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AN OVERLOOKED INDICATOR
DURING ORGANIZATIONAL CHANGE

Organizational
Stability

E X E C U T I V E  B R I E F



Whether through a merger, core conversion, significant technology investment, or other
strategic initiative, organizations commit substantial f inancial and human capital in
pursuit of future growth.

The transaction closes in a day. The realization of enterprise value unfolds over months
— sometimes years. Financial integration creates enterprise value on paper. Operational
execution determines whether that value is ultimately realized.

That value is earned—or diminished—through thousands of daily interactions between
employees and customers during the months that follow.

E N T E R P R I S E  V A L U E  I S  D E T E R M I N E D
L O N G  A F T E R  T H E  T R A N S A C T I O N  
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W H E R E  E N T E R P R I S E  V A L U E
B E G I N S  T O  E R O D E

During significant change, organizations naturally concentrate on milestones:

System conversions
Operational readiness
Regulatory compliance
Training completion
Financial integration

Each is essential .  Yet another question often receives less attention:

The challenge is that executive teams often recognize deteriorating performance only
after it has begun affecting the metrics they monitor most closely.

By then, recovery becomes significantly more diff icult .

The answer is reflected in dozens of seemingly small interactions:

Is guidance consistent regardless of branch or channel?
Are digital transitions intuitive?
Do employees communicate with confidence?
Are expectations aligned across legacy organizations?
Is trust strengthening—or quietly eroding?

None of these, by themselves, determines success.

Together, they shape whether enterprise value is preserved or slowly begins to diminish.

Are customers experiencing one organization — or two?



T R A D I T I O N A L  M E T R I C S  A R E
N E C E S S A R Y — B U T  I N C O M P L E T E
Financial institutions possess more
operational data than ever before.

Executives can readily monitor:

Deposits
Loan growth
Member satisfaction
Net Promoter Score
Financial performance

These remain essential measures.

However, they primarily describe
what has already happened .
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O R G A N I Z A T I O N A L  S T A B I L I T Y  M A Y  B E
A N  O V E R L O O K E D  I N D I C A T O R

Stabil ity is not the absence of change.

It is the organization's abil ity to execute consistently while change is occurring.

Organizations demonstrating strong stabil ity typically exhibit common characteristics:

Consistent execution across teams
Minimal variation across locations and channels
Employee confidence during change
Effective assimilation of work teams and culture
Growing customer trust
Leadership alignment around expectations

When stabil ity weakens, the earliest symptoms are seldom financial.

They appear as increasing variation, uncertainty, fr iction, and inconsistency
throughout the organization.

These are often the leading indicators of future business outcomes.

They rarely reveal the organizational
conditions producing tomorrow's
outcomes.

The question becomes:

What indicators tell  leadership whether the organization itself is becoming
stronger while it  is changing?

A PATTERN WORTH NOTICING
Strong overall experience measures can
mask meaningful variation underneath.

73 overall NPS
Major experience areas ranged from 54 to 90

82 overall NPS
Digital NPS was 66 and New Member NPS
moved from 86 →  69 over the first 90 days.

The implication: Strong headline
performance does not necessarily mean the
experience is equally strong—or equally
stable—throughout the organization.

Examples drawn from Support EXP client
research; institutions anonymized.



Q U E S T I O N S  W O R T H  A S K I N G

Rather than asking only whether a strategic initiative is completed, executive teams
might also ask:

How quickly can we detect instabil ity before financial measures begin to move?

Where is execution becoming inconsistent?

Which customer interactions are strengthening trust—and which are weakening it?

How do we distinguish normal adjustment from emerging organizational risk?

What signals should leadership monitor weekly during periods of significant
change?

Is the organization becoming more unified—or simply more integrated?
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What if  the earliest indicators of future organizational performance are already
visible 

C O N S I D E R  T H I S

         — not in financial reports, but in the everyday experiences of your customers
and employees?

If so, what should executive teams be watching differently?

Which areas appear operationally stable—but are quietly accumulating
execution risk?

These questions extend beyond mergers.

They apply equally to core conversions, digital transformation, organizational
restructuring, and sustained growth.



These observations are intended to stimulate executive discussion rather than
prescribe a single solution. 

As financial institutions continue navigating mergers, digital transformation, and
organizational change, understanding the earliest indicators of organizational
stabil ity may become one of leadership's greatest advantages.

Organizations have spent decades learning to measure financial performance. 

The next competitive advantage may be recognizing organizational instabil ity
before financial performance begins to reflect it .

C O N T I N U I N G  T H E  C O N V E R S A T I O N

Rhonda Sheets is Founder and CEO of Support EXP, where she has spent more than
two decades helping financial institutions understand the relationship between
customer behavior,  organizational execution, and strategic performance.

R h o n d a  S h e e t s
P r e s i d e n t  &  C E O ,  S u p p o r t  E X P
r s h e e t s @ s u p p o r t e x p . c o m  
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A  C L O S I N G  T H O U G H T
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I f  your organization is navigating significant change, I 'd welcome the opportunity
to compare observations and discuss how executive teams can recognize
organizational instabil ity earlier.
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