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Change is the only constant in life.

Heraclitus, circa 500 BC
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PChange
∑People

SChange

First Law of Change Management
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Change Management : The Bitter Truth
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ACH Change Management Survey : Demographics

Surveyed between : 6th to 12th April

Method : Online

33%

67%

Low or
None

Moderate
to High

Owner or Participant Projects Participated

37%

79%

Owner of
Change

Owner or
Participant in

Change

Moderate = 5-10 projects / year

High = 10 projects or more

Low = <5 projects

Projects Success

33%

67%

<50%
goals

achieved

>50%
goals

achieved



~2/3rd Believe that organizations need to improve in one or more areas in terms handling 

critical projects

56%

Restructuring - e.g. 

Downsizing, Mergers, 

Acquisitions

50%50%

66%

Regulatory / 

Standards-Driven 

Change

Outsourcing

Technology 

Implementation

56%72%

55%

Location 

Movement

New Policy 

Implementation

Best Practices 

Implémentations - Lean, 

Six-Sigma etc.

Source: ACH Survey 2019

Types of Projects and Improvement potential
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47%

53%

Rarely Followed
to Not Followed

Formal Change
Management

Followed

Survey Highlights 

Most organizations institute a formal change 

management process for critical projects 

Yet at least 1/3 of the employees are not 

aware as to who owns Change Management 

in their organisation

50%

55%

11%

33%

Business Function
Owner

A formal Project
Management Office

3rd Party PMs

Not Aware

Who owns Change Management at the Airline ? 

37%

16%

48%

Yes

No

Not Sure

<50% are aware of project KPIs
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Always
32%

Sometimes
42%

Not Sure
26%

Do projects involve multiple functions

37%

52%

58%

79%

Customers

Technology

Business Processes

Employees

In your opinion, what aspects of organisation / 

business, have the Change Management projects most 

impacted?

Survey Highlights 

~1/3 of the projects in the industry straddle multiple 

functions
…..And largely impact employees
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Industry is in the midst of significant disruption

ONE Order
NDC

SIS
First & Final
100% E-Ticket
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TChange TAvailable

Second Law of Change Management

Murphy’s Law of Work: 

Work at Hand Extends to Time Available
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Sutherland’s SELECT Framework for Organizational 
Change Management (1/2)

Communications
• Communication Strategy & 

Planning

• Internal/External Communications

• Integrated Change Agent Network

Strategy & Assessment
• Vision & Case for Change

• OCM Strategy & Approach

• OCM Program Roles

• Organizational Readiness Assessment

Enterprise Design & Culture

• Organization Structure

• Transition Planning

• Culture Assessment & Design

• Cultural Integration

Learning & Development
• Training Strategy & Needs 

Assessment

• Training Lifecycle Management

• Knowledge Transfer

Enterprise Design & Culture
• Organizational Design

• Cultural Alignment

• Cultural Integration 

Engagement
• Stakeholder Identification, 

Analysis and Action Planning

• Leadership Alignment & 

Engagement

Target - KPIs
• Strategic Priorities Identification

• Establish Targets & Accountability

• Analysis & Measurement
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Sutherland’s Framework for Organizational Change 
Management (2/2)

What’s Changing and How will it Impact Me?
• Conceptual Videos

• Mailers and Posters

• Banners and Teasers on Webpage

Train Users on Business Process and the System
• High Level Process Overviews

• How system and processes have changed

• Walkthroughs of tasks 

• Simulations and lab exercises for learners to practice 

Detail Training
• Modules to practice what was taught in class.

• Users provided real-life scenarios.

• Apply learned skills on the system and analyze how their actions

impact their day to day work.

Support
• Quick Reference Guides

• Surveys

• Online meetings

Communication

Overview 

Training

Supplemental 

Training

Awareness     → Knowledge     → Ability 



• Active and Visible Executive Sponsorship 

• Change Leaders & Champions

• Frequent and Open Communications 

• PMO / Dedicated Resources

• Structured Approach to Change Management

• Define and Track Success Parameters / KPIs

Key to Success
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SUCCESSExecution

1

∑KPIs

Third Law of Change Management
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Finance Transformation at a Leading Middle East Carrier

400
Professionals 

impacted

~20
Processes Transformed :  

AP, AR, GA, DOC, Recon, 

Refunds, Audit, PRA etc.

3 Locations

2
Types of Change :              

1. Outsourcing

2. Insourcing

Change Management Strategies 

Deployed

1. Engaged Senior Consultants to 

communicate with professionals to 

be impacted

2. Workshops & Townhalls : Open 

communication to explain the 

rationale of Change

3. Deliberated and established a road-

map with KPIs and Milestones

• 250 Emirati Women were hired and trained on critical processes in 3 months

• 150 FTE worth outstation finance activities centralized in 3 months

• 150 HO jobs were restructured with minimal disruption in 30 days
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Sutherland

Just over the last 8 years, Sutherland has successfully 

delivered over 800 complex, multi-location and multi-

functional transformation and change management 

projects. The success is attributed to experienced change 

management experts and proven change management 

methodology. Sutherland’s proven methodology ensures 

seamless transformation while proactively identifying and 

mitigating the potential undesirable effects of the change.

Through its delivery models Sutherland focused on 

designing efficient and digitally enabled operations, that 

focus on solving customer problems and on reducing 

efforts.
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Hemal Shah
Sr VP & Global Head of Airline, Travel & Logistics Practice
Hemal.Shah@Sutherlandglobal.com
Cell/WhatsApp: +91-97691-03463
Cell: +1-585-355-5853

Thank You!

mailto:Hemal.Shah@Sutherlandglobal.com

