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Abstract:  
The digital age has brought about a profound era of technological 
innovation and disruption, presenting both opportunities and challenges for 
organizations across sectors. To effectively navigate this dynamic 
landscape, organizations must embrace change management strategies as 
essential tools. This paper explores the critical convergence between digital 
transformation and change management, focusing on the need for 
adaptability and agility in this context. Additionally, it identifies key 
performance indicators and other metrics to measure the effectiveness of 
change management efforts. Ultimately, this paper seeks to illuminate the 
symbiotic relationship between digital transformation and change 
management, highlighting a critical aspect of modern business success. 
Keywords: Change Management, Digital Transformation, Key Performance 
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Introduction: 
In the dynamic landscape of the digital era, organizations must embrace change 
management as a pivotal strategy to effectively navigate the ever-evolving 
technological terrain. The rapid pace of technological advancements has not only 
disrupted traditional business paradigms but has also reshaped entire industries and 
transformed consumer behaviors. In this context, embracing change is not merely a 
choice; it has become a necessity for organizations that aim to remain competitive 
and relevant. The digital era has ushered in a multitude of transformative 
technologies, ranging from artificial intelligence and big data analytics to the 
Internet of Things and cloud computing. These technologies have not only 
revolutionized how businesses operate but have also redefined customer 
expectations and industry norms. 
To thrive in this digital era, organizations must exhibit agility and adaptability. 
They are continually challenged to innovate and transform their operations to 
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maintain a competitive edge2. The significance of change management lies in its 
ability to provide a structured approach that guides organizations through the 
intricate process of adopting new technologies and adapting to the shifts in 
processes, culture, and workflows that accompany these changes. Change 
management not only mitigates resistance and ensures a smooth transition but also 
maximizes the benefits and return on investment of digital initiatives. By fostering 
a culture that embraces change, organizations can effectively leverage the 
opportunities brought by digital transformation, positioning themselves for 
sustainable growth and long-term success. 
The term 'change management' initially emerged in the context of IT development 
initiatives during the 1980s and 1990s. Today, this term is associated with 
practically all types of programs, especially those that encounter significant 
opposition, such as the digitization of public administration3. To expedite 
transformations and reforms within administration, it is imperative to promote 
involvement, adhesion, and acceptance of changes, tailored to the specific context 
and characteristics of public administration. The engagement of top management 
continues to play a crucial role in the success of administration projects, not to 
mention the importance of effective communication and training. 
In essence, change management serves as the cornerstone of a successful digital 
transformation journey. It empowers organizations to proactively address 
challenges and capitalize on opportunities presented by the digital era. As 
technological advancements continue to accelerate, the ability to manage change 
effectively becomes a defining factor in an organization's capacity to thrive in a 
digitally-driven business landscape4. From this perspective, this essay will first 
discuss how firms are adapting their change management practices to effectively 
navigate digital transitions. In the second section, we will explore the obstacles of 
managing change in the digital world, including resistance, uncertainty, and the 
rapid rate of technological development. Furthermore, we will delve into numerous 
change management tactics that businesses can employ to navigate digital 
transitions successfully. In the final section, we will examine various methods 
organizations can use to assess the success of digital technologies in 
manufacturing. 
1- Literature Review: 
Change management, as a research field, comprehensively explores the various 
dimensions of change within global society and the modern economy. It 
acknowledges that change has evolved into a pervasive and indispensable social 
and organizational phenomenon, primarily driven by the contemporary dynamics 
of society. In this era characterized by the relentless march of change, companies 
are compelled to adopt a proactive stance rather than a reactive one when it comes 

