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Format
• Q&A at the end

• Submit questions and comments to “Panelists”

• Scheduled for 2:00p-3:30p

• Handout

• Recording



• Clean Transportation Program Director NC Clean 
Energy Technology Center at NC State University

• 8 years with NC State
• 30+ years experience including General Motors, 

Draper Lab and Great Lakes Pulp & Fibre in both 
engineering and business management roles

Rick Sapienza
resapienza@ncsu.edu
Phone: 919-515-2788



Human Nature to Resist Change

6

Have you tried brushing your teeth with the opposite 
hand or cross your arms opposite normal?

People are comfortable with what is known and 
familiar.

Anything different from the normal routine can be seen 
as a threat, causing stress and anxiety. 



Change Management

Organization

Individual
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Aimed at behaviors and attitudes to manage the 
people side of change.



Leadership for Change

Managing Change
Planning

Budgeting

Organizing

Correct personnel

Marketing

Measuring 

Problem Solving

Executing core activities well

Consistently producing reliable results

Leading Change

Establishing direction

Aligning individuals

Motivating

Inspiring

Uniting to achieve results 

Driving towards the future
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Adoption Curve for Sustainability
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De Caluwe’s Individual Change Curve
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Change Management Models
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Growing field w/ increasing application

Multiple disciplines

Several models being successfully applied
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Today’s Agenda

• What is Change Management?
• Understanding Resistance
• Tools, Tips and Techniques to Remove Resistance and 

Roadblocks
• Panel Q & A
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Change Is a Process

Where You Are 
Today

Where the Change 
Requires You to Be

Current
State

Transition
State

Future
State



Core Change Management Roles
Who does change management?
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Enabling versus Facing Roles
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Resistance 
Management

A comprehensive approach 
to managing resistance



© Prosci. All Rights Reserved. 19

And the Research Says
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You should expect resistance
and not be surprised by it.

Resistance is a natural
human reaction to change.

Understanding Resistance to Change

Do not underestimate the power of “comfort” with how things are today.
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Resistance Does Not Occur in a Vacuum
Personal Context Organizational Context

An employee’s professional 
career history and plans

History with change
• Successes, failures
• Flavor of the month

Change saturation and 
change capacity

An organization’s values
and culture

An employee’s personal
and family situation 

The degree that this change 
will affect them personally



© Prosci. All Rights Reserved. 22

The Top Reasons for Employee Resistance

Lack of Awareness of Why a Change is Needed1

Change Specific Resistance2

Change Saturation3

Fear4

Lack of Support From Management or Leadership5
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The Top Reasons for Manager Resistance

Organizational Culture1

Lack of Awareness and Knowledge About the Change2

Lack of Buy-in3

Misalignment of Project Goals and Personal Incentives4

Lack of Confidence in Their Own Ability to Manage the People Side of Change5
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Three Avenues for Resistance Management

Resistance
Prevention

1

Proactive Resistance
Management

2

Reactive Resistance
Management

3



10 Tactics
5 Tips
Checklist
Worksheet
Plan

Managing Resistance
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Top Ten Tactics for Managing Resistance

Listen and 
Understand 
Objections

1

A critical step any manager should take when 
creating desire to change is to listen. 

Listening can also help managers identify 
misunderstandings about the change. 

In many cases employees simply want to be 
heard and to voice their objections. 

Understanding these objections can often 
provide a clear path toward resolution. 
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Top Ten Tactics for Managing Resistance

Focus on the 
‘What’ and Let Go 

of the ‘How‘

2
This process transfers ownership of 
the solution to employees. 

For some types of changes, it is 
effective for managers to let go of the 
‘how’ and simply communicate ‘what’ 
needs to change (focus on outcomes). 

Employee involvement and 
ownership naturally builds desire 
to support the change. 



© Prosci. All Rights Reserved. 28

Top Ten Tactics for Managing Resistance

Remove 
Barriers

3

Barriers may relate to family, personal 
issues, physical limitations or money. 

Determine ways that the business may be 
able to address these barriers.

Fully understand the individual situation 
with this employee. What may appear to be 
resistance or objections to the change may 
be disguised barriers that the employee 
cannot see past. 

Identify the barriers clearly. 
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Top Ten Tactics for Managing Resistance

Provide Simple, 
Clear Choices and 

Consequences

4
Communicate in simple and clear terms 
what the choices and consequences are for 
each employee.

By providing simple and clear choices along 
with the consequences of those choices, you 
can put the ownership and control back into 
the hands of employees.

Managers can facilitate this process by being 
clear about the choices employees have 
during change. 

Building desire is ultimately about choice. 
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Top Ten Tactics for Managing Resistance

Create 
Hope

5

People will follow a leader who can 
create hope and whom they respect 
and trust. 

Managers can create desire to 
change by sharing their passion for 
change and by creating excitement 
and enthusiasm.

