How to Communicate Through

Change and Uncertainty

Presented by Trapani Communications January 21,2026
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e Founded in1993
e Range of communications offerings:
strategic communications, project
implementation, public relations,

marketing and social media support
e Municipal projets:
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Explains what is changing, why it's necessary, how it affects them, and
what they need to do

Builds understanding, reduces resistance, and drives successful
adoption of new processes, technologies, or goals

Involves ongoing, two-way dialogue

Addresses emotions

Provides clear direction to help people move from their current state
to the desired future state
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REGULAR
COMMUNICATION

e Can be one-way
messages

e End goal canvary -
generally it’s to inform

CHANGE
COMMUNICATION

e Two-way dialogue

e Focuses more on
emotions rather than
intellect

e End goalistochange a
behavior, practice,
process, etc.




POSSIBLE SCENARIOS

Technolo
9y/ Layoffs
software change
Leadership Restructuring/
transition reorganization

Budget

. Building move
constraints

New policy/rule



32% of leaders globally 34% of all change initiatives

actually get employeesto pursued by businesses end
adopt changes in a healthy In clear.success and 16%
way vield mixed results

= 50% of all change initiatives fail
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“The announcement of the changes really went well.”
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How People Process Change
a4 ~ THECHANGE CURVE

Exploring
Direction

Denial

Information

Acceptance

Encouragement

Effectiveness

Thinking about the past Thinking about the future

Understanding how people work through
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change isincredibly important COMMUNICATIONS




Considerations that Impact Communicatons
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Everyone Some may skip Some may be in We have to

progresses stagesall acceptance and realize
through each together then something everyone is
stage at their happens —they different
own pace may revert back
to stage one TRAPANI
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How to Know if You * Tap into whatyou
already know about

Have Been Successful
each person

There isno magic way to e Communicate often

terms of accepting change, So

you will be using your judgment
and remembering to:

e Give people waysto
express their concerns

e Bean active listener

e Beopentofeedback

e Stayintouch
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e Upgraded mainframe software —impacted all
employees, departments and citizens who used I
county services

e 3different software platforms; New systems for
six departments

e 3-year project

e Qurrole: develop and implement
communications to help manage the pressures
associated with the change; ensure employees
and the community-at-large understood the
benefits; demonstrate the positive impact the
new software would have on the county for years —
to come




Project Deliverables

|

e |nitial, all-employee launch

e Staggered roll-out plans tailored to each team with focus group sessions to
determine needs

e Development of atheme, logo and tagline to give communications
immediate recognition and prominence

e Anarray of methods to expose employees to the messages:

Flyers | Posters | Emails | Games and contests | Messaging and Q&As |
Quarterly meetings | Monthly newsletters | Stress relief tips | Frequent updates | All-county
events | Individual meetings for people having trouble | Lunches and snacks

Since there was no single good way to communicate to all employees, it was
Imperative to use many methods to reach the various groups. We were flexible,
agile and ready to change if something didn’t work.




Example: Em

ails
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Technology Modernization Project

Can We Talk?

Updates always
included a project
tracker timeline

UG
SIS

For those who are a little bit shy, you now have another way to
share your thoughts about the SIS implementation. Email them to

strapani@owatodoweeandgooine

This mailbox is seen and answered only by SIS Change Management
Leader Stacey Trapani. She will get answers to questions, share

information and help address any concemns.

Confidential

Questions. Concerns. Comments. Share them now rather
than let issues build. You are important to our success.

conversations were

appreciated
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Example: Newsletter

newsletters were
developed for each
project track
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Example: Wellness Campaign
T — e .

Things got
stressful so we
tried to have fun




e \When facing change, bring in communications early
e Positive outcomes far outweigh the effort and expense:
o Aligned and informed staff
o Better morale which leads to higher retention
o Greater productivity
o Happier people
e |sitevertoolate?
o No!'lt'sis always a good time to start communicating
effectively




THANK YOU! OUESTIONS?

Taylor Trapani
Taylor(@trapanicomm.com

Stacey Trapani
s Stacey@trapanicomm.com

(989) 839-7362

www.trapanicomm.com
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