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Change is often messy,
inconvenient, unsettling, awk -
ward and yet necessary. 

Our brains are hardwired to resist
change and maintain the status quo.
Stability and security are considered
fundamental physiological needs
according to Abraham Maslow’s
hierarchy, so why would we expect

everyone to hang out the flags when we introduce major
change?

When we are the instigators of change we tend to see
mainly the advantages. When we are the recipients we tend
to see the loss – loss of stability, social structure, knowledge
and experience, our comfort zone is well and truly shaken.

Here’s some food for thought when dealing with
resistance to change:

Well in anticipation of resistance, plan how you 
will communicate, involve and support people. Using 
the simple 4MAT system from Bernice McCarthy,
(www.aboutlearning.com) consider the WHY, WHAT,
HOW, and WHAT IF of the change.

WHY, WHAT, HOW, AND WHAT IF OF CHANGE

WHY is the change necessary?

Be as open and transparent as you can about the drivers
both from a positive perspective ie, the benefits this will
bring and also the consequences of staying ‘stuck’. This way
you are reaching people who are motivated from either end
of the pleasure/pain motivation continuum.

Change will be easier to effect if you already have a clear
mission and vision in place that your people believe in and
that you can tie the change into.

WHAT are the objectives and outcomes of the
change?

What are the key goals and what will people be
experiencing differently once they have gone through the
process (pain)? What are the key milestones and how will
each be celebrated? Expect a drop in productivity, factor this
into your plans as it is a high probability.

RReessiissttaannccee  ttoo  cchhaannggee
––  aa  ccoonnssiiddeerreedd

aapppprrooaacchh
CCllaarree  EEddwwaarrddss,,   PPrr iinncciippaall  ooff   CChhaannggeewwoorrkkss

http://www.aboutlearning.com
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Often we forget to communicate one of the most

important aspects – what is NOT changing. Helping people
see what is still a constant and stable influence will
immediately help them to feel a little more secure.

HOW will the change take place?

How will people be involved and what level of influence
can they have on the approach taken? How will this impact
their day to day operations, how do they communicate with
their stakeholders about the change and how will they be
supported through it? Who will you choose as your change
champions to support those who need it?

WHAT IF?

This is where we anticipate all the questions we might
possibly be asked about the change, for example, what if a
key stakeholder leaves? What if we run out of budget or a
major threat impacts us from out of the blue?

If communicating in a ‘live’ situation, this is the main
interactive section where people are encouraged to ask
questions and share concerns. Emotionally intelligent
leadership is key here as the bulldozing ‘raze and rebuild’
method leaves many casualties!

Much of this I am sure you already do. You may, though
want to focus on an area that you could further improve on
and develop.

In the Change Curve diagram, Emotional Response is
also directly linked to productivity

WHEN THERE’S RESISTANCE

Consider using the same method of enquiry when dealing
with resistance as is used for communicating change:

WHY might these people be resisting?

Enquiring as to their concerns and fears requires active
listening and empathetic communication.

Acknowledge, paraphrase, summarise and ask them what
it is they need to better understand and cope with the
change.

WHAT is it that they need to help them through?

What information, support, clarification or maybe even
challenge do they need to help them get more comfortable
with the change or rise to the challenge?

HOW can you make life easier for them?

How can they become more involved, will they buddy
with a change champion?

How can they develop their self awareness around change
and understand that their initial reactions are normal?

How can we help move them along the change curve? 

WHAT IF……ask, listen, empathise, respond.

HELP PEOPLE TO BUILD THEIR EMOTIONAL
RESILIENCE SKILLS

Deal with change more effectively both in their work and
personal lives. In ‘Thriving in change through building
resilience’ workshops, people can be helped to see how they
have successfully dealt with change in the past, develop the
ability to respond versus react and learn the skills of
optimism and reframing.

For larger organisations, partner with highly qualified
associates skilled and experienced in facilitating and
enabling change.

FOCUS ON PEOPLE’S STRENGTHS

What is it that people do well that you can tie into the
change program? Everyone is good at something and being
able to achieve and develop in some way will help people
progress through the change curve. 

PERSONALITY TYPES

Different personality types deal with change in different
ways. Use a personality discovery workshop as part of your
‘thriving in change’ program because it helps people
understand what their core needs and values are and why
they have the response to change that they have. Then go on
to help them find coping mechanisms specifically geared to
their personality preference. Both Aus Identities and Team
Management Systems might be used, but use either one
according to specific needs.