 
2 Shepherd, J. (2004). What is the digital era?. In Social and economic transformation in the 
digital era (pp. 1-18). IGI Global. 
3 Lauer, T. (2010). Change management. Springer Berlin Heidelberg.  
4 By, R. T. (2005). Organisational change management: A critical review. Journal of 
change management, 5(4), 369-380. 
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to implementing change5. This shift is essential for maintaining efficiency, 
profitability, and sustainability in an environment where change is ceaseless. 
Interestingly, many businesses exhibit a lack of understanding or a strategic 
approach to change management. They tend to fall into two extremes: either 
discussing change management extensively without substantial action, or forcing 
change without a systematic or holistic approach. The core issue here is that 
changes are not being systematically addressed, leading to a haphazard 
implementation process. 
Moreover, the omnipresence of digital technologies in contemporary organizations 
has prompted scholars in organizational studies to rejuvenate their exploration of 
technology's role. While the bulk of research in this domain relies on individual 
case studies from the private sector, there are a few noteworthy exceptions, such as 
the work by Pors, A. S. (2015); Yeo, R. K., & Marquardt, M. J., (2015); Plesner, 
U., et. al., (2018), which delve into public sector digitization. Nevertheless, public 
sector digitization remains an underexplored area within the broader field of 
organizational studies and the specialized subfield of organizational change 
management studies. Studies focused on digital-induced change in public sector 
organizations often narrow their scope to the implementation of specific 
technologies in particular public organizations, rather than offering a 
comprehensive theoretical framework for understanding the public sector as a 
unique context for change. This paradoxical gap in organizational studies persists 
despite the prevalent belief that technologies, including digital ones, can only be 
fully comprehended when considered within their specific contexts. 
The advent of the digital era has ushered in a rapid and transformative wave of 
technological advancements, reshaping entire industries and redefining the 
operational landscape for organizations. In navigating this digital terrain, 
organizations have come to recognize the absolute necessity of effective change 
management strategies to ensure not only successful adaptation but also sustained 
competitiveness6. This literature review delves into the pivotal change management 
strategies that organizations employ in the digital era, scrutinizing their impact on 
the complex journey of digital transformation. 
These strategies have evolved significantly in response to the dynamic nature of the 
digital era, characterized by the intricate web of interconnected technologies, ever-
evolving customer expectations, and the imperative for agility. Traditional, one-
size-fits-all approaches to change management have been rendered obsolete. 
Instead, organizations now understand the indispensability of a tailored approach 
that aligns seamlessly with their unique culture, goals, and technological context7. 
In this digital era, change management strategies stand as a linchpin for 
organizations aspiring to not only survive but thrive amidst the relentless 
disruptions brought by technology. Effective change management in this context 

 
5 Mansaray, H. E. (2019). The role of leadership style in organisational change 
management: a literature review. Journal of Human Resource Management, 7(1), 18-31. 
6 Markus, M. L. (2004). Technochange management: using IT to drive organizational 
change. Journal of Information technology, 19, 4-20. 
7 Pateli, A. G., & Giaglis, G. M. (2005). Technology innovation‐induced business model 
change: a contingency approach. Journal of Organizational Change Management, 18(2), 
167-183 
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revolves around the principles of fostering a clear vision, promoting engagement, 
maintaining agility, facilitating continuous learning, and fostering open 
communication. Addressing the formidable challenges posed by digital 
transformation is made more feasible through empathetic approaches, phased 
implementations, and alignment with the prevailing organizational culture8. 
Organizations that adeptly tailor their change strategies to their specific context are 
better positioned to leverage the abundant opportunities presented by the digital era 
and assert themselves as leaders in their respective industries. 
Many authors, like Kotter, J. P. (1996), Vandangeon-Derumez, I. (1998), and 
Autissier, D., & Moutot, J. M. (2013), define change management as the 
implementation of a diagnosis phase, the deployment of levers, and the evaluation 
of change. 
According to Autissier and Moutot (2013), change management consists of three 
stages: 
- A diagnosis and planning phase whose aim is to define the reasons for the change, 
the sorts of changes to be implemented, the actors engaged, the change's objectives, 
potential risks, and the structure of the team in charge of the change. This step is a 
scoping effort that will aid in the identification of the most relevant levers. 
- A leverage phases in which communication, training, and resistance management 
initiatives are implemented. The implementation of these types of actions is 
dependent on the previously established diagnosis. 
- An assessment phase that, in a "Actions - Results - Corrections" cybernetic logic, 
is responsible for reviewing the outcomes of the change management actions done 
in the levers phase. It is critical to measure the outcomes of change management 
actions in order to determine whether or not the recipients of the change are 
informed, understand, adhere to, and engage in the change project. It is necessary 
to assess the changes in individuals and the evolution of the activity to determine 
whether the project's initial objectives have been met. 
Change can be viewed as an ongoing sequence of understanding-ownership cycles. 
The processes of ownership and change are interwoven, just like any other learning 
process. Furthermore, change is progressively built through processes of local 
adaptation and individual and collective appropriation. The concept of 
appropriation of change, according to Autissier, D. and Wacheux, F. (2000), 
consists of mobilizing a threshold of actors in such a way that a majority commits 
the entire enterprise in a sustainable manner. According to these two scholars, 
appropriation of change refers to the incorporation of this change into the 
organizational functions of individuals. 
Additionally, the appropriation of change is linked to individuals' involvement in 
the design and implementation of change. This participation demonstrates that the 
actors are aware of the proposed change, its characteristics and modalities, as well 
as the implications for how they work. It is on the basis of this knowledge of the 

