, 66, 70–71, 76
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350 Index

Desired state design: communication about, 
206, 208; consulting questions for, 207–208; 
initiatives for change and, 201–202; Levels 
of Design model for, 202–204; overview, 
197–198; pilot testing of, 204–206, 207–208; 
process and structure creation, 198–202; 
refi ning aft er impact analysis, 219, 221; vision 
compared, 197

Desired state (future state): course-correcting 
and monitoring of, 247, 249–250; customer 
requirements identifi cation and, 190–192; 
impact analysis and, 211–214. 
See also New state

Determining What is Driving the Change 
worksheet, 59

Developmental change, 3, 9, 60
Dial-a-Team, 110–111
Dialogue, 96. See also Communication
“Down and in” perspective, 113
Downstream stage of fullstream transformation, 

21, 23. See also Celebration of new state; 
Course correction; Implementation of 
change; New state integration and mastery

Drivers of Change Model: assessment of, 56; 
consulting questions for, 74; cultural change 
and, 7–8, 19–20; customers needs as, 191; 
mindset as, 290; mindset as driver, 8, 58, 
290; overview, 7–9, 57–58; in sample case 
for change, 67–69; scope of change and, 62; 
worksheet to identify, 59

DTE Energy mindset shift  case-in-point, 92–95

Education. See Learning
Ego (mind), 16
Emergent re-invention, 20
Emotional reactions to change, 147–150, 162
Employee retention, 270–274
Engagement: audiences for, 119; in change 

assessment, 188; culture scanning groups or 
networks for, 152; impact analysis and, 211, 
214, 217–218; sample technologies for, 155; 

sustaining, 224; types of, 119; vehicles for, 
119, 120–121; visioning process design and, 
140–142. See also Commitment

Engagement strategies: clarifi cation of, 117–119; 
communication and, 120–121; consulting 
questions for, 132; information generation 
and course correction as, 146; kickoff  
communications and, 167–171; resistance 
and, 147; in sample change strategy, 128

Enterprise change agenda, 298, 301
Environmental forces, 7, 57
Environmental imperatives in sample case for 

change, 67
“Everyone is responsible. No one is to blame.” 

motto, 247
Executive teams: assessment of eff ectiveness, 

98–101; Chief Change Offi  cer as part of, 17; 
clarifying relationship to change leadership 
team, 48–49; consulting questions for, 104; 
defi ned, 42; development as leadership 
capability track, 88; development of, 98–101; 
importance of involvement by, 289–290; 
mindset and, 307; support for, 98, 104; 
wearing two hats by, 47–48

Expert practitioners, 281
External drivers of change, 8–9
External reality, 14

Failure rate of change, 96
Fairness and justice core need, 18
Feedback. See Course correction
Fit of eff orts, 113–114, 131
Five Levels of Communication, 120–122, 

167–171
“Flavor of the month” syndrome, avoiding, 293
Follow-up sessions, 92–95, 94
Fortune 500 company reward system, 158
Four Quadrants, 14–15
Framework models, change process models 

compared, 20
Fullstream Transformation Model, 20–22

bindex.indd   350bindex.indd   350 8/16/10   11:00:35 AM8/16/10   11:00:35 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 Index 351

Future state. See Desired state design; Desired 
state (future state); New state

Gallery Walks, 218
“Go slow to go fast.” See Phase I
Governance structures: clarifi cation of, 

109–112; consulting questions for, 130; 
as infrastructure component, 136–137; 
in sample change strategy, 127; samples, 
110–111

Government agency continuous renewal 
mindset case-in-point, 269

Guiding principles, 108–109, 127, 130

Healthcare system change capability increase 
case-in-point, 180–181

Healthcare system patient safety human 
dynamics case-in-point, 250

Hierarchical governance structures, 110–111
High impacts, 215
Human dynamics: autopilot versus 

conscious change leaders, 12–13, 318–320; 
breakthrough results and, 7; celebrating 
new state and, 254; defi ned, 6–7; integration 
of new state and, 263; letting go of past, 
175–176, 234–235, 236, 244–245; need for 
completion, 267–268; resistance to change, 
18, 147–150; supporting people through 
emotional reactions and resistance, 147–150, 
232–235, 236, 239; training on change 
skills, 178–179; transformational change 
and, 10, 18. See also Engagement; Personal 
transformation; Resistance

