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Abstract: Digital transformation profoundly impacts businesses, reshaping industries and altering competitive dynamics. 

Beyond technology adoption, it entails fundamental shifts in operations, culture, and customer engagement. Effective change 

management is pivotal for organizations to adapt and thrive in this evolving landscape swiftly. This paper emphasizes the 

significance of establishing a Change Management Center of Excellence (COE) to navigate digital transformations adeptly. 

Drawing from extensive research underscores the critical role of change management in addressing challenges and fostering 

innovation during digital transitions. Additionally, it explores the strategic objectives, key functions, integration with existing 

structures, challenges, and proposed solutions associated with COEs. The paper provides valuable guidance for organizations 

embarking on digital transformation journeys through case studies and expert insights. 
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I. INTRODUCTION  

Digital transformation profoundly impacts businesses, reshaping industries and altering competitive dynamics. Beyond 

technology adoption, it entails fundamental shifts in operations, culture, and customer engagement. Effective change 

management is pivotal for organizations to adapt and thrive in this evolving landscape swiftly. This paper emphasizes the 

significance of establishing a Change Management Center of Excellence (COE) to navigate digital transformations adeptly. 

Drawing from extensive research underscores the critical role of change management in addressing challenges and fostering 

innovation during digital transitions. Additionally, it explores the strategic objectives, key functions, integration with existing 

structures, challenges, and proposed solutions associated with COEs. The paper provides valuable guidance for organizations 

embarking on digital transformation journeys through case studies and expert insights. 
 

A) Background Information On Digital Transformation 

Digital transformation has a big impact on businesses, changing how they work and compete. It is not just about new 

technology; it is about changing how a business operates, its culture, and how it interacts with customers. Managing this 

change well is essential for businesses to adapt quickly and competently. Establishing a Change Management Center of 

Excellence (COE) can help organizations handle this change effectively. This COE acts as a central unit, bringing together 

expertise and resources to promote best practices and continuous learning throughout the organization. 
 

Digital transformation involves profound changes driven by digital technologies, affecting societal coordination, 

communication, and development (J. Schrape). Effective information governance enhances digital transformation outcomes in 

information management (Suhana Mokhtar et al.). Digital transformation focuses on agility in the marketplace rather than 

altering strategies (E. Neill). In the public sector, Digital transformation is defined by a framework detailing reasons, processes, 

and outcomes (Ines Mergel et al.). For small states, Digital transformation is key to economic resilience and sustainability (Bob 

Black). It significantly impacts the software industry, driving new developments (C. Ebert & Carlos H. C. Duarte). Advanced 

IT technologies affect HR management, improving efficiency (Daniela Bäcker et al.). Integration of people and data 

technologies is vital for achieving Digital transformation goals (Peter Herweck & Craig B. Hayman). Digital transformation 

fosters the creation of new business models through networking (D. Tomić). Understanding psychological factors is essential 

for managing DT effectively (Michael Zirkler). 
 

B) Importance of Change Management in Digital Transformation 

Change management plays a critical role in digital transformation, helping organizations navigate challenges 

effectively. It allows them to adapt quickly to new technologies and shifting market conditions. According to Fehér et al. 

(2017), managing innovation and risk is crucial for organizations to be ready for digital transformation. Additionally, having 
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digital skills and a supportive organizational culture is essential for fostering innovation during these changes, as highlighted 

by Felicia M. Pelagalli. 
 

C) The Concept of a Change Management Center of Excellence (Coe) 

The establishment of a Change Management COE could provide the structured approach and dedicated focus required 

for effective change management in digital transformations. A COE acts as a central unit, harnessing expertise and resources to 

promote best practices and continuous learning across an organization. According to Alić and Žagar (2016), focusing on user 

experience and establishing direct communication channels are critical for advancing towards a digital economy, a strategy that 

can be streamlined through a well-established COE Marta Alić, M. Žagar. 
 