 
8 Ebert, C., & Duarte, C. H. C. (2018). Digital transformation. IEEE Softw., 35(4), 16-21.  
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situation that people will be able to adapt and transcribe locally the general 
principles of change9. 
2- Conceptual Framework 
2.1. The Role of Change Management 
Change management is the systematic approach organizations employ to facilitate 
the seamless implementation of transformative initiatives, ensuring smooth 
transitions with minimal disruption. Its significance lies in its capacity to serve as a 
navigational framework for organizations embarking on the complex journey of 
change, enabling them to adeptly adapt to new strategies, technologies, processes, 
and even shifts in culture. Change management provides a structured framework 
for addressing potential resistance, mitigating uncertainties, and aligning 
stakeholders toward common goals. 
In the digital era, the importance of change management is heightened due to the 
rapid and profound technological disruptions that businesses encounter. Managing 
change in this context poses multifaceted challenges. Firstly, resistance to change 
persists as a significant obstacle. The introduction of new technologies often 
triggers concerns related to job security, skill gaps, and changes in 
responsibilities10. Overcoming this resistance requires effective communication, 
transparency, and proactive efforts to address stakeholders' concerns. 
Secondly, the pace of technological change can be overwhelming. The digital 
landscape evolves swiftly, making it challenging for organizations to stay current 
with the latest advancements and strategically incorporate them. This constant 
evolution can create a sense of uncertainty as businesses must make decisions amid 
continually changing options. 
Additionally, the digital era blurs traditional industry boundaries, resulting in the 
convergence of sectors and heightened competition. Organizations are not merely 
adapting to technological shifts but also grappling with the need to redefine their 
business models and strategies. This necessitates a high degree of agility and 
adaptability11. 
In summary, change management serves as a critical tool for guiding organizations 
through successful transitions. In the digital era, its importance is magnified due to 
the challenges posed by resistance, uncertainty, and the rapid pace of technological 
change. Organizations that prioritize effective change management can fully 
harness the potential of digital transformation and position themselves as agile and 
competitive players in the ever-evolving business landscape. 
2.2. Change Management Strategies for the Digital Era 
In the dynamic landscape of the digital era, the adoption of effective change 
management strategies is imperative for organizations to adeptly navigate the 
intricate journey of digital transformation. These strategies serve as the bedrock, 

 
9 Kavanagh, M. H., & Ashkanasy, N. M. (2006). The impact of leadership and change 
management strategy on organizational culture and individual acceptance of change during 
a merger. British journal of management, 17(S1), S81-S103. 
10 By, R. T. (2005). Organisational change management: A critical review. Journal of 
change management, 5(4), 369-380 
11 Burnes, B., & Jackson, P. (2011). Success and failure in organizational change: An 
exploration of the role of values. Journal of change management, 11(2), 133-162. 
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ensuring that businesses can not only adapt to but also innovate within, and remain 
competitive amidst, the whirlwind of rapid technological advancements. 
At its core, Clear Communication and Vision emerge as foundational elements 
within these strategies. Transparent communication about impending changes, 
coupled with the articulation of a compelling vision for the digital future, serves as 
the rallying point that unites employees toward a common goal12. This unity is 
essential in the ever-evolving digital landscape. 
Moreover, Engagement and Empowerment take center stage, playing a pivotal role 
in championing change. The inclusive involvement of employees at all 
organizational levels within the change process is key. Empowering them through 
active participation and decision-making cultivates a sense of ownership and deep 
commitment to digital initiatives, driving their successful implementation. 
In the realm of implementation, Agile Implementation surfaces as a key approach. 
Its inherent flexibility enables organizations to adjust their strategies in response to 
emerging trends and evolving market conditions. This adaptive capacity ensures a 
smoother transition as organizations navigate the ever-changing digital landscape. 
Equally vital in the realm of digital transformation is the focus on Training and 
Upskilling. The relentless pace of technological advancements demands continuous 
learning and adaptation. Companies must invest in equipping their workforce with 
the requisite skills to effectively leverage digital tools and processes, ensuring that 
they remain agile and competitive13. 
In summary, organizations embarking on the transformative journey of digital 
innovation must seamlessly integrate these multifaceted change management 
strategies. Clear communication, empowerment, agility, upskilling, and the 
cultivation of change champions collectively form a holistic framework that guides 
the organization through the intricate process of embracing and thriving within the 
realm of digital innovation. 
2.3. Overcoming Challenges in Digital Change Management 
Navigating digital change within organizations can be a daunting endeavor, often 
accompanied by a range of challenges that can hinder successful transformation.  
One prominent challenge is Resistance to Change. Employees might be reluctant to 
embrace new technologies due to fear of job displacement, discomfort with 
unfamiliar tools, or concerns about increased workload. To counter this, 
organizations can prioritize clear communication, explaining the rationale behind 
the changes and highlighting the benefits to individuals and the organization as a 
whole14. Involving employees in decision-making and addressing their concerns 
proactively can also help mitigate resistance. 
Another challenge is Uncertainty and Ambiguity. The rapid pace of technological 
advancements can create an environment of uncertainty, making it difficult to 

