
Strategy for Change 

Management 
Why is change so &%$#@*%  hard? 
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Why I care about this 

ÅIôm a big Learning Nerd. 

ÅI try to help people do the right thing (whatever that is).  

ÅDual background in Instructional Design and UX (but 

we called it HCI then).  

ÅPerpetually fascinated by when people  know the right 

thing to do, but donôt do it. 
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 A Few Disclaimers 

ÅItôs not magic (though I wish it was). 

 

ÅI canôt fix the entire culture of your company (and that 

probably shouldnôt be your goal). 

 

ÅThe words ñfastò and ñchangeò are frequently 

oxymoronic. 
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Meet Linn 

Å Linn followed his old boss to a new 
company.  His boss just got hired as the 
Director of User Experience for a company 
that makes medical record software. 

Å The company has never had actual UX 
designers before.  Previously the software 
was designed by medical record experts 
working with programmers and a graphic 
designer. 

Å Linn is working with a group to update the 
record entry function, but heôs getting a lot 
of resistance to all his suggestions. Heôs 
been told that they are already behind with 
the next features release, and thereôs no 
time to involve users in the process. 

ÅIn particular, heôs been dealing with his 
nemesis, Carl. Carl is an old school medical 
records expert, who doesnôt really believe 
Linn can tell him anything about the 
medical record design. 
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Meet Gina 

ÅGina is the product manager of one of 

the largest real estate search applications. 

Å They just released their next generation 

search application, which significantly 

redesigned the search process, and are 

currently running both versions.  

ÅCustomers who are subscribed to the first 

gen system do not have to switch to the 

next gen system, and are resistant 

because while the older system is 

horrible, itôs very familiar and 

comfortable horribleness for experienced 

(and vocal) power users.  



WHY *IS* CHANGE SO 

&%$#@*% HARD? 
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Change process 

Change Progression 
T

im
e 

Effort 

Group Behaviors 

Individual Behaviors 

Attitude 

Knowledge 
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Reason #1: Unlearning is 

difficult  

ÅFamiliarization 

ÅComprehension  

ÅConscious Effort 

ÅConscious Action 

ÅProficiency 

ÅUnconscious Competence 

 

- From Electronic Performance Support Systems by Gloria Gery 
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This process takes a while 
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Glucose Metabolic Rate after several weeks of Tetris Practice 

 

- (Haier et al 1992) 
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When you are used to thisé 
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Reason #2: Cognitive Load 
- Shiv and Fedorikhin 1999 - Heart and Mind in Conflict: The Interplay of Affect and Cognition in Consumer 

Decision Making 
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Willpower and Ego Depletion 
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Reason  #3: Rational 

Decision Making 
- Damasio, Descartes' Error: Emotion, Reason, and the Human Brain 
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http://gaius.fpce.uc.pt/niips/novoplano/ps1/documentos/dutton&aron1974.pdf 

Photo by Mike Taylor 

Suspension Bridges 
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We struggle without that 

emotional tug 

Yôknow, I just 

like the *feel* of 

no-load mutual 

fundsé 
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The emotional element is 

elephant-sized 
Jonathan Haidt, The Happiness Hypothesis 



© Usable Learning 2013 

The Rider  



© Usable Learning 2013 

The Elephant 
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So, when thereõs a conflicté 

Who do you think wins? 
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Reason #4: The 

Elephant isnõt 

stupid 

Meet my friend Sandra: 
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If the initial experience is badé 

éwhy would somebody want 

to repeat it? 

This suckséI am 

not doing this 

againé 
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Behavioral Reinforcment 
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Reason #5: Immediacy 

Maybe I should 

consider 

retirement 

planningé 

The elephant cares about whatôs 

happening *right now*. 
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And the future is sooooo far awayé 
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We have trouble with thisé 
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Sometimes the changes are 

downright fraught 

Characteristics of a fraught decision: 

 

ÅBenefits Now ï Costs Later (or Costs 

Now ï Benefits Later) 

ÅDegree of Difficulty 

ÅFrequency 

ÅFeedback 

ÅKnowing What You Like 
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Reason #6: We struggle 

with big and fuzzy things. 
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We think we are being 

clearé 

http://www.condenaststore.com/-sp/A-policeman-giving-directions-has-a-

clear-mental-image-of-them-but-the-ma-New-Yorker-Cartoon-

Prints_i8562959_.htm 
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A Novice Mental Model An Expert Mental Model 

Mental models and closets 
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The first time is 

the most difficult. 

It seemed  to take a 

lot longer on the 

way here. 
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Reasons #7: People donõt like 

to hear their baby is ugly 

ÅPeople personalize messages 

 

 

 

 

Everything 

you are doing 

is wrong. 

YOU are 

wrong. 

And bad. 

And your kid 

is ugly. 

We need to 

change 

everything. 
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It makes them defensive 
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How can we help them feel safe? 

Maslowôs Hierarchy  

Plus WiFi 



IDENTIFYING GAPS 
What stands between now and the glowing 
perfect future? 
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Force Field Analysis 

Should I go 

see World 

War Z on 

Saturday? 

