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Managing People Through Change 

 

Why 
Implementation of process improvement involves change. These changes can be made by the business 
in terms of strategy (i.e. Six Sigma is the vehicle for change), by improving a process (the actual 
improvement project) and by changing the culture or behaviour of individuals or organisation. Assuming 
the former 2 are in place at this stage, active management of the latter element of change is essential in 
gaining implementation success. 
 
In seeking to change culture we must attempt to understand why people resist change. 

• They don’t see the problem 

• They see the problem but don’t see the solution 

• They see the problem but don’t agree with the solution 

• They see the problem but resist the solution because they didn’t think of it 

• They see the problem and the solution but are afraid of the consequences of the solution 

• They don’t care - or think they don’t 

 

What 
Resistance to change is natural and necessary because: 

• It is a natural part of change and protects people from ‘harm’. 
• It offers an opportunity to capture people’s real concerns. 
• It can reflect better thinking in allowing a deeper and richer dialogue, and better results. 
• It helps build deeper relationships through winning trust by facilitating people through difficult 

times. 
 
If you think you know how people are feeling, you’re probably wrong.  So what you have to do is ask 
them. Now when you do that, you’re going to find out things you don’t want to hear, but you get some 
pleasant surprises too.  Whatever you get is a better basis for working through the change than just 
guessing. 
 
It needs to be recognised that people go through an emotional cycle during change.  They can react 
positively or negatively, and need to be supported differently depending on where they are on the cycle. 
 