Identifying Your Project Community worksheet, 
52–53

Impact analysis: assessing magnitude of impacts, 
219; consulting questions for, 220–221; design 
process for, 214–216; of desired state, 213; 
identifi cation and grouping of impacts, 
214–216, 219; overview, 210–211; refi ning 

desired state if necessary, 219; resolution 
process for, 225, 226; types of impacts, 213. 
See also Initial impact analysis

Impact Analysis Workshops, 217–218
Impact group leaders, 216, 219. See also 

Implementation Master Plans
Implementation Master Plans: communication 

of, 235–236; consulting questions for, 
237–239; defi ned, 223; designing process 
to develop, 224–225; elements of, 226; 
identifying impact solutions for, 225, 226; 
impact analysis and, 210–213; infrastructure 
for, 231–232; integration of solutions for, 
225–227; overview, 223–224; roll out of, 244–
246, 251, 300; supporting people in, 232–235, 
236; sustaining energy for change, 227–229; 
teams for, 224–225

Implementation of change: consulting questions 
for, 251–252; course-correcting and 
monitoring of, 246–248; course-correcting 
and monitoring of desired state, 247, 
249–250; overview, 243; planning process for, 
215–216; roll out of Implementation Master 
Plan, 244–246, 251, 300

Inclusion and connection core need, 18
Inertia, 175–176
Infl uence, commitment and, 118
Information generation networks, 153
Information generation strategies, 161. See also 

Course correction
Information management strategies, 155, 161
Information sources, 143–144
Infrastructure: capability and, 301; components 

of, 136–137; conditions for success, 137, 
139–140, 141, 160, 300; consulting questions 
for, 160–161; course correction strategy and, 
144–147; creating shared vision, 140–142; 
determining Phase II through V roadmap, 
159; Implementation Master Plans and, 
231–232, 239; information generation 
strategies, 143–144; information management 
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Infrastructure (continued )
strategies, 143, 144; measurements of 
change, 156–157, 162–163, 271; monitoring 
and adjustment of, 137; political dynamics 
strategies, 138–139; research laboratory case-
in-point, 115–116; supporting people through 
emotional reactions and resistance, 147–150, 
232–235, 236, 239; task deliverables for, 136; 
temporary change support mechanisms, 
150–156, 162, 270–274; temporary rewards, 
157–159

Initial desired outcomes, 55, 56, 76
Initial impact analysis, 61–64, 75. See also 

Impact analysis
Initial Impact Analysis Audit worksheet, 63–64
Initiatives for change: consulting questions 

for, 131; desired state design and, 201–202; 
identifi cation of, 112–113; integration 
strategy for, 114–116, 131–132; in sample 
change strategy, 127–128; to support 
enterprise-wide transformation, 25; 
unifi cation of, 112–113, 131

Input decision-making style, 111
Integration of new state. See New state 

integration and mastery
Integration strategy for initiatives: common 

change methodology and, 293, 295–298, 
299–301; for multiple projects, 114–116, 
131–132

Integration teams, 114
Internal drivers of change, 8–9
Internal reality, 14
Interviews for project briefi ng creation, 40
Intuition, 321
IT gurus as leaders, 46–47

Justice and fairness core need, 18
Just-in-time consulting strategy, 304–308
Just-in-time consulting strategy case-in-point, 

309–310
Just-in-time plus strategy case-in-point, 311

Kickoff  communications, 122–123, 166–171
Knowledge, 96–98, 103, 178–179, 183. See also 

Learning

“Lead as if the future is now” principle, 140
Leaders: alignment of, 40; defi ned, 288; 

development of, 88; emotional reactivity 
and, 147; mindset and wake-up calls, 39; 
modeling by, 87; personal transformation 
of, 91–95; preparation to lead change by, 
39–40; requirements for success, 10; stages in 
growth of, 318–318; support for, 98, 103–104; 
traditional approaches to change by, 2; use of 
consultants by, 318. See also Change leaders; 
Change process leaders; Conscious change 
leaders

Leadership Breakthrough process, 91–93, 139
Leadership breakthrough track, 88
Leadership capability: assessment of, 89, 102, 

