
WHY HOW

Business Drivers Outcomes Benefits

Margin Pressures and 
cost reduction

Generate greater 
revenue from products 

and services through 
cross-sell and upsell

Customers are 
increasingly seeking a 
targeted personalised 

approach

Increased revenue by 
cross-selling and up-

selling

Improved profit 
margins and 

operational efficiency

Improve acquisition, 
retention and 

development of 
profitable customers

WHAT

Changes Capabilities Enablers

Create Personalized 
offers using customer 

insights from a portfolio 
of services from an 
array of partners

Create integrated and 
holistic financial journeys 
for customers using bots, 

logic apps and human 
representatives 

Develop relevant 
insights with real-time 

account data, news, 
social activity and 

connections

Develop bots & logic 
apps to provide rich 

context that allow rep 
to personalize 

customer experience 

Data management & 
machine learning

API & Logic Apps

Change Benefits Canvas Example
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Change Benefits Canvas: Visualizing and Communicating Business 
Change

1. WHY the Change?

Identify Drivers: Understand market or internal business 
pressures that necessitate change.
Define Outcomes: Set clear business outcomes that respond to 
these drivers.
Justify with Benefits: Outline the benefits (e.g., better, faster, 
cheaper) that support the desired outcomes, keeping in mind 
they should resonate with stakeholder values.

2. WHAT is the Change?

Specify Changes: Detail the specific alterations or innovations 
needed in the business to achieve the outlined benefits.

3. HOW to Implement the Change?

Develop Capabilities: Identify what new skills, processes, or 
changes are necessary to implement the changes effectively.
Enable with Tools: Determine the tools and technology required 
to support these new capabilities.

Notes
Key Takeaways:

• Use a straightforward narrative to walk through 
why, what, and how of the change.

• This approach aligns business and IT by 
simplifying complex transformations into 
understandable segments.

• Focus on how changes create direct benefits, 
ensuring relevance and easier stakeholder buy-
in.

Practice Tips:

• Regularly articulate these elements in 
discussions to internalize and perfect the 
communication of business change.

• Utilize visual aids like whiteboards or slides to 
map and share these concepts effectively.
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