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Hot Topic: Managing Resistance

Resistance:

an act or 
instance of 
opposing
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The Nature of Resistance

Do not underestimate the power of ‘comfort’ with how things are today.

Resistance is a natural
reaction to change.

The goal is to mitigate, not 
eliminate all resistance.

Many are surprised by 
resistance to change; 

expect it and plan for it.

When managed properly, resistance can be constructive and improve change outcomes. 

© Prosci. All Rights Reserved. 44© Prosci. All Rights Reserved.

Advice for new practitioners
Agile
Aligning CM with other disciplines
Biggest obstacles
Change agent networks
Communications
Complementary roles
Complex change

Largest body of knowledge 
on change management

Culture
Engagement
Global awareness
Greatest contributors
Integrating CM and PM
Job roles and locations
Justifying CM
Manager role

Measurement and metrics
Methodology
Organizational change capability
Readiness
Reinforcement
Resistance management
Resources and budgets
Saturation and portfolio management

Topics Studied

Sponsorship
Sustainment
Team member attributes
Training
Trends in CM
Vertical industry customization

Prosci, at Its Core, Is a Research Organization
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Types of Resistance Analyzed in Resistance Management Study

Disengaged

quiet, indifference, apathy, 
low morale,

ignoring communications

Negativity

miscommunication, objections, 
complaining, sarcasm, 

rumors/gossip, focus on problems

Avoidance

ignore the change, workarounds, 
revert to old behaviors, 
abdicate responsibilities

Emotional

fear, loss, sadness, anger, 
anxiety, frustration, depression, 

focus on self

Work impact

reduced productivity/efficiency, 
non-compliance, absenteeism, 

mistakes

Controlling

asking lots of questions, 
influencing outcomes, defending 

current state, using status

Building barriers

excuses, counter-approaches, 
recruit dissenters, secrecy, 

breakdown in trust

Acting out

conflict, over-bearing, arguments, 
passive-aggressive, sabotage, 
aggressive, celebrate failure

81 79 75 73

54 53 52

42
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Root Cause 
Consider the 
Context

Personal Context
Organizational 

Context

An employee’s professional 
career history and plans

Historywith 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
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Successful Change Requires Both Technical and People Sides

“Technical” does not just 
mean ‘technological’

“Technical side” 
executed by

project management 
discipline

“People side” 
executed by

change management 
discipline
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Current Transition Future

“I know how 
things are done 

today”

“I’ve been successful”

“I’ve spent a lot of 
time learning what 

we do”

“I don’t know how 
things will look 

when we get done”

“I’m not sure if I’ll be 
successful after the 

change”

“The unknown is 
scary”

“Things might get worse 
before they get better”

“We may shift 
direction before we 
are even done”

“I don’t have the time 
to learn something 

new”

The 
Conversations 
You Might Hear

Technical Side

“The change, as it is designed, will not deliver the outcomes or objectives”

People Side
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Identify Potential Risks to the Project Related to Resistance
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• Project delays
• Outcomes or objectives 
not achieved

• Lower return on investment (ROI)
• Project abandoned
• Productivity declines
• Absenteeism
• Loss of valued employees
• Extra costs
• Inefficiencies
• History of failed change 
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Avenues of Resistance Management

1

Resistance Prevention

Planning for, addressing 
or eliminating resistance
by effectively applying 
change management

2

Resistance Response

Developing effective 
responses when 

resistance becomes 
enduring or persistent

© Prosci. All Rights Reserved.
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Avenues of Resistance Management

1

Resistance Prevention

Planning for, addressing 
or eliminating resistance
by effectively applying 
change management

2

Resistance Response

Developing effective 
responses when 

resistance becomes 
enduring or persistent
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Resistance Prevention – Apply Change Management

Resistance
Prevention

1 The application of a
structured process and set

of tools for leading the people 
side of change to achieve

a desired outcome

What do we
call this?