267–268; commitment and alignment for, 
95–96; consulting questions for, 101–104; 
executive and change leadership teams for, 
98; fi ve tracks for building, 88; importance 
of, 85–87; knowledge and skills needed for, 
96–98; mindset and, 89–95

Leadership teams. See Change leadership teams; 
Executive teams

Learning: about decision-making styles, 
111; breakthrough training, 91–93, 96, 
307; to develop leadership capability, 
96–98; development stages for Th e Change 
Leader’s Roadmap, 279–282; establishing 
best practices based on, 270–270, 275–276, 
301; individual support as, 98, 101; for 
integration and mastery of new state, 259–260; 
just-in-time consulting strategy, 307; as 
leadership capability track, 88; for middle 
management to support change, 232–233; for 
personal transformation, 177–178; sample 
technologies for, 156; sharing insights as, 321. 
See also Course correction
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Letting go of the past, 175–176, 234–235, 236, 
244–245

Levels of Design model, 202–204
Leverage of Th e Change Leader’s Roadmap: 

to accelerate change process, 308, 310–312; 
critical path for, 293, 294–295; culture change 
and, 302–303; increasing organizational 
change capability, 298, 301–302; just-in-time 
consulting strategy and, 304–308; overview, 
292; phase gate process and, 312–315; using 
as common change methodology, 293, 
295–298, 299–301

Leverage points: case for change and, 
61; for change consultants, 317–318; 
consulting questions for, 75; defi ned, 61; 
in sample case for change, 70; scope of 
change and, 62

Listening circles, 82
Low impacts, 215

Management systems, policies, and 
technologies, 153–156

Managerial design in Levels of Design model, 
202–204

Manufacturing company product line change 
case-in-point, 176

Manufacturing company system-wide 
integration strategy case-in-point, 262

Manufacturing facility fi sh fry celebration 
case-in-point, 256

Marketplace driver, content focus dictated 
by, 55

Marketplace requirements for success, 7, 55, 57, 
67–68

Master practitioners, 281–282
Mastery of new state. See New state integration 

and mastery
Measurements of change, 156–157, 

162–163, 271
Mechanisms for temporary change support, 

150–156

Medium impacts, 215
Merger letting-go strategy case-in-point, 236
Midstream stage of fullstream transformation, 

20–21, 23. See also Desired state design; 
Impact analysis; Implementation Master 
Plans

Milestones, 129, 133–134. See also 
Implementation Master Plans

Mindset: acceleration strategies and, 123; bold 
actions to change, 117; as causative, 12; 
consulting questions for, 102, 184; critical 
mass to change, 60, 118; customer input and, 
191–192; defi ned, 14; as driver of change, 8, 
58, 290; of executives, 307; functional versus 
change leaders and, 47–48; interventions 
for, 91–93; modeling of, 89–91; paradigm 
shift s for co-creative, 87; political dynamics 
and, 138; process for changing of, 93–95; 
promoting of new, 179–182; in sample case 
for change, 69; slow pace of change in, 246; 
in transformational change, 10; wake-up calls 
and, 39

Modeling: of commitment, 95–96; consulting 
questions for, 102; of course correction, 
146, 245–246; in follow-up sessions, 
89–91; importance of, 85; in kickoff  
communications, 170–171; of mindset, 
89–91; of new culture, 109; during roll out of 
Implementation Master Plan, 245–246; self-
mastery and, 16

Momentum, 94, 227–229, 238
Multiple project integration strategies. See 

Integration strategy for initiatives
Museum for product lines case-in-point, 176

Navigation centers, 152–153
Network governance structures, 110–111
New information, 143
New state: building system to monitor and 

improve, 268–270, 275; celebration of, 
255–256, 264; overview, 254
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New state integration and mastery: consulting 
questions for, 264–265; integration defi ned, 
257–258; mastery defi ned, 257, 258; overview, 
256–258; supporting individuals and teams, 
259–260; supporting whole system, 260–263

Newspaper headline case-in-point, 176
Normal improvement lines, 6
Novice practitioners, 280–281

OD (organizational development), 201
Oil company pacing strategy case-in-point, 230
Old information, 143
Old way of operating is gone, 175–176, 183
Operating systems. See Change Leader’s 