II. LITERATURE REVIEW 

A) Existing Models Of Change Management 

The exploration of change management models within the context of digital transformations reveals several 

foundational strategies that aim to facilitate smooth transitions in corporate structures and technology integration. Basu (2015) 

highlights the critical role of effective leadership in managing technology-enabled business transformations, emphasizing the 

leader’s role in facilitating successful organizational change K. Basu. Moreover, Berghaus and Back (2017) describe the “fuzzy 

front-end” phase of digital transformation, which includes typical activities and approaches to prioritize between different 

initiatives Sabine Berghaus, A. Back strategically. 

 
 

B) Studies On Coe Success Factors 

Studies specifically focusing on the effectiveness of Change Management Centers of Excellence (COE) in digital 

transformations suggest that these entities play a crucial role in guiding enterprises through the complexities of digital projects. 

For instance, Berghaus and Back (2016) developed a maturity model for digital transformation, which provides practitioners 

with a framework to evaluate and enhance their change management practices S. Berghaus, Andrea Back. This model helps 

organizations assess their readiness and capability to undergo digital changes effectively. Additionally, Kupriyanovsky et al. 

(2017) discuss the role of COEs in fostering standardized and regulated positive economic outcomes by helping organizations 

navigate the unique circumstances of digital implementation V. Kupriyanovsky, Andrey Dobrynin, Sergey Sinyagov, D. 
 

III. METHODOLOGY 

A) Research Design 

The methodology section will describe the approach taken to explore the establishment and effectiveness of Change 

Management COEs. This research will primarily utilize a qualitative method, focusing on case studies and expert interviews to 

gather insights into how COEs function and contribute to digital transformation initiatives. 
 

B) Data Collection 

Data will be collected through semi-structured interviews with change management professionals and leaders of 

organizations that have established COEs. Additionally, case studies from various industries will be analyzed to understand the 

diverse applications and outcomes of COEs in different contexts. 

 

https://dx.doi.org/10.12660/gvexec.v16n2.2017.68671
https://dx.doi.org/10.5771/0042-059X-2016-2-98
https://dx.doi.org/10.1260/1757-2223.7.1.55
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C) Analysis Techniques 

The data collected will be analyzed using thematic analysis to identify common themes and success factors. This 

analysis will help in understanding the critical components that contribute to the effectiveness of COEs and how they can be 

optimized to support digital transformation efforts in various organizational settings. 
 

This detailed examination of existing models and the operational dynamics of COEs will provide valuable insights into 

the strategic implementation of change management practices during digital transformations. 
 

IV. ESTABLISHING THE COE 

A) Strategic Objectives 

The strategic objectives of a Change Management Center of Excellence (COE) in digital transformations are 

multifaceted and pivotal for successful digital adoption within organizations. The primary aim is to ensure seamless integration 

of new digital tools and processes, enhancing overall business agility and innovation. As per Berghaus and Back (2017), the 

COE’s role is to prioritize and streamline activities in the “fuzzy front-end” phase of digital transformation, which critically 

influences the success of the transformation process Sabine Berghaus, A. Back. Additionally, Kupriyanovsky et al. (2017) 

emphasize the COE’s responsibility in adapting organizational strategies to harness digital technologies effectively, ensuring 

that specific consumer needs are met before standardization V. Kupriyanovsky, Andrey Dobrynin, Sergey Sinyagov, D. 

Namiot. 
 

B) Key Functions and Roles 

The COE plays several critical roles, including the integration of digital technology at all organizational levels, the 

development of digital literacy among staff, and fostering an innovative culture. Alić and Žagar (2016) discuss the importance 

of the COE in ensuring the acceptance and effective use of new technologies to maintain a competitive position in the market 

Marta Alić, M. Zagar. Moreover, the transformation management model provided by Ionescu et al. (2014) outlines key 

functions such as managing requests for change, coordinating change efforts, and evaluating outcomes to align with the 

overarching business strategy Eduard Ionescu, Rodica Dragomiroiu, L. Hurloiu, P. Roșca. 
 