 
12 Aladwani, A. M. (2001). Change management strategies for successful ERP 
implementation. Business Process management journal, 7(3), 266-275. 
13 Kavanagh, M. H., & Ashkanasy, N. M. (2006). The impact of leadership and change 
management strategy on organizational culture and individual acceptance of change during 
a merger. British journal of management, 17(S1), S81-S103. 
14 Mahmood, F., Khan, A. Z., & Khan, M. B. (2019). Digital organizational transformation 
issues, challenges and impact: A systematic literature review of a decade. Abasyn 
University Journal of social sciences, 12(2). 



 
 

 
 
 Review  MECAS                                                                                                         V° 19/  N°2 / December 2023 

34 
 

predict the future impact of digital changes. Organizations can tackle this challenge 
by fostering an adaptive mindset, promoting continuous learning, and encouraging 
experimentation15. This approach enables the organization to stay agile and 
responsive in the face of uncertainties. 
The Pace of Technological Change poses yet another challenge. Technologies 
evolve rapidly, and what might be cutting-edge today could become outdated in a 
short span. Organizations must ensure that their digital strategies are flexible and 
adaptable, allowing for regular updates and adjustments. Additionally, engaging in 
regular horizon scanning and technology assessments can help organizations stay 
ahead of the curve and anticipate future changes. 
Resource Limitations can also hinder digital transformation efforts. Adopting new 
technologies often requires financial investment, time, and expertise. Organizations 
can address this challenge by developing a clear business case that outlines the 
return on investment, cost savings, and strategic benefits of the digital change16. 
Collaborative partnerships with technology providers, universities, or other 
organizations can also help leverage external expertise and resources. 
Lack of Digital Literacy among employees is a significant barrier to digital change. 
Many employees may not possess the necessary skills to effectively use new digital 
tools and technologies. Offering comprehensive training programs and upskilling 
initiatives can bridge this gap, enabling employees to confidently navigate the 
digital landscape. 
In conclusion, while challenges are inevitable during digital transformation, they 
can be effectively managed with a combination of strategic approaches. By 
addressing resistance, embracing uncertainty, staying adaptable, managing 
resources wisely, and prioritizing digital literacy, organizations can overcome these 
hurdles and position themselves for successful digital change. 
3- Case Studies: Successful Digital Change Management. 
Successful Digital Change Management is a strategic and systematic approach to 
transitioning an organization into the digital era while ensuring that the 
transformation leads to positive outcomes. This process involves a structured plan, 
effective leadership, clear communication, and a focus on mitigating resistance to 
change. In successful digital change management, the organization's culture aligns 
with the new technological landscape, and employees are empowered and equipped 
with the necessary skills to thrive in the digital environment17. Moreover, it 
involves continuous monitoring, feedback loops, and an agile mindset to adapt to 
evolving technologies and market dynamics. The ultimate goal is to achieve 
increased efficiency, enhanced customer satisfaction, and sustainable revenue 
growth, making the organization not only competitive but also a leader in its 
industry in the digital age. 
Measuring the success of digital change management is an ongoing process that 
involves monitoring, analyzing, and adapting to evolving circumstances. A holistic 

 
15 Westerman, G., Bonnet, D., & McAfee, A. (2014). Leading digital: Turning technology 
into business transformation. Harvard Business Press. 
16 Greenway, A., Terrett, B., & Bracken, M. (2021). Digital transformation at scale: Why 
the strategy is delivery. Do Sustainability. 
17 Oakland, J. S., & Tanner, S. (2007). Successful change management. Total quality 
management & business excellence, 18(1-2), 1-19. 
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approach that considers both quantitative metrics and qualitative feedback will 
provide a comprehensive view of the impact of the digital change initiatives on the 
organization's overall performance and competitiveness18. Here are some of the 
ways you can measure success: 
3.1. Key Performance Indicators (KPIs) 
Key Performance Indicators (KPIs) are measurable values or metrics that 
organizations use to gauge their success in achieving specific objectives and goals. 
KPIs provide a quantifiable way to assess performance, monitor progress, and 
make informed decisions. These indicators are typically tied to an organization's 
strategic priorities and are used to track the effectiveness of various processes, 
initiatives, or activities. 
Here are some key characteristics of KPIs: 

- Measurable: KPIs are based on data that can be quantified, whether it's 
numerical, financial, or statistical. This allows for objective assessment. 