Roadmap (CLR)
Operating the business. See Running the 

business
Operational design in Levels of Design model, 

202–204
Organizational capacity. See Capacity
Organizational change capability, 4, 17
Organizational change, diffi  culties of, 1–2
Organizational development (OD), 201
Organizational imperatives, 8, 57, 68
Organizations, use of term, 25
Outcomes, 66. See also Desired outcomes 

determination; Initial desired outcomes

Pacing strategies, 229–231, 238
Paradigm shift s, 87
Participation. See Engagement strategies
PeaceHealth phase gate process case-in-point, 

313
People issues. See Human dynamics; Political 

dynamics
Personal transformation: education for, 

177–178; importance of, 16–17, 318; of 
master practitioners, 282; modeling during 
Implementation Master Plan roll out, 
245–246; promotion of, 179–182

Phase gate process, 312–315

Phase I: overview, 37–38, 78–79, 106–107, 
136–137. See also Capability (organizational); 
Capacity; Case for change; Change strategies; 
Infrastructure; Leadership capability; 
Readiness; Start up and staff  change

Phase II: overview, 165–166. See also Capability 
(organizational); Commitment; Vision

Phase III: overview, 186–187. See also Design 
requirements

Phase IV: overview, 197–198. See also Desired 
state design

Phase V: overview, 210–213. See also Impact 
analysis

Phase VI: overview, 223–224. See also 
Implementation Master Plans

Phase VII: overview, 243. See also Course 
correction; Implementation of change

Phase VIII: overview, 254. See also New state; 
New state integration and mastery

Phase IX: overview, 267–268. See also 
Infrastructure; New state

Pilot testing of desired state design, 204–206, 
207–208

Pit (in adjustment model), 149, 234–236
Policies, temporary infrastructure use of, 

153–156
Political dynamics: consciously addressing, 

138–139; consulting questions for, 160; 
desired state design, 198; integration of 
Implementation Master Plans and, 225; 
integration of new state and, 263

Power core need, 18
Premium Content, 31, 40, 46, 89, 111, 120, 261, 

280, 296
Preparation for change, critical nature of, 39–40
Priority of eff orts, 113–114, 131
Process defi ned, 7, 19–20
Process leaders. See Change process leaders
Process orientation, defi ned, 20
Process thinking. See Conscious process 

thinking
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Process versus content experts, 46–47
Profi cient practitioners, 281
Project briefi ngs, 40, 72
Project communities: consulting questions for, 

72–74; critical mass and, 139; identifi cation 
of, 49–53; mapping for, 50–51, 62; purpose of, 
49; roles for, 51; strategies for, 51; worksheet 
for identifying, 52–53

Project community maps, 50–51, 62
Project management, 9, 155–156
Project management methodologies, 26
Project thinking, conscious process thinking 

compared, 20, 46
Project/process partnerships, 47

Questions for Visioning worksheet, 170

Reactions. See Human dynamics
Readiness: assessment, 79–81, 101; building of, 

84–85; case-in point about, 82; consulting 
questions for, 101–102; factors aff ecting, 
80–81; task deliverables for, 78

“Ready-fi re-aim” orientation, 286
Renewal, 268–270
Research laboratory infrastructure change case-

in-point, 115–116
Resistance: celebration risks and, 256; changing 

to commitment, 18–19, 234–236; coaching to 
reduce, 98; consulting questions for, 162; core 
needs causing, 18; defi ned, 147; defusing of, 
147; engagement of people experiencing, 211; 
Implementation Master Plans and, 
232–235, 236, 244; supporting people 
through, 147–150

Resources: allocating between operations 
and change, 83; eff ect of lack of, 2; 
Implementation Master Plans and, 229–231, 
238; importance of coordination of, 115–116; 
securing commitment for, 124, 133; timelines 
and, 229

Results, 12. See also Breakthrough results

Rewards, 157–159, 163
Roles of people: of change leaders, 287–290; 

clarifi cation of, 40, 259–260; of consultants 
for change, 45, 199–201; consulting 
questions for, 72–74; design process and, 
202; governance structure and, 109–111; as 
infrastructure component, 136; for project 
communities, 51; selection criteria for, 41; 
types of, 41–45

