Responding to Resistance Checklist

Purpose/Definition: Resistance to change is common, even if the outcome is desired.  This tool helps to address the emotional issues related to change.  Used to address the issues of resistance that may surface during implementation of your project.  Useful when resistance to change prevents implementation of solutions and/or when you need broader buy-in than initially anticipated to accomplish the change.  Helpful in the Analyze, Improve and Control phases.

Instructions:  To use as a template, please save a copy by clicking on the save icon.

1. Anticipate resistance and potential responses.

2. Complete form based on your specific project.

a. Identify the type of resistance 

b. Identify the type of response to use

c. Try the response

d. Re-assess the resistance after use of the response

e. Repeat as needed

	Type of Resistance
	Responses 

	Surprise (shock, disbelief)

· Surprise my be the result of avoidance on the stakeholder’s part and/or insufficient communication

· “We didn’t see it coming…”

· “What did we do wrong…”
	· Avoid becoming defensive

· Listen and learn

· Explain the purpose

· Use facts without selling

· Take the lead on content

· Describe improved state (create a vision and/or picture of the changed state)

	Apprehension of the unknown (fear, worry)

· “What about my job?”

· “Am I going to be moved?”

· “What about my pay?”

· “Will I be trained?”

· “Who will I be working with?”
	· Listen and learn

· Identify what is in it for me?

· Avoid unnecessary actions

· Communicate step-by-step

· Outline the communication process

· Don’t make false promises

	Skepticism 
· “When we did something like this before it wasn’t better.”

· “I don’t see how this will accomplish what you want.”
	· Listen and learn

· Speak to the benefits

· Demonstrate the urgency

	Cynicism

· “It won’t work”

· “Yes, but…”

· “This is really about…”

· “It can’t be done”
	· Listen

· Avoid arguing

· Request neutrality

	Complacency

· “It works okay now”

· “What’s the big rush”

· “We’ve always done it this way”
	· Listen and learn

· Demonstrate the urgency

· Speak to the benefits

· Avoid indictment of the past

· Status quo not an option in every changing business/health care environment
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