
Spotting and addressing resistance to change 
Objective
This document aims to provide guidelines for how to spot and address resistance to change among facility and district staff during implementation of the data quality and data use interventions.
Reason
Resistance to change is very common; it is important to address it to improve the chances for success of any change initiative as new tools and processes are introduced. Implementers need to be equipped to accurately spot resistance, view resistance as a natural part of the change process, and be prepared to address it. Resistance to change should be managed in an open and nonthreatening way to improve the chance of success.
	Identifying resistance
	How resistance may look at the facility or district level

	Understand what causes resistance
 
	· Not knowing why the change is being made.
· Not knowing how the change will impact a person’s current role.
· Past experiences with change initiatives may have been unsatisfactory.
· No tangible support from district or regional supervisors. 

· Fear of internal transfer to a different clinical service or external transfer to another facility.
· Seeing the change initiative as just another project that will end and that is not officially sanctioned.
· Perception that supervisors and coworkers are not competent enough to handle the change.
· Feeling of authority or control being lost.
· Feeling that status or social standing is being lowered or lost.
· Low confidence in the ability to learn new skills.
· Feeling of being overloaded with work.
· Disliking or not trusting the change implementers.
· Feeling that family/personal time or “free” time is being lost.
· Initiative is seen as not being worthy of the extra effort. 

	Know how resistance is communicated (verbally or nonverbally)
	· Generating false reports.
· Entering inaccurate data.
· Pilfering devices such as tablets.
· Destroying equipment/engaging in sabotage.
· Being sarcastic and controversial.
· Being overly critical without providing possible solutions.
· Spreading rumors.
· Deliberately missing work.
· Performing poor-quality work.
· Refusing to work or learn.

	Addressing resistance
	Information and/or action

	Communicate using personal narratives and storylines
	· Communication should be kept simple and honest. Let the health workers feel free to share their concerns and successes. 

· Focus on communicating the impact of the work and how it will affect real lives and real health outcomes. The data are just means to a greater end.

	Communicate the vision
	In line with the guidance above, communicate the vision by addressing the following:
· This is important because…


· You will know you are successful when…


· The effort that is needed from you is…


· Our contribution to the process is….

	Answer the question “What’s in it for me?” for the health workers at every visit to the facility
	· Every health worker needs to feel that there are benefits that are of significance to them in order for them to fully engage with the change. Potential benefits include professional development, improved performance, less time spent entering data and writing reports, etc.

	Communicate accountabilities 
	· District staff will monitor performance and provide support and retraining if necessary.

	Engaging support
	Information and/or action

	Engage higher-level staff to help address resistance to change
	· If all efforts to manage resistance fail, contact supervisors and discuss how they can help to address the situation. Ideally, this would be a supervisor who fully supports the initiative.


Additional notes
· Make sure individuals have the opportunity to seek clarification on grey areas. This will help everyone to have the same information across the board to help identify ways to deter resistance. 
· Use the change readiness assessment results to identify potential resisters, and brainstorm on creative ways to address that individual’s resistance. 
· Identify and build champions throughout the process so they can help to deter resistance. 
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