- Relevant: KPIs are directly related to the organization's goals, objectives, 
and strategic priorities. They should reflect what is most critical to the 
organization's success. 

- Specific: KPIs are well-defined and specific, focusing on a particular 
aspect of performance. They provide clarity on what is being measured. 

- Time-Bound: KPIs are often associated with a specific timeframe, such as 
daily, monthly, quarterly, or annually. This helps in tracking progress over 
time. 

- Actionable: KPIs should be tied to actions or interventions that can be 
taken to improve performance. They guide decision-making and strategy 
development. 

- Benchmarked: In some cases, KPIs are compared to industry standards or 
benchmarks to assess how an organization performs relative to its peers. 

- Communicated: KPIs are typically shared with relevant stakeholders within 
an organization, from top management to front-line employees, to ensure 
alignment and accountability. 

Examples of KPIs can vary widely depending on the organization's industry, goals, 
and specific areas of focus. Common KPIs include metrics related to financial 
performance (e.g., revenue growth, profitability), customer satisfaction (e.g., Net 
Promoter Score), employee productivity (e.g., sales per employee), operational 
efficiency (e.g., cycle time), and many others. 
Ultimately, KPIs serve as a vital tool for organizations to measure progress, 
identify areas for improvement, and make data-driven decisions that drive success 
and continuous improvement19. 
Identifying and measuring Key Performance Indicators (KPIs) is a fundamental 
method used in various fields, including business, management, and project 
management, to assess the performance and effectiveness of an organization, 

 
18 Errida, A., & Lotfi, B. (2021). The determinants of organizational change management 
success: Literature review and case study. International Journal of Engineering Business 
Management, 13, 18479790211016273. 
19 Anand, N., & Grover, N. (2015). Measuring retail supply chain performance: Theoretical 
model using key performance indicators (KPIs). Benchmarking: An international journal, 
22(1), 135-166. 
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process, or project. KPIs are specific, measurable metrics that help track progress 
toward achieving specific goals or objectives. 
Here's how the process of identifying and measuring KPIs generally works: 

- Define Objectives and Goals: Start by clearly defining the objectives and 
goals you want to achieve. These could be related to efficiency, quality, 
customer satisfaction, revenue, cost savings, or any other relevant aspect of 
your project or organization. 

- Identify Key Performance Areas: Break down the objectives into key 
performance areas that contribute to their achievement. For instance, if 
your goal is to improve customer satisfaction, key performance areas could 
include response time, problem resolution, and feedback ratings. 

- Define Metrics: For each key performance area, select specific metrics or 
indicators that provide meaningful insights into performance. Metrics 
should be relevant, measurable, and directly related to the performance 
area. For example, in the case of response time, the metric could be 
"average time to respond to customer inquiries". 

- Set Targets or Benchmarks: Establish targets or benchmarks for each 
metric. These targets should be realistic and aligned with the overall 
objectives. They help in evaluating whether the performance is meeting the 
desired levels. 

- Gather Data: Collect data regularly for each metric. This could involve 
using software, tools, surveys, or manual data collection methods. 
Accurate and up-to-date data is essential for meaningful analysis. 

- Analyze Data: Compare the collected data against the defined targets or 
benchmarks. This analysis helps in understanding how well the 
performance aligns with the desired levels. It also highlights areas of 
improvement or success. 

- Interpret Results: Interpret the results to gain insights into the performance. 
Are you meeting the targets, falling short, or exceeding them? What trends 
are emerging over time? Are there any patterns or anomalies? 

- Take Action: Based on the analysis, take action to address areas that need 
improvement or capitalize on areas of success. This could involve 
adjusting processes, reallocating resources, providing additional training, 
or changing strategies. 

- Monitor and Adapt: Continuously monitor the KPIs and their 
corresponding metrics. As circumstances change, it might be necessary to 
adjust targets, metrics, or even the KPIs themselves to ensure they remain 
relevant and aligned with the organization's objectives. 

