
Change Management 

Search ImprovingPrimaryCare.org for more resources 

Integrating new processes, strategy, and culture into the practice. 
 

Key Changes 

• Develop a change management strategy for the organization. 

• Ensure alignment to organization vision and strategies before changes are tested. 

• Scale the preparation for the change to the size and significance of the transformation.  

• Include multiple tests of change for scaling up and spreading innovations. 

• Ensure leadership accountability and responsibility for implementing successful change identified by teams. 

• Clearly communicate shared purpose and urgency for change. 

• Develop communication and education strategies for patients and families. 

• Minimize variation in the new processes. 

• Build new human resources policies, including promotion strategies and resource allocation. 

• Leaders sustain change by monitoring measures and feedback as change becomes part of the organizational 

culture. 
 

Examples 
 

• Study effective change models: Leading Change, 
Kotter, 2012; The Heart of Change, Kotter & 
Cohen, 2002; Managing Transitions, Bridges, 
1991; Who killed change? Solving the Mystery of 
Leading People through Change, Blanchard & 
Britt, 2009; Switch: How to Change Things 
When Change is Hard, Heath & Heath, 2010; 
Organizational Transitions: Managing Complex 
Change, Beckhard & Harris, 1987. 

• Select a model that aligns with organizational 
culture and size of the change. Using the same 
model over time allows staff to understand what 
is coming and what their role will be, making the 
change easier to incorporate. 

• Design clear leadership sign-off processes for 
steps from implementation of change to spread 
of successful changes. 

• Leaders support teams as their members’ 
transition from the old model to the new 
model, including ensuring training needs are 
met, necessary technology is in place, and 
staffing is adequate; allot time to adopt the 
newly changed processes. 
 
 

• Leaders and management design and execute a 
communication strategy for each stage of 
change: creating urgency, supporting testing, and 
spreading the new processes. 

• Leaders and management assess and dismantle 
barriers such as old policies, processes, and 
behaviors to make way for the new model. 

• Human Resources revisits career ladders, 
performance expectations, compensation 
alignment, and job descriptions to incorporate 
new team-based care fundamentals. 

• Create opportunities for regular, meaningful, 
short-term wins to continue to build 
momentum. Reward change agents at all levels 
for commitment to the transformation. 

• Include new processes in the strategic plan. 
• Celebrate success of hard work and movement 

towards goals while being careful to maintain 
urgency for continued improvement in care 
delivery and population outcomes. 

• Consider leadership potential for new processes 
in succession planning for management and 
leadership positions. 
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