Many people will respond to the 
opportunity for a better future. 
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Top Ten Tactics for Managing Resistance

Show The Benefits 
in a Real and 
Tangible Way

6

For some employees seeing is believing. Demonstrate 
the benefits of change in a real and tangible way:

Share case studies

Invite guests to provide personal 
testimonials

Visibly demonstrate the success of pilot 
programs or trials
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Top Ten Tactics for Managing Resistance

Make a 
Personal Appeal

7
A personal appeal works best with 
honest, open relationships where there 
is a high degree of trust and respect. 

A personal appeal may sound like:

"I believe in this change."

"I would like your support."

"It is important to me."

"You would be helping me by 
making this change work."
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Top Ten Tactics for Managing Resistance

Convert the 
Strongest 
Dissenters

8

Managers can use special 
interventions to convert strong 
and vocal dissenters. 

They are often equally vocal in 
their support as they were in their 
resistance.

The strongest dissenters can 
become your strongest advocates. 
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Top Ten Tactics for Managing Resistance

Demonstrate 
Consequences

9

Use with caution and with the 
involvement of HR and legal.

Often removing a key individual
who is demonstrating resistance
to change sends a powerful signal 
to the organization as a whole.

The message is:
• They are serious about this change.

• Resistance will not be tolerated.

• The consequences for not moving ahead with 
the organization are real and severe.
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Top Ten Tactics for Managing Resistance

Provide
Incentives

10

• Offer a promotion to a position
they desire.

Use with mid-level or senior
managers who are critical to
the success of the change:
• Increase their compensation or create a 

bonus program such that they are 
directly rewarded for the successful 
completion of the change.
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• Do change management right the first time
• Expect resistance to change
• Address resistance formally
• Identify the root causes of resistance
• Engage the “right” resistance managers

5 Tips for Managing Resistance
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 Are you expecting and planning for resistance?
Have you identified where in the organization resistance to the change might come from?
Have you identified what resistance to the change might look like?
Have you identified potential risks to the project related to resistance?
Are you ready to diagnose the root causes of resistance?
Do you know the top reasons employees resist change?
Do you know the top reasons managers resist change?
Are you using an individual change management model to understand resistance?
Do you have a system in place to identify and react to resistance when it happens?
Have you prepared the people you need to respond to resistance?

Resistance Management Checklist
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Resistance Assessment Worksheet

Why do you think the change is 
happening?  For the current change 

underway, describe the business, 
customer, or competitor issues that 
you believe have created a need for 

change.

Do you support this change?  What 
factors affect your desire to 
change? Would you consider 

yourself in favor of the change, 
neutral towards the change or 

opposed to the change? 

Do you have the training you need?  
Identify the skills and knowledge 
that you believe are necessary to 

support the change. On a scale of 1 
to 5, how would you rate your 

current training on these skills and 
knowledge areas?

Are you having any difficulty 
implementing these skills and 

knowledge? If yes, in what areas?  
Considering the required skills and 

knowledge, how would you rate 
your ability to implement the 

changes?

Are you getting the support you 
need?  Is there adequate 

reinforcement and support for the 
change going forward? In what 
areas can we provide additional 

support or reinforcement?
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Creating a Resistance Plan



Panel QA
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Resources:
https://www.prosci.com/resources
https://www.prosci.com/solutions/tools-and-resources
Prosci You Tube

https://www.prosci.com/resources
https://www.prosci.com/solutions/tools-and-resources
https://www.youtube.com/channel/UCpROP3F4AOo2ixTuq5KQhBw
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Terrie Szucs, Senior Change Advisor, Prosci

Al Curtis, Director Fleet Management, Cobb County GA

Jim Hineson, General Maintenance Supervisor at Central Automotive Division, Port 

Authority NY NJ

Mark Stevens, Fleet Manager at the Department of Public Works, City of Sacramento CA

Kelly Reagan, Fleet Administrator, City of Columbus OH

Rocky Buoy, Fleet Manger, County of San Louis Obispo CA



Session #17: Change Management to Remove 
Resistance & Roadblocks

December 16, 2020


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Human Nature to Resist Change
	Change Management
	Leadership for Change
	Adoption Curve for Sustainability
	De Caluwe’s Individual Change Curve
	Change Management Models
	Sustainable Fleet Technology Conference Series: �Change Management to Remove Resistance & Roadblocks 
	Slide Number 13
	Change Is a Process
	Core Change Management Roles
	Slide Number 16
	Enabling versus Facing Roles
	Slide Number 18
	And the Research Says
	Understanding Resistance to Change
	Resistance Does Not Occur in a Vacuum
	The Top Reasons for Employee Resistance
	The Top Reasons for Manager Resistance
	Three Avenues for Resistance Management�
	10 Tactics�5 Tips�Checklist�Worksheet�Plan
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	Top Ten Tactics for Managing Resistance
	5 Tips for Managing Resistance
	Resistance Management Checklist
	Resistance Assessment Worksheet�
	Creating a Resistance Plan
	Panel QA
	Slide Number 41
	Slide Number 42
	Slide Number 43