- Communicate Results: Share the results of the KPI measurements with 
relevant stakeholders. This promotes transparency and allows for collective 
decision-making based on accurate performance data. 

In essence, identifying and measuring KPIs provide a structured and systematic 
approach to monitoring and evaluating performance. It enables organizations to 
make data-driven decisions, optimize processes, and work toward achieving their 
goals efficiently. KPIs are essential tools for assessing the success of projects, 
initiatives, and the overall performance of organizations in various contexts. 
3.2. Return On Investment (ROI) 
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Calculating Return on Investment (ROI) is a crucial financial metric used to 
evaluate the profitability and effectiveness of an investment or project. In the 
context of digital change initiatives, ROI helps organizations determine whether 
their investments in digital transformation are generating a positive or negative 
financial return20. Here's how to calculate ROI: 
ROI Formula: 
                                 

Step-by-step guide to calculating ROI: 
- Identify the Net Profit from Investment: Determine the additional profit 

generated directly as a result of the digital change initiative. This can 
include increased revenue, cost savings, or any financial benefits attributed 
to the project. 

- Determine the Cost of Investment: Calculate all costs associated with the 
digital change initiative. This includes expenses like technology 
acquisition, software development, employee training, implementation, 
maintenance, and any other related costs. 

- Subtract the Cost of Investment from the Net Profit: Subtract the total cost 
of the investment from the net profit generated by the investment. 

- Divide the Result by the Cost of Investment: Divide the result from step 3 
by the total cost of the investment. 

Multiply by 100 to express ROI as a percentage, multiply the result from step 4 by 
100. 
3.3. Gathering Employee Feedback 
Gathering employee feedback is a process that organizations use to collect input, 
opinions, and insights from their employees regarding various aspects of their work 
environment, job satisfaction, and overall experiences within the organization. This 
feedback is essential for understanding employee perspectives, improving 
workplace conditions, and making informed decisions to enhance employee 
engagement and productivity21. Here's how the process of gathering employee 
feedback typically works: 

- Determine the Purpose: Clarify the purpose and objectives of gathering 
employee feedback. Are you seeking input on a specific issue, conducting 
a general employee satisfaction survey, or gathering feedback on a recent 
change or initiative? 

- Choose Data Collection Methods: Select the methods you will use to 
collect feedback. Common methods include: 

- Surveys: Design and distribute surveys that include a range of 
questions, from multiple-choice to open-ended, to gather 
quantitative and qualitative feedback. 

 
20 Meng, J., & Berger, B. K. (2012). Measuring return on investment (ROI) of 
organizations’ internal communication efforts. Journal of Communication Management, 
16(4), 332-354. 
21 Meng, J., & Berger, B. K. (2012). Measuring return on investment (ROI) of 
organizations’ internal communication efforts. Journal of Communication Management, 
16(4), 332-354 
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- Focus Groups: Organize small group discussions where employees 
can openly share their thoughts and ideas on specific topics. 

- One-on-One Interviews: Conduct individual interviews with 
employees to explore their experiences in more depth. 

- Suggestion Boxes: Provide a physical or digital platform where 
employees can submit anonymous feedback or suggestions. 

- Online Feedback Tools: Use online platforms and tools designed 
for collecting employee feedback, which can streamline data 
collection and analysis. 

- Develop Relevant Questions: Create questions that are relevant to your 
objectives. Ensure that questions are clear, concise, and unbiased to elicit 
honest and constructive responses. 

- Maintain Anonymity (if Necessary): When addressing sensitive topics or 
seeking candid feedback, ensure that employees can submit their responses 
anonymously. This encourages more open and honest feedback. 

- Communicate the Process: Inform employees about the feedback process, 
its purpose, and how their input will be used. Transparency builds trust and 
encourages participation. 

- Collect Responses: Distribute surveys, conduct interviews, or facilitate 
focus group sessions to collect employee feedback. Ensure that the chosen 
method aligns with your objectives. 

- Analyze Data: Once you've gathered employee feedback, analyze the data 
systematically. Look for patterns, trends, and common themes in the 
responses. 

- Act on Feedback: Based on the insights gained from employee feedback, 
develop action plans to address issues, make improvements, or implement 
changes as needed. It's essential to demonstrate that feedback is not just 
collected but also acted upon. 

- Communicate Results: Share the findings and actions taken with 
employees. Transparency about how their feedback influenced decisions 
can increase trust and participation in future feedback initiatives. 

