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Advanced Certificate in Business Change Management

Stakeholder Management and Communication

Stakeholder management and communication are crucial components of business change management, as
they enable organizations to effectively engage with individuals and groups who have an interest in the
change. Stakeholder analysis is the process of identifying and evaluating the stakeholders who will be
impacted by the change, and it involves gathering information about their interests, needs, and
expectations. This analysis helps to determine the level of support or resistance that stakeholders may
exhibit towards the change, and it informs the development of strategies to communicate with and engage
with them.

The first step in stakeholder management is to identify the stakeholders who will be impacted by the
change. This includes internal stakeholders such as employees, managers, and executives, as well as external
stakeholders such as customers, suppliers, and regulators. Internal stakeholders are those who are directly
employed by the organization, while external stakeholders are those who have a vested interest in the
organization but are not directly employed by it. Once the stakeholders have been identified, the next step
is to analyze their interests, needs, and expectations. This involves gathering information about their goals,
objectives, and concerns, and evaluating the level of support or resistance that they may exhibit towards the
change.

There are several stakeholder mapping tools that can be used to analyze stakeholders, including the power-
interest matrix and the salience model. The power-interest matrix is a tool that plots stakeholders against
their level of power and interest in the change. Power refers to the ability of stakeholders to influence the
change, while interest refers to the level of concern or investment that stakeholders have in the change. The
salience model is a tool that evaluates stakeholders based on their level of power, legitimacy, and urgency.
Legitimacy refers to the perceived legitimacy of stakeholders to participate in the change, while urgency
refers to the level of urgency or importance that stakeholders assign to the change.

Effective communication is critical to stakeholder management, as it enables organizations to engage with
stakeholders and address their concerns and expectations. Communication plans should be developed to
outline the stakeholders who need to be communicated with, the messages that need to be conveyed, and
the channels that will be used to communicate with them. The communication plan should also specify the
frequency and timing of communications, as well as the metrics that will be used to evaluate the
effectiveness of the communications. Communication channels can include face-to-face meetings, email,
telephone, and social media, and the choice of channel will depend on the stakeholder group and the
message that needs to be conveyed.

There are several communication models that can be used to develop a communication plan, including the
sender-receiver model and the transactional model. The sender-receiver model is a simple model that
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outlines the key components of the communication process, including the sender, the message, the
channel, and the receiver. The transactional model is a more complex model that recognizes that
communication is a two-way process, and that feedback and interaction are critical components of effective
communication. Feedback is an essential component of communication, as it enables organizations to
evaluate the effectiveness of their communications and make adjustments as needed.

Stakeholder management and communication are not without challenges, and organizations may face
several obstacles when trying to engage with stakeholders. One of the key challenges is resistance to
change, which can arise from a variety of sources, including fear of the unknown, lack of understanding, and
concern about the impact of the change. Resistance can be managed through effective communication and
engagement, as well as by involving stakeholders in the change process. Another challenge is stakeholder
fatigue, which can arise when stakeholders are bombarded with too much information or are asked to
participate in too many change initiatives. Stakeholder fatigue can be managed by prioritizing stakeholder
engagement and focusing on the most critical stakeholders and messages.

In addition to these challenges, organizations may also face cultural and language barriers when
communicating with stakeholders. Cultural barriers can arise when stakeholders have different cultural
backgrounds and norms, and may interpret messages and communications differently. Language barriers
can arise when stakeholders have different languages and may not understand the messages and
communications that are being conveyed. These barriers can be managed by using simple language,
avoiding jargon and technical terms, and using visual aids and graphics to support communication.

Stakeholder management and communication are critical components of business change management,
and they require a structured approach to identify, analyze, and engage with stakeholders. Stakeholder
analysis is the process of identifying and evaluating stakeholders, and it involves gathering information
about their interests, needs, and expectations. Effective communication is critical to stakeholder
management, and it enables organizations to engage with stakeholders and address their concerns and
expectations. Communication plans should be developed to outline the stakeholders who need to be
communicated with, the messages that need to be conveyed, and the channels that will be used to
communicate with them.