Duh. Zombies +5 

Cheap 

Theater +3 

Catching a red-

eye Friday -4 

Scary! 

-1 

9:45 pm  

-2 

Total  

+8 
Total  

-7 

By Kurt Lewin 
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Meet Linn 

Å Linn followed his old boss to a new 
company.  His boss just got hired as the 
Director of User Experience for a company 
that makes medical record software. 

Å The company has never had actual UX 
designers before.  Previously the software 
was designed by medical record experts 
working with programmers and a graphic 
designer. 

Å Linn is working with a group to update the 
record entry function, but heôs getting a lot 
of resistance to all his suggestions. Heôs 
been told that they are already behind with 
the next features release, and thereôs no 
time to involve users in the process. 

ÅIn particular, heôs been dealing with his 
nemesis, Carl. Carl is an old school medical 
records expert, who doesnôt really believe 
Linn can tell him anything about the 
medical record design. 
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Meet Gina 

ÅGina is the product manager of one of 

the largest real estate search applications. 

Å They just released their next generation 

search application, which significantly 

redesigned the search process, and are 

currently running both versions.  

ÅCustomers who are subscribed to the first 

gen system do not have to switch to the 

next gen system, and are resistant 

because while the older system is 

horrible, itôs very familiar and 

comfortable horribleness for experienced 

(and vocal) power users.  
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Now you try 

With 2-3 people at your table, take a change in your world 

and create a force field analysis. 

 

Steps: 

Å1) Identify driving and restraining forces 

Å2) Rate each force from +/- 1-5 in strength  

Å3) Total forces for each side. 

 

c

h

a

n

g

e 
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Your special gift just for 

coming in today 

 

ÅñReasons why they arenôt doing the right 

thingò checklist  

 

Åhttp://bit.ly/rightthinglist 
 

http://bit.ly/rightthinglist
http://bit.ly/rightthinglist


LETõS TALK ABOUT GOALS 
And why you arenôt going to change the 
whole culture (at least not right away) 
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Break it down 
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Breaking down GOALS 
Image Credit ï Sebastian Deterding  
http://www.slideshare.net/dings/dont-play-games-with-me-promises-and-pitfalls-of-gameful-design 
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If this is overwhelmingé 
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Follow the frog 
http://www.youtube.com/watch?v=3iIkOi3srLo 

http://www.youtube.com/watch?v=3iIkOi3srLo
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The magic question 
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Creating Goals 

ÅShrink the change ï what is a small, concrete action they 

can take? 

ÅCan you create immediate, short-term and long-term 

goals for the change? 

ÅWhat are the visible behaviors?  Can we steer towards 

them? 
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Define Goals 

Å Linn followed his old boss to a new 
company.  His boss just got hired as the 
Director of User Experience for a company 
that makes medical record software. 

Å The company has never had actual UX 
designers before.  Previously the software 
was designed by medical record experts 
working with programmers and a graphic 
designer. 

Å Linn is working with a group to update the 
record entry function, but heôs getting a lot 
of resistance to all his suggestions. Heôs 
been told that they are already behind with 
the next features release, and thereôs no 
time to involve users in the process. 

ÅIn particular, heôs been dealing with his 
nemesis, Carl. Carl is an old school medical 
records expert, who doesnôt really believe 
Linn can tell him anything about the 
medical record design. 

1) Identify an overall goal 

2) Identify smaller sub-goals that 

would support the overall goal 

3) Identify some concrete 

behaviors that show the 

behaviors 

I want them to 

adopt UX 

design 

thinking as a 

philosophy.  
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Define goals 

ÅGina is the product manager of one of 

the largest real estate search applications. 

Å They just released their next generation 

search application, which significantly 

redesigned the search process, and are 

currently running both versions.  

ÅCustomers who are subscribed to the first 

gen system do not have to switch to the 

next gen system, and are resistant 

because while the older system is 

horrible, itôs very familiar and 

comfortable horribleness for experienced 

(and vocal) power users.  

1) Identify an overall goal 

2) Identify smaller sub-goals that 

would support the overall goal 

3) Identify some concrete 

behaviors that show the 

behaviors 
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Now you try 

With 2-3 people at your 
table, take a change in your 
world and define goals. 

 

Steps: 
Å1) Identify an overall goal 

Å2) Identify smaller sub-goal 
that would support the 
overall goal 

Å3) Identify some concrete 
behaviors that show the 
behaviors 

Change XYZ 
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Okayé. 

ÅHow many psychologists does it take to 

change a lightbulb? 

 

 

ÅJust one, but the lightbulb has to really 

want to change. 



WAYS TO MOTIVATE CHANGE 
- Or ï talking to the elephant 
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Knowledge vs. Belief 

The 

rider 

knows 

things 

But the 

elephant 

believes 
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Letõs talk about visceral 

experiences 
http://vhil.stanford.edu/pubs/2011/VHIL-technical-report.pdf 