For some, change is like death and the response some
people have can be likened to grieving. It’s likely not
everyone will ‘get on and stay on the bus’ from an
acceptance and attitude perspective. When we’ve done all
we can to educate, inform, involve and support; for those
who don’t want to or can’t join in the new journey,
sometimes hard decisions need to be made. This is of
particular importance if we keep employees who are making
the working environment toxic.

SUMMARY 

Whilst we all acknowledge that the human side of change
is essential for success, investment in helping people cope
better with or even thrive in change is still often ad-hoc and
sporadic.

We can plan the most efficient new systems, watertight
policies and innumerable organisational changes but unless
we take our people with us on the journey, the gap between
expectation and reality will always be an expensive and
messy challenge that keeps rearing its ugly head.

More information request Edwards 0411 to
progbus@pbinstitute.net

Have your product advertised
throughout Australia, New Zealand and

other overseas countries.
Very competitive rates.

Contact progbus@pbinstitute.net

mailto:progbus@pbinstitute.net
mailto:progbus@pbinstitute.net
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The World trusts Minitab for the right tools.
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CONSULTING & AUDITING
The Queensland Business Improvement Centre’s team of consultants and business coaches have

assisted many entities to improve their business. We access a wide range of experienced professionals
in a wide range of activities.

Contact:
Queensland Business Improvement Centre

Phone: 07 3816 2255 Email: info@aoq.org.au
www.aoq.org.au

Business Process
Management

• Business process modelling
• Business process re-engineering
• Performance Measurement
• Auditing
• Customer Relationship Management

For further consulting activities, go to www.aoq.org.au/pdf/ConsultingExpertise.pdf

Strategic Management
• Governance
• Balanced Scorecard
• Integrated planning

- strategic
- business
- operational 

• Lean Six Sigma
• Continuity Management
• Risk Management
• Knowledge Management
• Customer Service

Compliance Management
• Integrated business management systems

- Quality ISO 9001
- Electrical Safety Act (Qld)
- Environment ISO 14001
- HACCP
- WH&S - AS4804
- Customer service
- Privacy 
- Aged Care
- Risk Management

Energy Management
• Conservation Auditing
• Cost Reduction Strategies
• Metering Services
• Efficiency Strategies

mailto:info@aoq.org.au
http://www.aoq.org.au
http://www.aoq.org.au/pdf/ConsultingExpertise.pdf
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The Queensland Quality Centre 
timely and effective training at your site or ours

SYSTEMS AUDITOR TRAINING
www.aoq.org.au/AuditorTrain.htm
16-17 May 2011
Becoming a Skilled OHS Management Systems Auditor
RABQSA Competency Unit OH
6 June 2011
Introducing Quality Management Systems – 
the practical approach to ISO9001
6-9 June 2011
Quality Management Systems Auditor. RABQSA
Competency Units QM, AU and TL
7-8 June 2011
Becoming a Skilled Internal Auditor. RABQSA
Competency Units AU and TL
6-10 June 2011
Becoming a Skilled Environmental Management
Systems Auditor. RABQSA Competency Units QM, AU,
EM and TL
9-10 June 2011
Becoming a Skilled Environmental Management
Systems Auditor. RABQSA Competency Units EM (for
those with prerequisites)
TBA
QM Systems for Managers – half day course
LEAN SIX SIGMA TRAINING
www.aoq.org.au/LeanSixSSTrain.htm
Brisbane 16-18 May 2011
Melbourne TBA
Sydney TBA
White, Yellow, Green and Black Belt Training

The Aerospace Division was formed to:
• promote and contribute to the science and practice of

quality management and business improvement in any of
its forms in the Aerospace industry; 

• recognise and to advance the status of the natural persons
engaged in the Aerospace industry; 

• disseminate knowledge of the science and practice of
quality management and business improvement in the
Aerospace industry; 

• initiate, conduct, supervise, and assist in research and
investigations into the science and practice of quality
management and business improvement in the Aerospace
industry;

• participate in and contribute to industry Benchmarking;
• foster integration between organisational interfaces.

The Division conducts member activities (details available at
www.aoq.org.au/aerospace.htm).

A Division is a grouping of individuals with like interests.
Divisions operate nationally with committee members from
various states.

