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Introduction & Objectives.

Background to business analysis and 

business change disciplines - is there an 
intersection between the two?

Case study - “Pets at Home” 

– How BAs interact with a 
business change function 

Practical models to help 

frame the BA/change 
discussion in the context or 

your own organisation

Overcoming resistance to 

change
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This workshop focuses on how BAs can engage during organisational change, how they interact with change professionals 
and overcome resistance to change. 

The session includes:
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Corporate Career Education

Qualifications

Saffron Leppard
Pets at Home

Fun Facts

Lead Business Analyst and Business Change Manager

Played the King, Queen and 
Prince in a local Pantomime 
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Corporate Career Education

Qualifications

Dr. Carlos Pullen Ferreira

Organisational Change, Transformation, PMO and Business Analysis Consultant

Fun Facts

I used to run 
marathons, including 
the  London Marathon 
in 2020 which is a World 
record for most people 
to run a virtual 
marathon (37,966).
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Background to business 
analysis and business change 
disciplines. 
Is there an intersection between the two?



What is Business Analysis and why does it 
matter?
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Business Analysis is: 
‘the practice of enabling 

change in an 
organisational context, by 

defining needs and 
recommending solutions 

that deliver value to 
stakeholders'

Business Analysis: bridges 
the gap between 

stakeholders and solution 
teams, ensuring clear 
communication and 

alignment.

It reduces risks, saves 
costs, and helps 

organisations solve the 
right problems effectively.
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What is Change Management and why does 
it matter?
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Change Management is: 
‘Driving change success by 
preparing, equipping and 
supporting individuals to 
thrive through change’

Change management is: 
‘an enabling framework for 
managing the people side 

of change’

Ensures stakeholders 
adopt and use changes, 

turning project 
investments into real 
organisational results



CMI Definition of Change Management

Change management ‘represents a 
domain of principles and practices that 
enable stakeholders of change to 
adopt the mindsets, behaviours and 
capabilities required for that change to 
deliver full business value. It focuses 
on people’
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Prosci – The Swiss Cheese analogy
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Change Management 
in Reality
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Reporting

Change Communication

Training

Change 
Champions

Embedding

Alig

n Define

Engage
&

Co-design Anal
ys

e

(Pullen-Ferreira, 2025)



Mentimeter
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Go to

www.menti.com

Enter the code

5588 8049

Or use QR code



Group Discussion 1
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Task: Write down your top 3 
questions, successes or issues faced

5 minute discussion in groups

5 minutes playback 
(pick one person per group)

Share your experience on 
involvement with the change 

function/positioning of the BA 
team
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Case Study



BA Manager Forum 2025 Page 15

What do our Change 
Managers do at 
Pets at Home?



Team structure and context at Pets at Home
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Portfolio Business 
Analysis

Business Change

Lead (Saffron)

Head of Portfolio

Software Business 
Analysis

Lead 

Head of Software 
Delivery



BA Manager Forum 2025 Page 17

Change is everyone’s 
business

A recent development



Survey Results – how comfortable would you 
be in leading Business Change?
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Business Analysts x12

Project Managers x11

Comments and Concerns
• Done this before, feel comfortable
• Its not part of my role
• Will we be given time for this?
• Its not a specialist skill
• It is a specialist skill and I don’t have it
• Is this a slippery slope

Comments and Concerns
• Much more concern about capacity to 

take this on
• It is a specialist skill and I don’t have it
• I could do it but I don’t have the time
• Its not part of my role
• Is this a slippery slope



Determining the level of change/support needed

BA Manager Forum 2025 Page 19



What do BAs/PMs get with the Consulting 
Service
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Venn Diagram
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My conclusions
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If you want to change how 
things are done you need 

to ‘do’ Change 
Management

‘Doing’ Change 
Management is an active 

commitment that requires 
knowledge and skills (and 

time!)

Professional bodies 
supporting and guiding 

Business Analysts do not 
give detailed, definitive 

answers

Where no one is leading on 
Change Management, 

Business Analysts are well 
placed to step forwards

Where there is a Change 
Management team in 

place, working closely with 
each other is extremely 

beneficial

Both BAs and BCMs are 
vital to ensure Sponsors 

achieve their desired 
outcomes!