Roll out process: of Implementation Master 
Plans, 244–246, 251, 300; sequences for, 230; 
vision and, 171–175

Running the business: clarifying relationship 
of executive team to change leadership 
team, 48–49, 98; functional versus change 
leaders mindsets for, 47–48; governance 
and decision-making clarifi cation for, 109; 
resource allocation and, l, 124

Safety core need, 18
Samples: case for change, 67–71; change 

strategies, 127–129; conditions for success, 
141; technologies, 155–156; temporary 
management systems, 154; temporary 
policies, 154–155

SCO (Strategic Change Offi  ce), 17, 302
Scope of change, 62, 70, 75, 213
Scope of the organization, 230
Self-mastery, 16
Sell decision-making style, 111
Shared vision, 67, 140–142, 160–161
Show stoppers, 215
Skills: consulting questions for, 103, 183; for 

leadership capability, 97–98; training to build, 
178–179. See also Learning

Social media technology, 144
Soft  launch, 306
Soft ware company impact analysis workshop 

case-in-point, 217–218
Special project teams, 151–152
Sponsors, 41–42, 170, 299
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Staff  change phase. See Start up and staff  
change

Stages of Personal Adjustment to Transition 
Model, 149–150

Stakeholders, 18–19, 171–175, 200
Start up and staff  change: consulting questions 

for, 72–74; project briefi ngs for, 40; project 
community identifi cation, 49–53; task 
deliverables for, 37; working relationship 
creation, 48–49. See also Roles of people

Statement of design requirements, 192, 193
Steel company newspaper headline bold action 

case-in-point, 176
Strategic Change Center of Excellence, 

17, 301–302
Strategic Change Consultants, 5
Strategic Change Offi  ce (SCO), 17, 302
Strategic design, 202–204
Strategic discipline for change, 17
Strategies to Add Capacity worksheet, 86
Structures for temporary change, 151–153
Success: assessing defi nition of, 187; conditions 

for as infrastructure component, 137, 
139–140, 141, 160, 300; levels of, 71, 254; 
marketplace requirements for, 55, 57; 
organizational change capability and, 4; 
political dynamics and, 138

Support mechanisms. See Infrastructure
Systems, 15, 153–156
Systems thinking, 20

Target groups: consulting questions for, 75; 
customers as, 191; identifi cation of, 62; 
project community maps and, 67; readiness 
and, 80, 82; in sample case for change, 70

Task deliverables: Phase I, 37, 78, 106, 136; 
Phase II, 165; Phase III, 186; Phase IV, 197; 
Phase V, 210; Phase VI, 223; Phase VII, 243; 
Phase VIII, 254; Phase IX, 267

Teams: assessment of eff ectiveness, 98–101; 
barrier busters, 153; change agent resource 

teams, 305; change project teams, 44–45; for 
integration, 114; for special projects, 151–152; 
supporting for integration and mastery, 
259–260. See also Change leadership teams; 
Executive teams; Impact group leaders

Technology, 144, 153–156
Telephone company solution integration case-

in-point, 227
Telephone company vision creation case-in-

point, 174
Tell decision-making style, 111
Temporary change support mechanisms, 

150–156, 162, 270–274
Temporary management systems, policies, and 

technologies, 153–156
Temporary rewards, 157–159, 163
Timelines: consulting questions for, 133–134; 

in culture change, 231; as element of change 
strategies, 125; impact analysis and, 211; 
Implementation Master Plans and, 229–231, 
238; resource estimations and, 229; in sample 
change strategy, 129; trying to increase speed 
in, 285–286; urgency compared, 65. See also 
Acceleration strategies

Training. See Learning
Transformational change: characteristics of, 10; 

defi ned, 9–10, 60; demands of, 3–5; human 
dynamics and, 10, 18; multi-dimensional 
nature and process, 13; of organization versus 
smaller units, 25; thinking discipline required 
for, 20–22

Transitional change, 3, 9, 60
Two-way coaching partnerships, 101

“Up and across” perspective, 113
Upstream stage of fullstream transformation, 

21. See also Capability (organizational); 
Capacity; Case for change; Change strategies; 
Commitment; Design requirements; 
Infrastructure; Leadership capability; 
Readiness; Start up and staff  change; Vision
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Urgency: acceleration strategies and, 123; 
consulting questions for, 75; determination of 
level, 65–66; priority and, 113–114; timelines 
compared, 65–66

