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AGENCY TRACK 



2 #CENTRALDESKTOP 

Agenda 
 
 
 

•  The types of clients  
you deal with 

•  Change management 
strategies for various 
client/personality types 

 

•  Client type specific 
SocialBridge configurations 

 
 
 

Class 
First class!
 
 
Departure 
Santa Monica!
 
 
Arrival 
Cloud 9!
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IN THERAPY 

#CENTRALDESKTOP #CENTRALDESKTOP 
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Jon 
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The Bully 
 

Likes to berate and exhibit                   
complete control over agency                    
staff and their lives 
 
Micromanager 
 

Mm, yeah…you can’t                                  
get a single thing                                     
done without their                                  
fingerprints all over it 

The first step is admitting you  
have a problem 
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ROYAL PAINS 

#CENTRALDESKTOP #CENTRALDESKTOP 
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Michelle 
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Father Time 
 

“How many hours did that                                    
take?” Your work and process                                      
are only seen through this lens 
 
The Arsonist 
 

There’s always a                                       
Friday at 5pm fire drill                                     
just a phone call away 

Are you always such a  
pain in the ***? 
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TEETH PULLING 

#CENTRALDESKTOP 
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Victor 
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Ghost 
 

Here today, gone tomorrow                     
– this client can be impossible               
to reach, yet expects the world 
 
The Waffler 
 

Wishy-washy whichever                       
way the wind blows, they                  
want you to show them                          
what they’re looking for 

I’d rather be at the dentist  
right now 
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SOULMATES 

#CENTRALDESKTOP 
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Stephanie 
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Soulmate 
 

A true partner – you                                            
have ups and downs, but                                               
ultimately “get” each other 

 
The Unicorn 
 

A mystical creature, rarely seen         
in the wild – if you have this     
client, keep them at any cost 

Stuck on you… I’ve got this 
feeling deep down … 
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No client is an island 
You will encounter clients along your way that 
are a beautiful amalgamation of all the types 
we’ve just discussed…  
 

 •  Ghost 
•  The Waffler 
•  Soulmate 
•  The Unicorn 
 

•  The Bully 
•  Micromanager 
•  Father Time 
•  The Arsonist 
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The big picture 
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 “Getting over a painful experience is much like crossing monkey bars.  
  You have to let go at some point in order to move forward.” 
  
                                                 - C.S. Lewis 

#CENTRALDESKTOP 

CHANGE MANAGEMENT 101  
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“Change management is 
  a structured approach to  
  shifting and transitioning  
  individuals, teams, and 
  organizations from a  
  current state to a  
  desired future state.” 

#CENTRALDESKTOP 

What is change management? 
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Kurt Lewin, ‘Founder of Social Psychology’ 3-Stage Model of Change, 1951 

 

3-stage change: unfreeze and freeze 
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[  UNFREEZE  ]  
“The first stage is about 
  preparing ourselves, or 
  others, before the change 
  and ideally creative a 
  situation in which we 
  want the change.” 
	
  

3-stage change: unfreeze and freeze 
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3-stage change: unfreeze and freeze 
 

 
F O R C E   F I E L D   A N A L Y S I S 

 

R E S T R A I N I N G  
F O R C E S  

D R I V I N G  
F O R C E S  

P R E S E N T  
S T A T E  

 
OR 
 

D E S I R E D  
S T A T E  

#CENTRALDESKTOP 
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“Also called the “transition” 
stage, the second stage is 
central to identifying new 

behaviors, communicating 
these and, ultimately, 

adopting a new attitude 
    and culture.” 

 
	
  

3-stage change: unfreeze and freeze 
 

[  CHANGE  ]  
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“The final stage is about  
   the process of reaching a  
   level of internal stability  
   in which changes mold into  
   daily routine.” 
	
  

3-stage change: unfreeze and freeze 
 

[  FREEZE  ]  

#CENTRALDESKTOP 
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 “Change is inevitable - except from a vending machine.” 
 
          - Robert C. Gallagher 

CHANGE MANAGEMENT STRATEGIES  
 

#CENTRALDESKTOP 
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[  UNFREEZE  ]  

3-stage strategies: system plan 
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[  CHANGE  ]  

3-stage strategies: first steps 
 

#CENTRALDESKTOP 
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[  FREEZE  ]  

3-stage strategies: evidence stream 
 

#CENTRALDESKTOP 
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 “SocialBridge provides a platform to improve client communication 
 in a seamless fashion. You can turn bullies into unicorns.” 
 
                                                       - Us 

CLIENT PORTALS AND MORE… 
 

#CENTRALDESKTOP 
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Strike the right balance 
of contact and information 
 
Detailed records are key 
to defusing disagreements 
over scope or creative 
 
Insulate your creatives 
from any overbearing 
personalities or opinions 
 
 

IN THERAPY 
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Clearly set expectations and 
leverage tools that show 
effects of deviations 
 
Real-time scope creep is 
inevitable, centralize all 
commentary to do job right 
 
Detailed records will be on 
post-mortem conversations 
 
 

ROYAL PAINS 
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Maintain a steady stream 
of digestible updates to be 
quickly referenced 
 
Provide a balance of 
comparative options 
 
Impose some structure on 
their schedules for input 
and meetings 
 
 

TEETH PULLING 

#CENTRALDESKTOP 
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Encourage collaborative 
discussions around ideas 
and campaigns 
 
Use status updates and 
other low touch automated 
features to “K.I.T.” and 
avoid complacency  
 

SOULMATES 

#CENTRALDESKTOP 
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THANK YOU FOR  
FLYING WITH US. 
 
GET READY FOR 
YOUR NEXT 
ADVENTURE 
 
 
 

Darren Tarlow 
dtarlow@centraldesktop.com 
626 219 8139 
 

Katie Gaston 
kgaston@centraldesktop.com 
626 219 8119 
 