C) Integration With Existing Structures 

Successful COEs do not operate in isolation; they must integrate effectively with existing organizational structures. This 

involves aligning digital transformation efforts with the organization’s strategic goals and enhancing cooperation across 

departments. Berghaus (2016) highlights the necessity for COEs to adapt to the evolving role of information systems and to 

interpret external signals adeptly, fostering collaboration between leadership and the workforce Sabine Berghaus. This 

strategic integration ensures that digital transformation initiatives are comprehensive and aligned with the business’s needs and 

capabilities. 
 

V. CHALLENGES AND SOLUTIONS 

A) Common Obstacles 

Establishing and operating a Change Management Center of Excellence (COE) in the realm of digital transformations 

presents several challenges. Key among these is resistance to change, which can manifest across all organizational levels. This 

resistance is often rooted in a lack of understanding or fear of the unknown, making it one of the primary hurdles to successful 

digital transformation. Berghaus and Back (2017) highlight the “fuzzy front-end,” the initial phase of digital transformation, as 

a critical period where many organizations struggle to prioritize activities effectively, leading to potential misalignment and 

failure in achieving set goals. Sabine Berghaus, A. Back. Additionally, Archer (2015) discusses the challenge Government 

CIOs face in developing a coherent digital government strategy, further emphasizing the complexity of leading change in a 

highly interconnected digital world Glenn Archer. 
 

B) Proposed Solutions 

To overcome these challenges, the COE must focus on strategic interventions that foster an organizational culture 

receptive to change. This involves clear communication, comprehensive training, and inclusive involvement in the change 

process to mitigate resistance. Febria (2015) suggests that focusing on culture, leadership, communication, and business 

elements interconnectedly ensures successful change implementation Dwina Febria. Furthermore, effective leadership is 

critical, as leaders must not only endorse the change. 

VI. CONCLUSION 

A) Summary Of Findings 

The establishment of a Change Management Center of Excellence (COE) plays a pivotal role in facilitating digital 

transformations. Key findings from the research underscore the importance of strategic objectives that focus on enhancing 

business agility and embedding digital technologies effectively across organizational processes. As detailed by Belli (2017), a 

https://dblp.org/rec/conf/icis/BerghausB17.html
https://dx.doi.org/10.1260/1757-2223.7.1.55
https://dx.doi.org/10.1260/1757-2223.7.1.55
https://dx.doi.org/10.12660/gvexec.v16n2.2017.68671
https://dx.doi.org/10.12660/gvexec.v16n2.2017.68671
https://dx.doi.org/10.1108/SD-08-2015-0128
https://dblp.org/rec/conf/bled/Berghaus16.html
https://dblp.org/rec/conf/icis/BerghausB17.html
https://dx.doi.org/10.1002/JOE.21602
https://dx.doi.org/10.1108/SD-08-2015-0128
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robust Digital Transformation Model helps companies navigate their digital transformation journey by making informed 

strategic, technological, and organizational decisions Raffaele Belli. 

Integration with existing structures, fostering a culture of innovation, and developing digital competencies are crucial 

for the success of these centers. Key functions such as managing change requests, coordinating efforts across departments, and 

evaluating outcomes are essential for maintaining alignment with business goals. Furthermore, overcoming resistance to 

change and managing the “fuzzy front-end” phase of transformation are significant challenges that COEs must address to 

ensure successful digital adoption. Sabine Berghaus, A. Back. 
 

B) Future Research Directions 

Future research should focus on developing more nuanced insights into the effectiveness of COEs in different 

industrial contexts, exploring how these centers can better support organizational learning and innovation. Investigating the 

long-term impacts of COEs on organizational agility and competitive advantage would also provide a deeper understanding of 

their strategic value. Additionally, studies could examine the integration of advanced data analytics and artificial intelligence in 

managing digital transformations to enhance decision-making and predictive capabilities within organizations. Sabine 

Berghaus, A. Back. 
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