Apply change management at the
onset of every project or change,

and do it effectively!
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The Prosci Methodology is an Enabling Framework for 
Managing the People Side of Change

Helping individuals through ADKAR
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Prosci 3‐Phase Process Plain Language Questions
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Anticipate & Respond to Resistance

Impacted Group
ADKAR Barrier

Anticipated Resistance

Approach to Manage 
Resistance

By Person 
or Group

Organizational Level
Why They Resist Change

Root Causes

Approach to Manage Resistance

By Level

Organizational 
Attributes

Risk Assessment

Org 
Attributes
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The Change
• Finesta is consolidating offices in Chicago 

to a single location as part of a Global Real 
Estate Optimization (GREO) project

• The office move involves a transition to a 
permanent hybrid work environment

• You lead a team of 10 client services 
associates on a single ‘pod’ (4 pods)

• Some of your team will remain remote and 
some will return to in‐office work (between
50%‐100%)

Finesta Financial LLC (Finesta) is a 
fictional company used by Prosci as 
a sample company. 

© Prosci. All Rights Reserved.

• Finesta Financial is a financial 
services firm founded in 2000 
with offices in Chicago (HQ), 
London, Hong Kong and Sydney

Resistance Case Study
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AwarenessA

DesireD

KnowledgeK

AbilityA

Reinforcement®R

ADKAR to Identify Types of Resistance Anticipated or Observed

Barrier Point: the first ADKAR element 
that is insufficient and impedes progress. 

“Neutral” is a barrier.
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Resistance Management Plan: By Person 
or Group (Function, Role, Location)
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You Are the Primary Resistance Manager for Your Team

Communicator

Liaison

Advocate

Resistance Manager

Coach

Each of the CLARC Roles Drives Individual Change Through ADKAR

A D K A R

Answer why, 
why now, what 
if, my impact

Results and 
feedback

Celebrate 
and sustain

Identify and 
address root 

causes

Demonstrate 
commitment

Support 
“know how”

Support 
execution
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Research Findings

Top reasons for employee resistance

1. Lack of awareness of the reason for the change

2. Change in role

3. Fear

4. Lack of support from and trust in management
or leadership

5. Lack of inclusion in the change

47%
Reported that over half of the 
employee resistance they 
experienced was avoidable 

Top reasons for manager resistance
1. Organizational culture

2. Lack of awareness and knowledge about the change

3. Lack of buy‐in

4. Misalignment of project goals and personal incentives

5. Lack of confidence in their ability to manage 
the people side of change

51%
Reported that over half of the 
manager resistance they 
experienced was avoidable 

© 2020 Prosci Inc., Best Practices in Change Management
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The Manager’s Challenge

A RAK

A

R

A

K

DD
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Engaging in a particular 
change yourself

Effectively leading your 
teams through change 

(CLARC roles)
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Resistance Management Plan: By Level
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• Risk will drive how to customize and scale your plans

• Start with the assessments to establish the size (horizontal axis) 
and readiness (vertical axis)

Scale Your Resistance Management Effort: By Risk Profile

Change Characteristics 
Assessment

Organizational Attributes 
Assessment

Size of the Change Organization’s Readiness
for the Change

Change 
Resistant

Change 
Ready

Medium risk High risk

Low risk Medium risk

Small, 
Incremental

Large, 
Disruptive

O
rg
an

iz
at
io
n
al
 A
tt
ri
b
u
te
s

Change Characteristics

Risk Grid

14 42 70

42

70
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Anticipate & Respond to Resistance

Impacted Group
ADKAR Barrier

Anticipated Resistance

Approach to Manage 
Resistance

By Group

Organizational Level
Why They Resist Change

Root Causes

Approach to Manage Resistance

By Level

Organizational 
Attributes

Risk Assessment

Org 
Attributes
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Avenues of Resistance Management

1

Resistance Prevention

Planning for, addressing 
or eliminating resistance
by effectively applying 
change management

2

Resistance Response

Developing effective 
responses when 

resistance becomes 
enduring or persistent
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Reactive Resistance Management – Tactics to Address

Reactive
Resistance 
Management

2
A set of tactics that can be

used when resistance becomes 
enduring or persistent.

How do we react
when resistance does 

begin to occur?

Resistance is a natural
reaction to change!
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Prosci Managing Resistance Resources

Summary 
Checklist

Webinar 
Handout

https://www.prosci.com

Your global partner for change success

Headquarters
solutions@prosci.com

+1 970 203 9332

Canada Office
info_can@prosci.com

+1 902 826 9090

Australia and NZ Office
info.anz@prosci.com

+61 2 9810 6264

Mexico Office
contacto.latam@prosci.com

+52 55 1107 6758

Chile Office
contacto.latam@prosci.com

+56 9 7384 3330

Spain Office
contacto.iberia@prosci.com

+34 9 1286 6872
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