Alongside other insights I've gained from your responses – thank you!



Group Discussion 2
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Task: complete the Venn Diagram

5 minute discussion in groups

5 minutes playback 
(pick one person per group)

Looking at the Business 
Analyst, Change Manager or 

any other key role; please 
complete the Venn Diagram
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Resistance to change, 
the BA role and the use of informal networks 

Research and Findings



“The secret of change is to focus all your 
energy not on fighting the old, 

but on building the new.”

Socrates 
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What research tells us...

Yet in the past 5 years the number of projects increased by circa 5% ...

10% 16% 70% 30%
of every dollar is wasted 

due to poor performance 

and delivery* 

of change efforts 

show mixed 

results*

of change efforts fail to 

deliver what was 

promised to customers* 

of change initiatives 

succeed in the long run** 

9%
Increase in PM roles

6%
Increase in PPM Market size
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* (Gartner, 2018) 
** (Beer & Nohria, 2000; Morain & Aykens, 2023) 



What is resistance to change?

Resistance to change (RTC) is the emotional and psychological 
response (such as protesting against the change, sabotage or non-
compliance) that employees exhibit when their organisation 
undertakes change (Pullen-Ferreira, 2025). 
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over 90% of employees 

become involved in gossiping 
         (Grosser, et al., 2012) 

BA Manager Forum 2025 Page 28



Positive & Negative Gossip
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What is Gossip: 
Informal, evaluative 
discussion about an 

absent colleague

Positive Gossip: 
Gossip that emphasises 

praise, support or 
favourable traits (i.e., good 

things)

Negative Gossip: 
Gossip that focuses on 

criticism, faults or 
unfavourable behaviour 

(i.e., putting people down)



only 30% of organisations surveyed 

use informal networks to spread positive gossip
      

         (Pullen-Ferreira, 2025)
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Informal 
Networks
relationships and 
interactions outside 
formal structures

Surfaces 
Concerns 

Early

Reduces Resistance 
to Change

Accurate 
Information

Social 
Support

Building Trust 
and Credibility

Spreading 
Information 
Quickly

Building 
Relationships
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(Pullen-Ferreira, 2025)



Group Discussion 3
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Task: Capture your top 5 ways to 
overcome RTC 

5 minute discussion in groups

5 minutes playback 
(pick one person per group)

Share your experience of 
overcoming resistance to 

change (RTC)



Instead of only relying on top down communication.

 

Leaders/colleagues who use informal networks communicate and work 
within a trusted environment already present in the organisation.

This makes change feel more natural and less imposed.
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What can leaders and organisations do?
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Things to consider:
1. Map the informal network
2. Identify key roles in the network:

• Opinion leaders
• Brokers/Bridges
• Resisters

3. Leverage the network
• Engage influences first
• Cascade messages (don’t stop them)
• Celebrate wins through the network

4. Monitor and Adapt

(Pullen-Ferreira, 2025)



14%
Change-related anxiety 

increases workplace gossip by 
~14% for every 1 point rise in 

anxiety *

(on a 5 point scale)
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Anxiety Drives Gossip, which Fuels RTC

5%
Workplace gossip increases 

RTC by ~5% for every 1 point 
rise in negative gossip *

(on a 5 point scale)

* (Pullen-Ferreira, 2025)



“A time will come when you believe 
everything is finished; 

that will be the beginning”.

Louis L'Amour
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Summary.

Pets at Home
Keep working on improving 
understanding to maximise 

collaboration across disciplines.

Business Analysis
Make friends with your business 
change team.  If there is a gap, 
expand your services to fill it.

Change Management
Expanding knowledge into Change 

Management helps improve 
understanding and empathy.

Venn Diagram
Use this technique to explore the 

relationships that matter the most 
to your organisation.

Resistance to Change
Understanding RTC can help 

Business Analysts support 
organisational success.
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To get involved, please contact:
• The presentation will made available
• A summary produced based upon 

the discussion and material
• If you have any feedback, please let 

us know
• If you would like to discuss this 

further, please come speak to us 
during a coffee or lunch break

Next Steps.

https://www.linkedin.com/in/saffron-leppard-
911463a/

Contact Saffron

https://www.linkedin.com/in/carlos-pullen/

Contact Carlos



Thank you 
&
Questions
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