Utility organization readiness case-in-point, 82

Values, 108–109, 127, 130
Virtual fence for border, 191
Vision: consulting questions for, 160–161, 183; 

desired state design compared, 197; inertia 
and, 175–176; interaction with kickoff  
communications, 167; in Levels of Design 
model, 202–204; process for creating, 
140–142; Questions for Visioning worksheet, 
170; role in course correction, 145; roll out 
process to create, 171–175; in sample case 

for change, 67; telephone company vision 
creation case-in-point, 174

Vision statements, 172
Vote decision-making style, 112

Wake-up calls, recognizing, 38–39
Walking the talk. See Modeling
Web site for Premium Content, 31
Wilber, Ken, 13–15
Working relationship creation, 48–49, 51, 73
Worksheets: Determining What is Driving 

the Change, 59; Identifying Your Project 
Community, 52–53; Initial Impact 
Analysis Audit, 61–62; Questions for 
Visioning, 170; Strategies to Add Capacity, 
86; Web site for, 32
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A Work, 107–108
Acceptance, 152, 155, 159
Accountability of conscious change leaders, 

12, 79
Ackerman Anderson, Linda, 44, 51
Adams, John, 150, 152, 160n
Agenda for enterprise change, 20, 28, 108–114, 

119–124, 127–128
Aggressive/defensive culture, 192–193, 237
“Aha moments” to shift  mindset, 63
All Quadrants, All Levels (AQAL), 5, 40, 204
Anderson, Dean, 170, 
Apple Computer, 62–64, 185
Approaches to transformation. See Conscious 

awareness
AQAL (All Quadrants, All Levels), 5, 40
Aquarian Conspiracy, Th e (Ferguson), 35
Asimov, Isaac, 212
Assessing Your Change Strategy and Plan 

(for core needs) worksheet, 147
Assessing Your Ways of Being worksheet, 181
Assessment: assessing your ways of being, 181; 

Change Leadership Development worksheet, 
102–103core needs worksheet, 147; of culture, 
187, 192, 201; of drivers of change, 41, 238; 
enterprise change agenda needs assessment 
worksheet, 113–114; self-assessment, 

102–103; success level sought worksheet, 27. 
See also Capacity assessments

Assumptions: about reality, 162, 165; mindset 
and, 35, 256; victim mentality, 178–179

Athletes, mental training for, 172
Audience for book, 8–9
Aurelius, Marcus, 161
Autopilot approach to awareness: conscious 

awareness compared, 82–85, 91–92; 
function of, 85; problems with, 85–86, 97; 
as unconsciously incompetent, 86

Autopilot leaders: conscious change leaders 
compared, 99–101, 144, 148–150, 214; control 
issues and, 142; egos reactions on, 138, 140, 
143; employee morale, 98–99; perception 
of reality by, 161; process view of, 214, 217; 
project thinking by, 218; reactive actions by, 
238; resistance and, 92–94, 147; wake-up calls 
and, 97

Awareness, 2–4, 7, 42, 62–63, 82–96, 99, 
101–104, 138–140, 143, 151, 153, 154, 155, 
159, 163, 173–174, 176–177, 180, 182, 189, 
201, 204, 217, 223, 233, 248–249, 256, 
258–260, 262

B Work, 107
Balthazard, P. A., 205n
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Bank case-in-point, 47–49
Barker, Joel, 162
Beatles, 167
Beck, Don, 142, 160n
Beckhard, R., 56–57
Behaviors: defi ned, 6, 158; importance of change 

in, 45; of leaders and employees, 32, 35, 39, 
42; quadrant of conscious change leaders, 
6; in types of cultures, 192–193, 196–197, 
201, 204

Being (soul), 87, 92, 101, 135, 138–140, 148, 
150–151, 155–156, 159, 171, 173–174, 178, 
191–192, 256

Being First approach: change capability and, 
23–24; executive retreats for transformation, 
72; for Level Five results, 23–24, 201–202; 
purpose, 197; self-mastery training, 178; 
to transforming culture, 195, 200, 205

