
Proprietary Information
© 2007 TechTeam Government Solutions, Inc.

www.techteam.com/governmentsolutions
1

Mitchell Fleischer, Ph.D.

Vector Research Center for Enterprise Performance

TechTeam Government Solutions, Inc.

mitch.fleischer@newvectors.net

(734) 302-4654

www.techteam.com

Metrics for Success:  Measuring 
and Improving the OCM Process

AFEI Organizational Change Management Conference
Washington, DC

May 1, 2009



Proprietary Information
© 2007 TechTeam Government Solutions, Inc.

www.techteam.com/governmentsolutions
2

What Are We Trying to Do In OCM?

We want to engage people across the enterprise 

so they are committed to the change

ÅThe hardest thing 

about this is the 

ñacross the 

enterpriseò part

ÅWe have to keep 

it consistent 

across the 

enterprise
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Keeping it Consistent

ƴIn a relatively small organization, a small team of 
leaders and facilitators can make a lot happen, but in 
a complex enterprise it canôt be personal

ƴFor OCM to succeed in a complex, cross-
organizational situation, processes and activities 
must be defined

ƴThe stereotype of OCM is that itôs soft, done in a 
haphazard way

ƴGood measurement keeps those processes and 
activities consistent

ƴAn effective ñsense and respondò feedback loop ties 
processes to results

3
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How To Do It

ƴDefine outcomes ïwhat do we want OCM to 
achieve?

ƴDefine processes and activities ïin a formal way, so 
they can be applied consistently

ƴDefine metrics and measuring approaches

ƴApply those measures to help manage the program 
and manage stakeholders

4
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Define OCM Outcomes

ƴUltimate success in OCM: ñThe organization and 
people are ready for the change and they really want it to 
happen.ò

ƴ3 areas of success:

ƴCommitment to the change, e.g.:

ïPeople want the change and are willing to stretch themselves 

to get it

ƴOrganizational Readiness for the change, e.g.:

ïLeadership is aligned behind the change

ïNew positions have been defined and deployed

ƴIndividual Readiness for the change, e.g.:

ïUsers of the change are well informed about it

ïUsers have the skills they need to operate it

5
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OCM Functions

6
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Define Metrics for Outcomes:  examples

7

ÅLeadership Support ïperceptions from surveys

ÅLeadership Support ïparticipation in Governance 

activities

Å% of process descriptions complete

ÅSite Preparations ïfrom Site readiness observations

Å% individuals with curriculum completed

ÅTraining test scores

ÅCourse evaluations

ÅReadiness Level ïfrom Readiness Surveys

ÅReadiness Level ïfrom Stakeholder interviews

ÅBehavioral measures ïuser participation in readiness 

activities

Commitment to 

the Change

Individual 

Readiness for 

the Change

Organizational 

Readiness for 

the Change
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Process Metrics

ƴIn an ideal world, youôd have a perfect OCM process, 
and youôd know that perfect execution of that 
process will lead to the results you want

ƴIn the real world, since you know any process can be 
improved, then process metrics provide the 
evidence you need to improve it

ƴMeasuring the process gives you a chance to fix it 
early ïsense and respond

8
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Metrics for Processes:  examples

Education & 

Training

Communications

Organization 

Redesign

Change Agent 

Services

OCM Functions Process Metrics

ÅFunctional SME coverage in planning

ÅSME Commitment to program

Å# of processes mapped

Å# new job descriptions

ÅDevelopment data collected

ÅCourses materials completed

ÅDeliver Communications

ÅField Agent visits

ÅField Agents collect interviews

Å# Fact Sheets Developed

Å# Road Shows delivered
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Applying the Metrics

ƴReport the data

ƴReports

ƴDashboards

ƴBriefings

ƴWork with participants to define next steps to 
improve the metrics

ƴItôs not enough to just send out reports
ƴDo root cause analyses

ƴOn-line discussions/wikis can help

ƴComplete the loop

ƴReport on the outcomes of what actions were taken

10
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Dashboard Example 2
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