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Becky Brown 
Cont ent  St rat egy Lead

LinkedIn: 
ht t ps:/ /www.linkedin.com/ in/beckybrown1/  

4 0 + years of combined 
experience support ing t he 
learning, development , and growt h 
of organizat ions, t eams, and 
individuals 

David Rasmussen 
Conversat ional Design Lead

LinkedIn: 
ht t ps:/ /www.linkedin.com/ in/davidcrasmussen/

About Us



Who We Are & Why We Exist
Global Content Strategy

We are team of 10 people
3 in the U.S. and 7 in Manila
20,000+  knowledge articles globally
2000+ requests per quarter
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OUR VISION OUR MISSION

Unlocking limitless value 
with the most advanced 
business services

Being a trusted 
partner, creating game-
changing solutions for 
Johnson & Johnson

OUR PURPOSE

Powering the people 
who are changing the 

trajectory of health for 
humanity
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1. Change Management  Primer
2. Our Change J ourney
3 . Skills and Behaviors
4 . Act ivit y - Flat t ening t he Curve

Contents “Change is hard 
because people 
overestimate the 
value of what 
they have and 
underestimate 
the value of 
what they may 
gain by giving 
that up.” 
– James Belasco and Ralph Stayer



Change Management Primer
Understanding & Assessing the Curve
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Challenges which led to Centralizing 
and Rationalizing:
• 3 distinct KM teams managing 

content in 1 platform
• Technology MVP (minimal viable 

product)
• Lift and shift from multiple 

SharePoint sites including 
outdated

Challenges which led to Content 
Strategy Modernization:
• 100s of authors with inconsistent 

everything (look, metadata, etc.)
• Attachment -based content
• Limited curation or navigation
• Highly localized content with 

significant repetition
• No personalization 

Challenges which led to 
Conversational Content:
• Introduction of a chatbot
• Still have 100s of authors’ tone 

and voice
• Team became formatters instead 

of writers

Challenges which led to Service 
Management Transformation:
• Customized platform with huge 

tech debt
• No system enabled templates so 

1000s of articles in nested tables 
within rich-text fields

• New content owners with low 
investment in content

• All links, curation, and navigation 
manual

Our phased approach to

Centralize & Rationalize
Centralizing the KM teams and 
archiving content

Conversational Content
Getting the words right and 
implementing JAIDA persona and 
chatbot

Content Strategy 
Modernization  
Building and implementing  
standards and templates

Service Management
Transformation
Reimagining how service is 
delivered enabling self-service, 
automation, and GenAI capabilitiesTransformation 

O = Organizat ion change T = Technology change P = Process changes

O
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P

P
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Challenges which led to 
Conversational Content:
• Int roduct ion of a chat bot
• St ill have 10 0 s of aut hors’ t one 

and voice
• Team became format t ers inst ead 

of writ ers

Challenges which led to Content 
Strategy Modernization:
• 10 0 s of aut hors wit h inconsist ent  

everyt hing (look, met adat a, et c.)
• At t achment -based cont ent
• Limit ed curat ion or navigat ion
• Highly localized cont ent  wit h 

significant  repet it ion
• No personalizat ion 

Challenges which led to Service 
Management Transformation:
• Cust omized plat form wit h huge 

t ech debt
• No syst em enabled t emplat es so 

10 0 0 s of art icles in nest ed t ables 
wit hin rich-t ext  fields

• New cont ent  owners wit h low 
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Ask why Be efficient and 
disciplined

Solve the right 
problem

Write for action 

Take ownership Influence and teach Govern and validate Improvise

Our Team Core Behaviors

Significant Skill Changes

Transactional

Copy writer

Copy editor

Formal 
writing

Conversational 
writing



“If you always do 
what  you've always 
done, you'll always 
get  what  you've 
always got .”  
– Henry Ford
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Servant leader Strengths based Motivator

Data driven Continuous 
improvement and 
innovation

Influence and teach

Leadership Behaviors
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Flattening the Curve – How to Help Your Team Navigate Change

Information 
Phase
Awareness, 
communicat e

Support 
Phase
Underst anding, 
mot ivat e

Encouragement 
Phase
Evaluat e, refine, 
celebrat e, & sust ain

Direction 
Phase
Acceptance, 
build skills 

Shock, 
Fear

Denial
Frustration

Low Mood, 
Low Energy

Explore, Init ial 
Engagement , Hope

Decide, 
Learn, Feeling 
More Posit ive

Int egrat ed, 
Renewed 

Person1. Communicate  openly and frequent ly
2. Provide  clarit y, direct ion, and t he “why” 
3. Offer  t raining, coaching, and feedback
4. Seek input /  ideas from the t eam and provide 

opportunit ies for shared decision-making
5. Lead by example and promote resilience
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Let’s Practice

Flattening 
the Curve



Supporting your team through 
change

Scenario:

In 2024, you have been given approval to implement a 
GenAI technology which will do some of the content 
work you expect your team to do today 

• Examples:
• Write copy such as summaries or abstracts
• Rewrite for a specific tone/voice
• Create visual content 

You already know your t eam is has fears t hat  GenAI 
could result  in t hem losing t heir job.

Actions:

1. Each t able will be assigned a different  emot ional 
st at e on t he change curve:
• Shock/ fear
• Denial/ frust rat ion
• Low energy/ low mood

2. Discuss ideas on how t o help your t eam move past  
t his phase

3 . Nominat e a speaker for your t able t o share your 
ideas

Set -up - 2 minut es

Table discussion - 10  minut es

Group sharing - 2 minut es per t able
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“There is 
nothing 
permanent  
except  
change.” 
- Heraclitus

14

• Newer technologies can do a lot of the work 
for us, let it

• Focus energy on where you (and your team) 
add new value

• Sharpen your team’s validating, editing, and 
fact -checking skills 

• Put your people first (if they are taken care 
of, your customers will be too)

• Get your team in the right seat on the bus
• Flatten the change curve 
• And…care for your own well-being (“Put the 

oxygen mask on yourself before helping 
others”)

Key Takeaways



Questions?
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