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Two seemingly opposite words ‘sustainable’ and ‘change’ are both important concepts considered 

daily in business. However ‘sustainable change’ is probably one of the biggest buzz phrases and 

challenges in all businesses. What is sustainable change and how can companies achieve it? 

What is sustainability of change? It is the invested effort in preparing people to operate comfortably 

at the new expected level of performance. When everyone impacted are familiar with their new roles, 

responsibilities, principles to be applied and perform them in a seamless uncomplicated manner. New 

behaviours have settled and all non-value adding activities that could potentially hinder performance 

have been removed. Through engaging leadership everyone is aligned with the strategy, target 

operating model, goals and objectives and are in delivery mode.  A fair amount of time is spent on 

improvement and integration efforts within the team and other complimenting business functions.  

What should be done to promote sustainable change? Business change happens within complex 

systems influenced by a myriad of factors. It is impossible to control all variables but bare cognisance 

of some key factors. 

Insufficient planning and scoping of change management activities in early project planning stages:  

To manage this issue it is important to ensure the proposed change management activities support 

the best interests of the project and not just include best practice methodology.  Change management 

resources and deliverables must be carefully selected according to project requirements and 

objectives ensuring continuity and sustainability of the change for the business. Clearly defined 

resource requirements are important input into preparing change management budget to support 

competent change resources throughout the duration of the project. A reliable benchmark for change 

management is 11% of the total project budget consistently throughout the project, excluding project 

related training costs. 

Lack of common understanding and team work between business and the project team:  

Change management supports the people element of the project and should be managed with the 

same rigour as finance or governance components. This includes complete commitment of all 

stakeholders including time commitment of business resources to support quality delivery without 

unnecessary rush. Clearly defined roles and responsibilities according to expertise and position must 

be contracted between project members and business representatives to ensure proper 

accountability. However, do not allow physical deliverables and technology for example fancy slide 



decks to replace real business engagement and meaningful conversations at all levels of the 

organisation.  

Lack of common understanding of successful change management:  

The intangible nature of change management result in misperception that change management is a 

softer component that can only be mitigated and not managed. Clear change management metrics 

should be developed and monitored to compare progress against baseline measurements to 

determine degree of success throughout critical stages of the project. The change management team 

can facilitate the process of aligning project outcomes with key performance indicators managed by 

line managers and people related metrics monitored by Human resources. Change management 

metrics must be relevant to business, quantifiable, agreed benchmarks and target to be achieved 

within specified timeframes pre and post implementation.  

Change management scope extends beyond project timelines: 

Post go-live it is assumed that the project is finished and resources are reassigned. However, adequate 

post go-live support for at least three months after go-live is the warrantee for embedment and 

sustainability of the project and contain excessive costs at a later stage. As the dust settles on the 

project business needs to assume accountability for their new roles and benefits realisation while 

establishing an environment for continuous improvement. The change management team can play a 

critical supporting role in ensuring proper ownership and accountability. 

Yes change can be sustainable! Change management is not a silver bullet (nor the scapegoat to be 

blamed) expected to solve all people related issues on a project but it is an important component to 

be managed throughout the project to improve the chance of success of the project. Change 

management should not be just employed on the project during design, development and 

implementation. It is a vital management tool to be considered from planning to embedment stages 

of the project. The full value is not realised when the budget plug gets pulled immediately after go-

live. In most cases we know that a project cost decision causes the downfall of a solid business 

investment realisation opportunity. 

 


