Skills Development:  Overcoming Resistance to Change
Objective

To develop skills in effectively managing and overcoming employee resistance to change.

Scenario 1— Total Quality Management

Lewis Corporation is a major provider of wireless communication services based in Tiburon, California. It employs about 2,000 workers at its world headquarters and another 1,200 workers at various regional offices around the United States. Owing to concerns re​garding inefficiencies and ineffectiveness (e.g., poor quality) in administrative processes at the corporate office (e.g., customer service, order processing, etc.), senior management has decided to implement a “total quality management” (TQM) program. This new initiative will entail the implementation of fundamentally new ways of thinking and doing things, in​cluding (1) a process orientation, (2) identifying and tracking critical measures of success, (3) benchmarking, and (4) the use of data-based decision making.

When senior management sent out a brief memo to employees informing them of the new TQM program, the response was one of skepticism and frustration. Many employees felt that this was just another “management fad” that would pass quickly. Others felt that TQM was applicable only to manufacturing settings. One employee even commented that he thought TQM was a “Japanese management method” and therefore could not work in a very different culture such as that of the United States.

Scenario 2— Teamwork

Ogden Medical Products is a major manufacturer of medical diagnostic equipment used for performing computed axial tomographic (CAT) scans, ultrasounds, and blood analysis The product development process at the firm involves researchers, engineers and mar​keting professionals working independently to develop appropriate technologies and then to design products that use these technologies. This means that there tends to be little in​teraction between the three groups of individuals during the overall product development process

A recent internal evaluation of the firm’s operations revealed that the product devel​opment process was inefficient relative to other companies in the industry. Senior management has concluded that transitioning into a “team based organization” would help to enhance the efficiency and effectiveness of the product development process. However. the problem with this was that the researchers, engineers, and marketing people involved in the process were accustomed to working only with others in their area, they did not like the idea of having to work in “cross- functional teams ‘In addition, the work styles of the re​searchers, engineers, and marketers all differed from one another in fundamental ways. For example, while the concepts of “customers” and “markets” were critical to marketers, many engineers and researchers did not focus on them. Moreover, the marketers did not under​stand the technical aspects of the products as the researchers and engineers did.
Issues for Discussion:
1.
Develop an action plan for dealing with the employee resistance to change in the sce​nario you selected. Be sure to base your plan on the strategies for dealing with resis​tance to change.

2. 
What were the causes of the resistance to change in your scenario?

3.
What barriers to success would your action plan face in relation to the scenario? What could you do to overcome them?