There are several benefits to effective stakeholder management and communication, including increased
support for the change, improved engagement, and reduced resistance. Effective stakeholder management
and communication can also help to build trust and credibility with stakeholders, which is critical for
successful change management. Trust is built when organizations are transparent and honest in their
communications, and when they follow through on their commitments. Credibility is built when
organizations demonstrate their expertise and capability, and when they deliver on their promises.

In order to develop effective stakeholder management and communication plans, organizations need to
have a deep understanding of their stakeholders and their needs. This requires research and analysis to
gather information about stakeholders, as well as consultation and engagement to involve stakeholders in
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the change process. Research can involve surveys, interviews, and focus groups, while analysis can involve
evaluating data and information to identify trends and patterns. Consultation and engagement can involve
meetings, workshops, and other forms of interaction to gather feedback and input from stakeholders.

The development of stakeholder management and communication plans should be an iterative process,
with regular review and revision to ensure that the plans remain relevant and effective. Review involves
evaluating the effectiveness of the plans and identifying areas for improvement, while revision involves
updating the plans to reflect changes in the stakeholder landscape or the change initiative. Metrics should
be established to measure the effectiveness of stakeholder management and communication, and to
evaluate the impact of the change initiative on stakeholders.

In addition to these metrics, organizations should also establish key performance indicators (KPIs) to
measure the success of stakeholder management and communication. KPIs can include measures such as
stakeholder engagement, communication effectiveness, and change adoption. Stakeholder engagement can
be measured through surveys and feedback, while communication effectiveness can be measured through
metrics such as message recall and comprehension. Change adoption can be measured through metrics
such as the number of stakeholders who have adopted the change, and the level of proficiency they have
achieved.

The use of technology can also support stakeholder management and communication, particularly in large
and complex change initiatives. Technology can enable organizations to communicate with stakeholders
more efficiently and effectively, and to track and measure the effectiveness of communications. Digital
channels such as email, social media, and intranets can be used to communicate with stakeholders, while
analytics tools can be used to track and measure the effectiveness of communications.

In order to develop effective stakeholder management and communication plans, organizations need to
have a deep understanding of the change initiative and its impact on stakeholders. This requires analysis of
the change initiative, as well as research and consultation to gather information about stakeholders and
their needs. Change management involves a structured approach to transitioning individuals, teams, and
organizations from a current state to a desired future state. Change management involves several key
components, including communication, training, and coaching.

Communication is critical to change management, as it enables organizations to engage with stakeholders
and address their concerns and expectations. Training is also essential, as it enables stakeholders to develop
the skills and knowledge they need to support the change. Coaching can be used to support stakeholders
who are struggling with the change, and to help them develop the skills and confidence they need to
succeed. Coaching can involve one-on-one support, as well as group coaching and mentoring.

In order to develop effective stakeholder management and communication plans, organizations need to
have a deep understanding of the organization and its culture. This requires analysis of the organization
and its culture, as well as research and consultation to gather information about stakeholders and their
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needs. Organizational culture refers to the values, norms, and beliefs that shape the behavior and attitudes
of individuals within the organization. Culture can have a significant impact on stakeholder management
and communication, as it can influence the way that stakeholders perceive and respond to communications.

In order to develop effective stakeholder management and communication plans, organizations need to
have a deep understanding of the stakeholders and their needs. This requires analysis of the stakeholders,
as well as research and consultation to gather information about stakeholders and their needs. Stakeholder
analysis involves evaluating the stakeholders who will be impacted by the change, and identifying their
interests, needs, and expectations. Stakeholder analysis can help to identify potential risks and
opportunities, and to develop strategies to mitigate or capitalize on them.

In order to develop effective stakeholder management and communication plans, organizations need to
have a deep understanding of the change management process. This requires analysis of the change
management process, as well as research and consultation to gather information about stakeholders and
their needs. Change management involves a structured approach to transitioning individuals, teams, and
organizations from a current state to a desired future state. Change management involves several key
components, including communication, training, and coaching.
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