- Continuously Improve: Gathering employee feedback should be an 
ongoing process. Continuously seek input to monitor progress, adapt to 
changing circumstances, and make continuous improvements in the 
workplace. 

Gathering employee feedback is a valuable practice that helps organizations create 
a more inclusive, engaging, and supportive work environment. It also promotes a 
culture of openness and demonstrates an organization's commitment to its 
employees' well-being and job satisfaction. 
3.4. Gathering Customer Feedback 
Gathering customer feedback is a systematic process that organizations use to 
collect valuable information and insights from their customers about their products, 
services, experiences, and overall satisfaction. This feedback is essential for 
understanding customer needs, improving products or services, enhancing 
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customer experiences, and making data-driven decisions22. Here's how the process 
of gathering customer feedback typically works: 

- Define Objectives: Clearly define the objectives of collecting customer 
feedback. Are you looking to understand customer satisfaction, identify 
areas for improvement, launch a new product, or gather insights for 
strategic planning? 

- Identify Target Audience: Determine the specific group of customers you 
want to gather feedback from. It could be existing customers, potential 
customers, recent purchasers, or customers who have used a particular 
product or service. 

- Choose Data Collection Methods: Select the most appropriate methods for 
collecting customer feedback based on your objectives and target audience. 
Common methods include: 

- Surveys: Design and distribute surveys with questions that align 
with your objectives. Surveys can be conducted via email, web 
forms, or in-app pop-ups. 

- Feedback Forms: Include feedback forms on your website or 
within your product or service interface, allowing customers to 
submit comments and suggestions. 

- Focus Groups: Organize small group discussions or interviews 
with customers to delve deeper into specific topics or issues. 

- Social Media Listening: Monitor social media platforms for 
customer comments, mentions, and feedback related to your 
brand. 

- Customer Reviews: Analyze customer reviews and ratings on 
review websites, app stores, or your own platforms. 

- Customer Support Interactions: Collect feedback from interactions 
with customer support teams, including email exchanges or chat 
transcripts. 

- Develop Relevant Questions: Craft questions that are relevant to your 
objectives and tailored to the chosen data collection method. Ensure 
questions are clear, concise, and designed to elicit actionable responses. 

- Maintain Anonymity (if Necessary): Depending on the nature of your 
feedback collection, consider allowing customers to provide feedback 
anonymously, especially for sensitive topics or candid opinions. 

- Communicate the Feedback Process: Be transparent with customers about 
why you're collecting feedback, how it will be used, and the expected 
timeline for feedback collection and actions. 

- Collect Feedback: Implement the chosen methods to collect customer 
feedback. Ensure that feedback collection is user-friendly and accessible to 
your target audience. 

- Analyze Data: Once you've gathered customer feedback, analyze the data 
to identify trends, patterns, and areas for improvement. Use data analysis 
tools to process large volumes of feedback efficiently. 

 
22 McColl-Kennedy, J., & Schneider, U. (2000). Measuring customer satisfaction: why, 
what and how. Total quality management, 11(7), 883-896. 
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- Act on Feedback: Develop action plans based on the insights gained from 
customer feedback. Prioritize improvements or changes that align with 
customer preferences and needs. 

- Communicate Results: Share the results of your analysis and the actions 
taken as a result of customer feedback with your customers. Transparency 
demonstrates your commitment to addressing their concerns. 

- Continuously Improve: Gathering customer feedback should be an ongoing 
process. Regularly seek input to adapt to evolving customer expectations, 
maintain product or service quality, and foster customer loyalty. 

Gathering customer feedback is crucial for maintaining customer satisfaction, 
driving product or service innovation, and ultimately, building strong and lasting 
customer relationships. It helps organizations stay customer-centric, responsive to 
changing market dynamics, and competitive in their respective industries. 
3.5. Measuring Organizational Agility and Innovation 
Measuring organizational agility and innovation involves assessing an 
organization's capacity to adapt quickly to changing circumstances and its ability to 
generate and implement novel ideas and solutions23. These two aspects are closely 
related because agility often enables innovation and innovation, in turn, enhances 
agility. Here's how each can be measured: 
3.5.1. Measuring Organizational Agility 

- Response Time: One key metric is the time it takes for the organization to 
respond to changes, challenges, or opportunities. This can be measured as 
the time from recognizing a need for change to implementing it. 

- Adaptability Score: Organizations can develop a scoring system that rates 
their ability to adapt to different types of changes. For instance, how well 
does the organization respond to changes in the market, technology, or 
regulations? 