Big Win, 260
Bohm, David, 208
Boone, Daniel, 228
Breakthrough results: Being as source of, 

133; defi ned, 16–17; and transformation, 
72–73, 79, 221; upstream stage as critical 
for, 235–236. See also Change capability; 
Transformational change

Bridges, William, 57, 150, 160n
Buddha, Th e, 81
Business case for change, 41
Business imperatives, 32–35, 38, 42–43, 47, 76
Business outcomes, planning to achieve, 22–23, 

27, 32
Business processes, 6–7, 24–25, 32, 35, 78, 107, 

186, 189, 209

C Work, 107–108
Cady, S., 50n
California bank case-in-point, 47–49
Capacity assessments: agenda for enterprise 

change and, 109–110; autopilot approach 
to, 99; case-in point about, 112; Th e Change 

Leader’s Roadmap and, 251; Strategic Change 
Offi  ce for, 121–125, 127; worksheets, 28, 113

Case-in-point: California bank leadership 
style, 47–49; Detroit Edison, 71, 95–96, 149; 
electric utility customer service department, 
199; Electronic Health Records, 36–40; 
enterprise change agenda, 112; integrated 
hospital system, 198; listening sessions, 154; 
manufacturing organization breakthrough 
with union, 215–217; Optimal Performance 
Institute, 172; self-mastery, 175–176

CCO (Chief Change Offi  cers), 120, 126–127
Center of Excellence, 108, 117–118, 120–121, 

123–124, 127–128, 256
Centering the mind, 176
Change: breakthrough results from, 11–12, 

16–30, 132, 254; failure of, 46, 68, 71, 
108, 112, 127; as process not event, 214; 
realization of, 93–94; as requirement for 
success, 1; resistance to, 1–2, 12, 16, 18–19, 
29, 31, 41, 45, 21, 100, 122, 132–133; as 
transformational, 2–4. See also Strategic 
discipline for change

Change capability: Being First approach to 
culture change and, 23–24; defi ned, 21; 
human dynamics and, 132–133; increasing, 
22. See also Breakthrough results; Capacity 
assessments; Organizational change capability

Change frameworks, change process models 
compared, 228–230

“Change is manageable” bubble, 44
Change leaders: benefi ts of skill of, 8, 19; 

characteristics of, 79; conscious approach 
to being, 82–83, 89, 91, 93, 94, 99, 101, 
103–104; importance of, 3–5; infl uence over 
change process by, 82; infrastructure for 
change buy-in, 116–118; introspection by, 
71–73; mistakes made by, 18–20; modeling 
of culture change by, 196; people expertise of, 
29; professional support for, 78; supporting 
people in uncertainty, 70–72. See also 
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Conscious awareness; Conscious Change 
Leader Accountability Model; Conscious 
change leaders

Change Leader’s Roadmap (CLR): activity 
levels, 244; as fullstream process, 241–243; 
overview, 239–240; structure of, 241–244; as 
thinking discipline, 233–233, 241, 245; use 
by conscious change leaders, 247; worksheet 
comparing with other models, 250–252

Change Leader’s Roadmap: How to Navigate 
Your Organization’s Transformation, Th e 
(Ackerman Anderson and Anderson), 24

Change leadership: change management 
compared, 45, 49–50; focus areas in, 4, 11, 
24–25; people strategies of, 69; resistance 
to change and, 12, 18, 45; role of, 249, 258; 
transforming to conscious change leadership, 
3, 93–94, 99–101

Change management: change leadership 
compared, 45, 49–50; history of, 42–43; 
implementation stage role, 234–238; 
transitional change and, 56–59. See also 
Conscious Change Leader Accountability 
Model

Change management leaders. See Change 
leaders

Change process, 52, 57–61, 65, 67, 69, 72, 75, 
78–79, 86, 94, 99, 108

Change process models: change framework 
compared, 228–230; as conscious thinking 
discipline not prescriptions, 12, 228; Th e 
Deming Cycle, 226, 231; elements needed, 
239; Kotter’s Eight Stage Process of Creating 
Major Change, 231; overview, 228–229; 
as tools of conscious process thinking, 223. 
See also Change Leader’s Roadmap (CLR); 
Fullstream Transformation Model

