
1

Managing Change in Community Behavioral 
Health Organizations
Presented by: Mindy Klowden, MNM, Senior Director, THS and
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Third Horizon Strategies is a boutique advisory firm focused on shaping a 
future system that actualizes a sustainable culture of health nationwide. 
The firm offers a 360º view of complex challenges across three horizons –
past, present, and future– to help industry leaders and policymakers 
interpret signals and trends; design integrated systems; and enact changes 
so that all communities, families, and individuals can thrive. Learn more at 
www.thirdhorizonstrategies.com. 

About Us

http://www.thirdhorizonstrategies.com/
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Key Takeaways

Effective change 
management starts with 
strong communication

There are best practices 
every organization can 

adapt and follow

Behavioral health providers 
have unique skills and 

competencies that can be 
applied in new ways to support 

change management
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The Behavioral Health Landscape is Ever Changing
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Effective change management starts with strong communication
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Why is Change Hard?

People Don’t Feel Ready
The status quo is comfortable

People Don’t Understand 
The benefits, or risks, leading up to 
the change may not have been well 

communicated

People Have Fatigue
Changing too many things at once, 

or being required to change by 
external forces can be exhausting
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Staff not engaged in planning 
and driving solutions

Why Does Change Management Fail?

Changes implemented 
with no smooth transition

Poor Leadership

Inadequate resources to 
support the change

Lack of agility or 
nimbleness

Impact of change not 
measured

Poor communication 
across the organization
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Research by Towers Watson found that only 40% of front-line managers understood why organizational 
changes were happening
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Why Does Change Management Fail?

https://www.forbes.com/sites/victorlipman/2013/09/04/new-study-explores-why-change-management-fails-and-how-to-perhaps-succeed/?sh=1f32babb7137
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Adopter Categories to Change
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Communication Best Practices

You cannot 
over-

communicate

• Communicate consistently, frequently, and through 
multiple channels

• Share what is known and what is not yet known

• Provide ample time and space for questions and 
discussion
• Leaders need to LISTEN

Bottom Line for most staff:
How does this impact me? How does this impact the people we serve?
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The 4 Ps of Change Communications

Purpose:
Why is the 

change needed?

Picture:
Tell People what 
the change will 
look like when 
you reach your 

goal

Plan:
Engage people in 
how to get from 
point A to point 

B

Part:
Help people to 

understand their 
role in making 
the change a 

success
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Modalities

• Thursday morning update calls

• Paycor, payroll system, announcement ribbon

• Monthly Newsletters

• Multiple FB sites for different departments Instagram

• Podcasts

• Staff Surveys and timely reporting of results

Audiences and Influencer Groups

• SHG Volunteer Crew

• Positivity Crew

• All Staff Event Committee

• Staff Experience Committee

• Clinical Leaders Retreats

• Provider Retreats 

• Executive Leadership Retreat

• Provider Lunch and Learns

• Justice, Equity, and Inclusion Group

SHG Communication Examples
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There are best practices every organization can adapt and follow
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Servant Leadership Supports Change 
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Kotter’s Change Principles

Select few + 
diverse many

Have to + 
want to Head + heart Management 

+ leadership



1616

Kotter’s Eight Steps

Create a sense of urgency 

Build a coalition

Form a strategic vision

Enlist volunteers

Enable and remove barriers

Generate short term wins

Sustain acceleration

Institutionalize change
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Create a Sense of Urgency

• Help others to understand the need to act 
quickly to create the needed change(s)

• Communicate the opportunity through bold, 
aspirational statements
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Build a Coalition

• Engage staff from various departments of 
levels of the organization 

• Align efforts and energy

• Intentionally carve out time and space for the 
effort
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Form a Strategic Vision

• Develop a guiding vision that helps stakeholders 
see how the future will be different from the past 
and how you can make that future a reality 
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Enlist Volunteers

• Bring in more stakeholders to create buy-in

• Design implementation tactics

• Keep things moving in the same direction
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Enable Action and Remove Barriers

• Identify inefficiencies

• Break down silos

• Allow innovation and experimentation

• Plan, Do, Study, Act
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Generate Short Term Wins

• Track progress against incremental benchmarks

• Recognize, communicate and celebrate early 
successes
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Sustain Acceleration

• Build from the short-term wins

• Invest in continued change efforts

• Keep your “eyes on the prize”
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Institutionalize Change

• Formalize policies and procedures in writing

• Articulate the connections between changes 
and organizational success



25

Behavioral health providers have unique skills and competencies that can 
be applied in new ways to support change management
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• Identify stages of readiness/stages of 
change

• Discover individual motivations

• Foster not only staff willingness to 
change, but their confidence that change 
is possible, and the outcome beneficial

Applying Motivational Interviewing to 
Organizational Change Management
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Continuous Quality Improvement Principles
to Sustaining Change

Define quality and get 
agreement Measure for 

improvement, not 
accountability

Plan, do, study, act

Reinforce and reward positive 
behavior and outcomes
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John Kotter “Strategies for Managing 
Change”

Interaction Design Foundation 
“Understanding Early Adopters”

Relias “Leading Through Change”

National Council for Mental Well-Being 
“Create the Conditions for Change"

Resources

https://www.strategies-for-managing-change.com/john-kotter.html
https://www.interaction-design.org/literature/article/understanding-early-adopters-and-customer-adoption-patterns
https://www.relias.com/resource/5-principles-of-leading-through-change?aliId=0&utm_source=pardot&utm_medium=email&utm_campaign=hhs_em_2021-12-09_org-resilience-2
https://www.thenationalcouncil.org/fostering-resilience-and-recovery-a-change-package/step-1-change-management-strategies-create-the-conditions-for-change/
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THANK YOU

Mindy Klowden
(303) 884-2670
Mindy@thirdhorizonstrategies.com

Contact Us: Questions? Discussion!


