[image: image1.emf]
RESISTANCE MANAGEMENT GUIDE

Getting the wagons to Oregon

without the passengers is no achievement.

Keeping everyone in high spirits up to the moment

they perish in the desert is not success.

-J. S. Ninomiya
1. Surface it…ask for it, say why you want it, say what you’ll do with it.
2. Listen…acknowledge it.  This is not the time to sell, to reason, to defend, to tell them how to feel, or to tell them that you know how they feel.
3. Pinpoint the Source…what is it?
a. Is it about the “what” or the “how?”
b. Understanding, agreement, self-interest, habit/comfort?
c. Is it new stuff or is it old stuff?
d. What’s ending or being lost?  Acknowledge and validate the ending/loss (“mourning”).
4. Name that Resistance…put it in words.
a. State, in a neutral, non-punishing way, the form it’s taking.
b. Get a response to your statement.
c. Problem solving (e.g., do:  more, less, same, something different, change).
d. Next steps.

5. Call for Action…Help them take responsibility for the parts they control.

a. Obtain commitment to specific performance goals in a specified time frame.

b. Verify agreements and understanding – are expectations clear?

c. Was action taken?  Was reinforcement provided?

d. New concerns?  Repeat the process.
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