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Background:

I surveyed the members of my technical support team for this activity. I sent ten surveys, including myself (CH) as the eleventh participant. I received seven responses, my own information being the eighth response. 

SL is the group director; EJ and CH are managers in the group. All others are student staff members with CL and JR acting as team leads under CH and JQ acting as a programmer under EJ. JP and JB are the most junior members reporting to CH and supervised by JR and CL.  
Analysis: 

From the Scatter Diagram, we might conclude that CH is an opinion leader since she has most contacts and acts as a bridge to the isolated members and among the subgroups. In fact, she is a good point of entry into the community, but is not the strongest opinion leader. CH is not of the same age or status as the student staff; thus she is in the center of the activity, but is socially on external to the core group. 
The functional opinion leaders are CL, JR and JQ since they have the most contact with most of the other members. It is true that these members are homogenous in that they are in the same status, age and physical proximity to one another. These members are also moderately innovative within the community: not seen strictly as “traditional”, but having enough innovative knowledge balanced with successful implementations, they are respected in the network as opinion leaders. They are also extremely accessible to one another and the entire user community throughout the work day. Functionally, they are a conduit of information within the group, and in fact have their “fingers on the pulse” of most activities in the environment. These staff are the biggest sub-group within the technical support organization.
The “helpdesk” staff consists of manager CH and staff CL, JR, JP and JB. The administrators group consists of manager EJ and staff JQ and JF, who did not respond. These are the core support teams within the technical support group. These subgroups are connected primarily by CH, since she is the request queue monitor and sees all help and service requests first among in the group.

The most isolated member is the director, SL. In fact, SL depends on input from his managers for recommendations about innovations. 

Overall, how easy will it be for a change agent to use the communication channels in the organization?
The communication channels are well established in this community: there is frequent and interconnected communications among the members. A closer look reveals that this group uses email communications and a queue system extensively to convey and document information. Much of these electronic communications are broadcast throughout the group, so that a certain amount of ancillary communication occurs even when there is no direct communication. 


A change agent would have an easy time disseminating information into this group, if he/she did not make the assumption that the director is the correct insertion point. Beginning with CL, JR and JQ would be essential. These members have the most contact with their community, and have direct and consistent contact with their manager, CH. A change agent should also make contact with CH, since she has the position of bridge to the director (decision maker) and subgroups.

Since JQ is the staff of EJ, and since EJ has communication with most of the other student staff as well as a bridge to the director, it would be optimally effective for a change agent to contact EJ, as well. The role EJ (admin) plays is quiet different from that of CH (helpdesk), but the integration of administrative tasks with helpdesk tasks requires that there be consensus among subgroups. This is most likely to occur if JQ and EJ are contacted by the change agent in tandem with JR, CL and CH.
