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In the previous Article, we discussed   Super Users as  a filter and 
channel for ideas and issues identified among peers  to correctly direct 

them up the Organization. However, not only the Super Users filter 
what goes from the organization to the Business Process Office, but 

also the other way around. 

Improvement and change requests can come from different levels of 

the Organization-- from strategic projects, or from careful analysis of 

complaints. All the changes ultimately reach the team performing the 
related task, and the way it gets there has an definite impact on its 

acceptance. 

The Super User is the one that participates in the improvement 

projects and helps to test the system. He/She is the one informed 
about the changes, the one who evaluates their impact on the team 

and decides, together with the manager, how to disseminate the 
information to the team. When the team is presented with a change, it 

should be presented in the most suitable format and have been 
“already tested” as much as possible. These factors when carried out 

will facilitate people’s acceptance of the change. [1]  

For that to happen there should be trust between the Manager, the 

Super User, and the team, because trust is a fundamental component 
of change management. When a change is proposed, the reaction of 

the people who are invited to accept and participate in it depends a 

great deal on the trust they have in the person proposing it. 

To create and share knowledge, trust and openness are fundamental, 

and even though the Process Owners make an effort to be open, 
communicative, and emphatic, they are frequently not well received in 

other departments. This occurs because often they are perceived as 
someone imposed on the department who will interfere rather than 

assist. Many people instinctively go on the defensive. There are variety 
of potential reactions, such as “Why do they want to interfere in our 

work?”, or “Surely this is less effective than what we were doing.”. The 
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Process Office may be seen as a department ina parallel world that 

sometimes comes up with seemingly “very good ideas”, but which, in 
fact, disturbs people’s work. [1]  

It is more likely that people will be open with colleagues with whom 
they work day-to-day than with someone who is appointed to a 

project. People are more accepting if the one proposing corrections 
and changes is someone living the same process – more likely they 

will trust that this person knows what he/she is talking about, and know 

“he/she would not propose extra work since he/she will also have to do 

it”. If the changes are proposed by an external party it naturally 
generates more resistance. 

Finally, I would like to reiterate of the qualities [2] that  should be 
considered when choosing a Super User in the first place, to make sure 

the person who assumes  this role has all the necessary qualities to 
make things happen. The Super User should be open to sharing 

knowledge and possess strong interpersonal skills, including well-
honed communication skills. Being a top-down channel is actually 

another element of the Super User’s coaching role—being responsible 
to imbue a process smindset:in each person on the team and adapting 

the message to each individual. 
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