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Session Objectives

• Review what’s new in Change Management 

• Discuss the use of Social Media for change management and 

organizational development

• Defining what we mean by social media in this context

• Discuss when and where social media is relevant to change

• Discuss why social media is important as more than just a channel

• Explore how social media technologies enable community work that 
supports effective change realization 

• Share ideas and experiences

o Interactive sessions produce the best results!
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Things we probably won’t spend much time on: 
• Deep technology discussion

• Specific platforms (other than by example)

• ‘How to’ in terms of specific platform setup

But if you have questions, please ask!
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About the Presenter – Julie Williamson 
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Experience
20+ years in management consulting, ~15 in change management and organizational development

Worked with clients from start-up through to 100+ year old companies, around the globe.

Led technology, business process, strategy, and cultural change programs with all types of 

organizations. 

Expertise
o An organizational expert who pays particular attention to issues of power, control, decision making 

and governance related to technology, process, and organizational change.

o Studies the ways in which knowledge and expertise are co-constructed within organizations and in 

the social sphere, and how collaboration happens among organizational members.  

o Julie’s academic pursuits combined with her 20+ years of practical application give her a unique 

perspective on the impact of social media on change.

o Julie’s blog, whathappensthen.com , provides her perspective on a variety of topics, including social 

media and change.

Education
o Julie has a Ph.D. in organizational communication, and her research focuses on how organizational 

knowledge, communication, and expertise intersect in the practical applications of business 

environments. 

o Julie is peer-review published in several journals and books.

o Julie has an MBA from the University of Denver with a concentration in Finance, and a BA from 

James Madison University with a double major in Computer Information Systems and English.
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About the 

presenterB.

In social form.
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What we’ve 
Included
What we’ve 
Included
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Social Media has a few basic forms that have 
developed and merged in the last 5-8 years:

Social Networks

Blogs / Forums

Wikis

Podcast/Content Communities

Microblogging
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44
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We’ll run down them quickly 

here, and talk about how they 

can be used to support change.
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Social Networks
Social network sites allow people to build personal profiles, then connect with 
friends to share content and communication.

Facebook and LinkedIn are examples. Internal tools include NetGator, Chatter, 
Yammer, and others.
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Blogs

The best known form of social media, blogs are online journals, with the most 
recent entry appearing first.  Blogs and forums have blended over time as areas 
for online discussion, often around specific topics and interests. 
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Wikis

A Page or Collection of Websites that allows anyone to add content to or edit 
information on page, acting as a communal document or database. 
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Content Communities

Organize and share content, 
opinions, thoughts in content 
specific areas.

Most popular tend to form 
around rich content like videos 
(YouTube) and interest-based 
content.

Can be self-generated, 
community generated, or 
formally created by marketing 
or change management 
professionals.

Can be used to create a strong 
visual storyline or a narrative 
around change.
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Micro-blogging
Social networking combined with bite-sized blogging

Content or ‘Updates’ are rapidly distributed online and through the mobile devices

Twitter is the clear ‘pure’ leader in this space

Facebook Status update is a close second 
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Worksheet #1 – Where are You?

What do you consider to be “social media”?

________________________________________

Do you consider yourself a user of social media?

________________________________________

Have you participated in a social media experience where you have 

seen a story or conversation form in the space (personally or 

professionally)?

________________________________________
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Why Now? Why Now? 
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“Traditional” Change Management 
Accomplishes a lot! 

Relies heavily on ‘observable artifacts’, visible organizational 
assets, structures, and processes – things that can be 
documented and measured.
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Mission / Vision

Training 

Materials

Policies
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Change Management (2013+)

Communication Plans, Sponsor Plans, 

Stakeholder Analysis, Influencer Maps, 

Training, Reinforcement, Etc�..
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Social construction of organizational 

behaviors, explanations, rational, 

acceptance, and change to a ‘new normal’.
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The Importance of Conversation

Social media is a product 
of conversation. It is 
where a lot of discussion 
takes place in today’s 
work environment.

(even in places where it is 
‘against the rules’)

Social media is more than 
just another channel. 