- Employee Feedback: Gathering feedback from employees about their 
perception of the organization's ability to adapt and respond to change can 
provide insights into agility. High levels of employee engagement and 
satisfaction often correlate with agility. 

- Project Success Rate: Assess the percentage of projects that are delivered 
on time and within scope. A higher rate suggests better agility in project 
management. 

- Customer Satisfaction: High levels of customer satisfaction can be an 
indicator of the organization's ability to meet customer needs quickly and 
effectively. 

3.5.2. Measuring Organizational Innovation 
- Innovation Pipeline: Track the number of new ideas generated, projects 

initiated, and products or services launched over a specific period. 
- R&D Investment: Measure the amount of resources allocated to research 

and development activities. This includes both financial investments and 
human resources. 

 
23 Ravichandran, T. (2018). Exploring the relationships between IT competence, innovation 
capacity and organizational agility. The journal of strategic information systems, 27(1), 22-
42. 
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- Patents and Intellectual Property: The number of patents filed or 
intellectual property created can be a quantitative measure of innovation. 

- Employee Suggestions: The number of suggestions or ideas submitted by 
employees and implemented can provide insights into the organization's 
innovative culture. 

- Time-to-Market: Measure the time it takes for an idea to move from 
conception to market launch. Shorter times often indicate greater 
innovation. 

- Customer Feedback: Analyze customer feedback and their responses to 
new products or features. Positive feedback and increased customer 
engagement can suggest successful innovation. 

- Market Share and Competitive Position: An increase in market share or 
improved competitive positioning can be an indirect measure of successful 
innovation. 

- Partnerships and Collaborations: Track the number and significance of 
partnerships or collaborations with external organizations or startups, 
which can foster innovation. 

Measuring organizational agility and innovation is an ongoing process that requires 
a combination of quantitative and qualitative assessments. These measurements can 
provide valuable insights into an organization's ability to adapt to change and drive 
forward-looking solutions24. 
Conclusion: 
Change management is a multifaceted process that encompasses the introduction of 
new technology, sudden emergence of opportunities, and shifts in customer-
company interactions within a market. However, developing a systematic change 
management plan can pose considerable challenges for organizations. These 
challenges may include employee reluctance to embrace new practices, difficulties 
in securing the necessary budget due to perceptions of functional existing systems, 
and challenges in involving the right stakeholders to the required extent25. 
The measurement of the success of digital change initiatives stands as a critical 
endeavor for organizations aiming to prosper in the swiftly evolving digital 
landscape. Key performance indicators (KPIs) and metrics serve as indispensable 
tools in this pursuit. These KPIs typically span various facets of digital 
transformation, encompassing customer experience, operational efficiency, and 
revenue growth. Commonly tracked metrics include website traffic, conversion 
rates, customer satisfaction scores, and cost savings. 
Moreover, organizations often monitor employee engagement levels and the 
adoption rates of new technologies to assess internal readiness for digital change. 
The success of digital change initiatives can also be evaluated by monitoring the 
attainment of specific goals and milestones, such as the successful launch of new 
digital products or services. 

 
24 Ravichandran, T. (2018). Exploring the relationships between IT competence, innovation 
capacity and organizational agility. The journal of strategic information systems, 27(1), 22-
42. 
25 Mansaray, H. E. (2019). The role of leadership style in organisational change 
management: a literature review. Journal of Human Resource Management, 7(1), 18-31. 



 
 

 
 
 Review  MECAS                                                                                                         V° 19/  N°2 / December 2023 

42 
 

Ultimately, a well-defined set of KPIs and metrics serves a dual purpose: not only do they 
measure progress, but they also inform strategic decisions. This enables organizations to 
continually adapt and optimize their digital transformation efforts in response to evolving 
circumstances. 
In today's rapidly evolving digital landscape, effective change management transcends 
being merely an option; it becomes an absolute necessity. The digital era is characterized by 
perpetual technological advancements, and organizations that can swiftly and efficiently 
adapt to these changes gain a substantial competitive advantage. Effective change 
management serves as the linchpin that empowers businesses to navigate this dynamic 
terrain. It ensures that employees are not merely aware of changes but are actively engaged 
and committed to their success26. Furthermore, it plays a pivotal role in mitigating the 
challenges and uncertainties that often accompany digital transformation, thereby reducing 
potential disruptions that could impede productivity. 
In this digital age, where innovation is ceaseless and disruption is the norm, organizations 
that prioritize and master the art of change management position themselves to not only 
thrive but also lead in their respective industries. 
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