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Management is faced with two
conflicting situations...

* How can we create an environment that allows
rational resistance?
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Rolling IT out!
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"| Cannot imagine arey condition that would cause
a ship to founder. Modern shipbuilding has gone
beyand that"

Capiain Aiwand £ shuth RALS Tianie
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The Navigational Guides

o Assess
 Anticipate
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Assessing the Organization

Leadership style

Use of and sharing of information
Decision-making styles
Performance standards/expectations
Consequences of failure
Communication patterns
Norms/behaviors

Stories, traditions, myths, heroes
Space/layout

Symbols
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EXISTEN y MATURITY HARVEST

YOUNG © 4007 s MATURE 1
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THE MERLIN FACTOR

from behind...”
Source: Smith, C.E. "The M%'%ﬁ‘.’rﬁﬁ? “
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Transition

— Lack of Clarity
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Navigational Guide

Creating the Blueprints...
The Plan
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Initial strategy development

» Top management support - Conditions for
success (including resources) have been
identified, committed to, and initiated

« Communication plan created for the
transformation

 Measurements for the change process and
outcome have been determined

 Strategy to create shared vision has been
developed
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Initial strategy development conta)

External expertise (use of consultants)
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Navigational Guide




your pen!
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Implementing the Plan
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Implementing ERP System” by Teau Hai Mi)
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Involving the Users

© 2007 Tim Klaus 24

12



Written Communications
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Presentations and Demonstrations
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Training

(Modify each of these based on branding)
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Training (cont'd)

« Sandbox (playtime) Database

— Mirrored classroom training database
. © 2007 Tim Kl 28
— Refreshed daily m
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Eisenhower
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A large boat moving its rudder and
slowly changing direction versus...
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“rapids of ariver, dodging obstacle

a lone whitewater kayaker might shoot the
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Why Understand User
Resistance?

* At the root of many enterprise software project

because of resistance

"We're a Limited Partnership.
© 2007 Tim K| We're limited by Allen's pessimism,
Elizabeth's abrasive personality, and
Dave's refusal to work weekends.”

Common Myths

 We don’t have to involve them

« We will figure it out as we go
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System Conversion Contexts

1 2 3
Voluntary $ [ * Electronic * Internet
Brainstorming Technologies
System to Support
Necessity of Teaching
Adoption 4 5 4
* Payroll System | * Inventory *# ERP System
* CAD system Management ¥ Customer
* Check Clearing System Relationship
Mandatory | System * Sales Analysis Manage ment
System System
Automate Informate Transform
Process Change
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Step People Avg. Interview | # of Single- | # of Words
Interviewed | Length spaced Pages
Expert Panel Focus > 1 hour 23 14,942
Group, CIO
In-depth Case Study of an | 22 47 minutes 242 135,200
ES Implementation
Semi-Structured 11 40 minutes 106 47,872
interviews at an airline
company and a cellular
company
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Results
Reasons for User Resistance

Construct Definition
Individual | Uncertainty User is unclear of the future
Issue Input User’s opinions are not considered
Control/Power User loses control or loss of recognition as the expert
Self-Efficacy Perceived lack of capability
System Issue | Technical Problems Problems with the system
Complexity System is complicated to use

Organizational
Issue

Facilitating Environment

Organizational culture is not conducive to the change

Communication

Communication to users is problematic

Training

Training does not meet organizational needs

Process Issue

Job/Job Skills Change

User’s job or job skill requirements changes

Workload

User is required to put forth additional effort

Lack of Fit

Process problem between the system and
organizational structure
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Results
User Resistance Behaviors

Overt< > Covert
(clearly expressed) (minimally expressed)
Active o Refusal to use system e Use shadow system
(t:jkes action) e Challenge system/plan e Tryto use old system
I e Hack at system ¢ Avoid system use
e Don’t follow process e Enterininfo
e Quit job/job change inappropriately
e Complaints ¢ Not Motivated
e Lower morale e Less Productive
e Defensive e Impatient
v e Turnover Intention e Not paying attention
Passive e Procrastinate
(inert) e Don’twant to learn
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Results
Management Strategies to Minimize User

Resistance
Construct Definition
Communication | Top-down Top management/implementation team
communication communicating to users
Listen to Feedback Management listening and responding to the
input of users
Education/Support | Provide Help/Support | Management offering assistance to users
Training Train the users at an appropriate time in a way
that is suitable for their needs
Incentives Suitable motivators for users to learn and use the
system
Direction/Planning | Clear Consistent Plan | Straightforward consistent strategies
Management Expertise | Management understanding of processes and
system
System Customizations | Customize the system to the processes in place

Rank Ordering of
Management Strategies

Z-Score

Concourse Statement

Management -0.805
Strategies

MGMT-Clear Plan

-0.680

MGMT-Expertise

-0.227

MGMT-Communication

-0.086

MGMT-Feedback

-0.039

MGMT-Training

0.453

MGMT-Customizations

0.531

MGMT-Provide Support

0.797

MGMT-Incentives
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» Serve others while staying focused on achieving results in
line with the organization's values and integrity.
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It’s not enough to say employees
need to change. Management also
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So, where do | come in?

 Better preparing managers and employees

© 2007 Tim Klaus 44

22



© 2007 Tim Klaus

45

© 2007 Tim Klaus

46

23