It is a powerful option for 
supporting transformative 
change, if we are willing to 
let it be.
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How it Works 
for Change
How it Works 
for Change
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Key Social Media Concept: Community 

Thought: Send communications “TO” or “AT” people,  
communication “WITH people.
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Traditional 

Approach

Transmit a message to 

individuals.

Message

Shared Experience

Social Media 

Approach

Allows groups to share 

experiences and stories 

to construct the change 

within their own context.

Channel
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Cultivating rather than Driving
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• Change Management has 
become very operational 
(we brought in mechanics)

• Rewarded for ‘driving 
results’ that are tangible 
and measurable

• Artifact production 
validates the work

• But�. we all contribute 
as participants, and can 
cultivate through 
conversation – so why not 
do it!
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Shifting the Focus to Community Construction

• When a Change Manager tells people what the future state will be, it 
may help individuals understand what is expected.

• When the collective constructs the future state together, the shared 
experience becomes embedded in the culture in a different way.
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Berger and Luckmann, 1966
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We can Use Social Media To Construct Change 
rather than Transmit Information 

Social media is based on community 
communication. 

Lasting change emerges from a 
community rather than being managed
into being individual by individual.
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The organizational community needs to jointly 
develop a changed environment. 

• Tools like world café, future scape, 
appreciative inquiry, graphical facilitations, etc. 
have supported this in the past

• Social tools like networks, blogs, wikis, etc. 
can help in today’s technology enabled 
environment
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Worksheet #2 – What Construction Looks Like

What makes you nervous about using social media on a project, either as 
a change manager, project manager, or as a participant?

________________________________________

________________________________________

What makes you excited about the possibility of using social media on a 
project to help drive change?

________________________________________

________________________________________
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When and 
Where
When and 
Where
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Open Discussion

• What have you tried?

• Examples of projects where we’ve used different 
approaches.

• 2 client case studies.
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Using Chatter to Support Change
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How it’s different:
CONVERSION IS 

DEFINED DIFFERENTLY 

AT DIFFERENT TIMES

The initial volume died 

down as the platform 

settled

USERS WERE ABLE TO 

HELP EACH OTHER 

quickly and efficiently

USERS LIKED THE 

INDEPENDENCE didn’t 

have to wait on the 

implementation team

USER HABITS AND 

CONTENT CADENCE 

VARY. It worked really 

well for some people, not 

so well for others

Lessons: 

START EARLY

Incorporate training on 

platforms into early 

phases of the project

TRUST YOUR WORK

If change activities are 

going well, users will be 

effective in social 

BE TRANSPARENT

If something is going 

very wrong talk about it 

openly (or they will).

FREE THE MESSAGE

Participate softly if you 

like, but let the 

community thrive. No 

moderation, just 

participation!

CHATTER is a 

messaging platform that 

is integrated into SFDC
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NetGator – An Internal Social Network

• 900+ employees / 25 cities 
in the US

• 2000+ employees / 45 cities 
globally

• Daily need for interaction, 
knowledge sharing, artifact 
storage
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A “social business solution”
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Taking 
Action
Taking 
Action
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Creating Sustainable Change – Start Early

The community jointly defines the end state success
• Awareness

• Shared knowledge and learning

• Storytelling

Community performs Change Management operational 
activities for you

• Communication 

• Training

• Agent Identification

• Identify gaps and where additional information is needed

Community reinforces and corrects behavior 
• Makes changes (or resistance) transparent and obvious

• Able to self-correct based on group input
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The Emerging Change--Ready Professional
Participating, supporting, and managing change
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Managing Individual Change

• Create a Case for Change, 

Change Vision

• Project Plans and Management

• Structured Assessments

• Stakeholder Identification

• Communications (transmitted)

• Group message construction but 

heavily facilitated/managed and 

delivered

• Training 

• Sponsor Network Development 

and Support

• Predictable and Measurable

Cultivating Construction of Change

• Social media to enable the emergent 

construction of the change

• Community message construction 

through conversation, storytelling, 

narratives

• Community Self-help

• Knowledge creation and enablement

• Emergent themes

• Less control, more trust in the 

participants

• Versatile in tools and approaches

• Allowing for the unexpected

• Enable conversational leadership