Chaos leading to order, 61–62
Chief Change Offi  cers (CCO), 120, 126–127
Churchill, Winston, 254
CLR. See Change Leader’s Roadmap (CLR)

Co-creative ways of being, 180, 191–192, 257
Cohen, C., 160n
Collins, Jim 16
Command-and-control leadership style, 43, 46, 

48, 63, 99, 199, 205, 248–249
Commitment. See Resistance changing to 

commitment
Common change process methodology, 20, 28, 

114, 115, 117, 124–126, 128, 256
Competence core need, 141, 145–149, 257
Competency Model for learning, 88, 90
Connection and inclusion core need, 141, 144, 

146–149, 257
Conner, Daryl, 44, 99, 231
Conscious awareness: cycling in and out of, 103; 

defi ned, 84; development of, 86–87, 89; fl ow 
or zone and, 86–87, 165; four sights, 87–88; 
importance of, 84; levels of, 93; overview, 
84–85

Conscious Change Leader Accountability 
Model, 5–7, 11, 24, 74, 78, 162, 197, 212, 221, 
227, 229–230

Conscious change leaders: approach to being, 
82–83, 91, 93, 94, 99, 101, 103–104; autopilot 
leaders compared, 82–85; building change 
capability by, 124–125; commitment and 
accountability by, 254–255; core needs and, 
133,140–148; defi ned, 2–4; downstream stage 
role, 233, 237–238; feeling your feelings, 153; 
midstream stage role, 233–234, 236–237; 
mindset awareness by, 164–165; moving from 
resistance to commitment, 152–156; multi-
dimensional nature and process, 211–212, 
214; personal responsibility of, 178–179, 
182, 185; process facilitation by, 210, 223, 
246–247; process orientation of, 214, 217; 
self-actualization issues and, 148–149, 160; 
self-assessment for, 102; self-awareness, 
92; self-mastery by, 173–175; Strategic 
Change Offi  ce and, 121; styles of, 247–249; 
transformation to, 3–5, 99–101; upstream 
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Conscious change process design, 246–248
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223, 247
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218–219, 221–223–227. See also Process; 
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Critical mass, 49, 53, 61, 196–197, 217–218
Cultural assessments, 201
Culture: core needs and, 146; defi ned, 184–185; 
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170–171; imperatives of, 32, 35, 38, 42; 
indicators of, 185–188; mindset compared, 
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transformation
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27–28; overview, 32–34; stakeholder 
participation in, 37; use of, 40–42

Earley, Tony, 66, 143
Education. See Learning
Ego (mind): competency need and, 85; 

conscious change leaders and, 140–144; 
core needs of, 134–140; fi ght or fl ight ego 
reactions, 132, 186; interaction with core 
needs, 255; overview, 129–132; resistance 
and, 146–147

Eight Stage Process of Creating Major Change 
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Electric utility case-in-point, 71, 95, 199, 200
Electronic Health Records case-in-point, 36–40
Emotional intelligence, 49, 100
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calls being overlooked and, 62

New state, 22–23, 27, 29, 52,  53, 56–61, 63, 68, 
75, 157, 231, 237, 239–242, 252

Old state, 52–53, 56–57, 59, 76
Olson, Ken, 167
“On time, on budget” thinking, 21, 218, 224
Optimal Performance Institute case-in-

point, 172
Order and control core need, 141, 145, 257

Order from chaos, 61
Organization change: determining type of, 

73–74; drivers of, 31; history of, 43–46; 
maintaining purpose and values during, 70; 
scope required, 46, 50; signals for change, 
31; types of, generally, 51–61. See also 
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engagement of, 17; inclusion in change 
process of, 21, 23–24, 28, 41; morale under 
autopilot leaders, 98–99; resistance to change 
by, 19. See also Employees; Human dynamics

State of being, 168–170
Strategic Change Center of Excellence, 

117–118, 120

bindex.indd   286bindex.indd   286 8/19/10   8:31:04 AM8/19/10   8:31:04 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 Index 287

Strategic Change Offi  ce (SCO): Chief Change 
Offi  cer role, 120–121, 123; executive 
interactions with, 119–121; functions and 
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