To join the Aerospace Division download a Membership
Application Form at www.aoq.org.au/PDF/Membership-
Application.pdf

TRAINING
COURSES/CERTIFICATIONS - 
American Society for Quality Certificates
• CQA  • CQM • CQE • CQT • CITE • RCE
New Zealand Organisation for Quality
• CQA via Distance Learning
CONFERENCES
TBA 2011
AgedCare (www.pbinstitute.net/AgedCare2011.htm)
August 2011
Energy Summit 2011
(www.pbinstitute.net/EnergySummit2011.htm)
27-28 July 2011
LeanSixSigma 2011
(www.pbinstitue.net/LeanSixSigma2011.htm)

Our Training Partners
AUDITOR
TRAINING
CENTRE

NZOQ

Contact:
Queensland Quality Centre

Phone: 07 3816 2255 Email: aoq@aoq.org.au
www.aoq.org.au

http://www.aoq.org.au/AuditorTrain.htm
http://www.aoq.org.au/LeanSixSSTrain.htm
http://www.aoq.org.au/aerospace.htm
http://www.aoq.org.au/PDF/Membership-Application.pdf
http://www.aoq.org.au/PDF/Membership-Application.pdf
http://www.pbinstitute.net/AgedCare2011.htm
http://www.pbinstitute.net/EnergySummit2011.htm
http://www.pbinstitue.net/LeanSixSigma2011.htm
mailto:aoq@aoq.org.au
http://www.aoq.org.au


Register for any 
quality management or 
business improvement 
training course before 
31 May 2011 and receive 
10% off* the course price when 
you quote the promotional code BPE11.

READER DISCOUNTSAVE  10%

Go beyond  

CONTACT US NOW!
Visit: www.saiglobal.com/training
Call: 1300 727 444
Email: training@saiglobal.com

ACHIEVE QUALITY EXCELLENCE WITHIN 
YOUR MANAGEMENT SYSTEM TODAY!

Discover how SAI Global can help you to  
enhance your products, services and processes 
with training across Quality Management and 
Business Improvement.

Our best-selling Quality Management training 
programs include:

 BSB51607 Diploma of Quality Auditing (9-10 Days)
 Demystifying ISO 9001 (1 Day)
  Internal Auditor Training  (2 Days) 
now also available online! 

 Lead Auditor in Quality Management Systems (5 Days)

SUSTAINABILITY
EFFECTIVENESS

EFFICIENCY
QUALITY

If your QMS has met the ISO 9001:2008 Standard,  
our Business Improvement training programs will take  
you one step closer to achieving Quality Excellence!
 Process Mapping  (2 Days)
 Six Sigma Green Belt – Incorporating Lean (5 Days)

SAI Global also offer training across Occupational Health & Safety, 
Environmental Management, Food Safety & Security, IT Governance, 
Risk Management & Compliance and Professional Development.

*For terms and conditions visit www.saiglobal.com/BPE11

Take your QMS to the next level and aspire to achieve Quality Excellence! 
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Energy Summit
2011

Date 23 August 2011

HOST
Energy Division

THEME
21st Century Energy Efficiencies Today

LOCATION
Bond University, Gold Coast, Queensland

Online registrations
www.pbinstitute.net/EnergySummit2011.htm

or telephone +61 7 3816 2255
or email info@pbinstitute.net

ENERGY CONSERVATIO
N

 AU
D

IT

Aged CAre 2011
Theme

Optimising Knowledge Transfer Through 

effective Management Systems

STreamS
Quality Management in Aged Care:

Allied Health Services-Removing Road Blocks
Responsibility of Aged Care Facility to the Consumer

DaTe
TBa

locaTion
Griffith South Bank Graduate centre, Brisbane, Queensland

co-hoSTS
aged care Division

Griffith Business School, Griffith University

For more inFormaTion
Telephone: 07 3816 2255
email: info@aoq.org.au

www.pbinstitute.net/agedcare2011.htm

To join the aged care Division go to www.aoq.org.au/PDF/membership-application.pdf

http://www.pbinstitute.net/EnergySummit2011.htm
mailto:info@pbinstitute.net
mailto:info@aoq.org.au
http://www.pbinstitute.net/agedcare2011.htm
http://www.aoq.org.au/PDF/membership-application.pdf


EventsCalendar@www.continuity.net.au

mailto:EventsCalendar@www.continuity.net.au



