Strategy for Change
Management

Why is change s&%$#@*% hard?




Al 6 m hearbiriggerd.
A1 try to help people do the right thing (whatever that is).

A Dual background in Instructional Design and UX (but
we called it HCI theh

A Perpetuallyfascinated by when people know the right
thing - to do . bt . @donot do |

Why | care about this
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Al he wWords it astd and fFehant
oxymaoronic.

A Few Disclaimers
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A 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.

A 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.

A Linn is working with a group to update the
Fecorrdoenty S anclit-00;
of resistance to all his suggestioH& 0 s
been told that they are already behind with
the next features rele
time to involve users in the process.

Aln particular, heos be
nemesis, Carl. Carl is an old school medical
pec ol dssrexipe it s whor o

Linn can tell him anything about the

M e et Li n n medical record design.
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A Gina is the product manager of one of
the largest real estate search application

A They just released their next generation
searchapplication, which significantly
redesigned the search process] are
currently runnindooth versions.

A Customers who are subscribed to the firs
gen system do not have to switch to the
next gen system, and are resistant
because while the older system is
ot hilees i t6s ver
comfortable horriblenedsr experienced
(and vocal) power users

Meet Gina
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WHY *IS* CHANGE SO
&%N$HQ@*WARD?




Change Progression

N

Time

Attitude

Knowledge

Vv

Effort

Change process
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AFamiliarization
AComprehension
AConscious Effort
AConscious Action
AProficiency

AUnconscious Competence

Reason #1Unlearning IS
difficult

- From Electronic Performance Support Systems by Gleeey
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This process takes a while
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PRACTICE
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Fig. 6. PET images (41% atlas slice) of a subject in naive and practiced conditions, showing decreases in GMR.
Glucose Metabolic Rate after several weeks of Tetris Practice

- (Haier et al 1992)
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Reason #2: Cognitive Load

- ShivandFedorikhin1999- Heartand Mind in Conflict: The Interplay of Affect and Cognition in Consumer
o Gegdsiamivaiing




NEW YORK TIMES BESTSELLER

g the

. i
RediscoV™” strength

uman

Willpower and Ego Depletion
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Reason #3: Rational
Decision Making

- Damasiq DescarteéError: Emotion, Reason, and the Hunigmin
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http:/fgaius.fpce.uc.pt/niips/novoplano/psl/documentos/dutton&aron1974.pdf
©FJQQJ93an%lge Taylor




like the *feel* of
no-load mutual
fundseée

We struggle without that
emotional tug
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Rider:

The / ___ Elephant:
conscious, v The automatic,
verbal, emotional,
thinking visceral
brain brain

The emotional element Is
elephantsized

JonatharHaidt, The Happiness Hypothesis
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| should

| really should get
this homework
out of the way.

(E:rcising now

( will give me
more energy
later.

The Rider
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French fries!

Q
Hey, look!
Celebrity Chef Death

C_ Match is on! \)
\_/W

I'm just going to
lie down on the
couch for ONE
minute...

The Elephant
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bl
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50 when t her ¢

Who do you think wins?
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Meet my friend Sandra

El ephange
stupid -




Thissuck | am
not doing this
agail neé

ewhy woul d some
to repeat it?

| | tne | it | al
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Speaker

Signal lights

F))
Skinner
box

fo food

dispenser

BehavioralReinforcment
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The el ephant CEEEEECSENARORONI {
happening *right now®*. :

Maybe | should
consider

retirement
pl anni ng

Reason #5: Immediac
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— Hyperbolic discounting

=
(@)

Discount factor
o (@] (@]
~ > o

o
N

o
o

2 4 6 8 10
Time from present

®)

And the future iIsooooof a r a w
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Classic “l know, but..." activities

Immediate consequence Delayed consequence

Smoking Nice nicotine hit Lung cancer

Saving for retirement Less money More money

Exercise Ouch Nice abs!

Doughnuts Mmm... I'm not getting on that scale...

We nave trt otk
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Characteristics of a fraught decision:

A BenefitsNow i CostsLater (or Costs i

Now i Benefits Later) i m
A Degree of Difficulty $ N”dge
A Frequency i% i
A Feedback Ef e

A Knowing What You Like

Sometimes the changes are
downright fraught
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Reason #6: We struggle
with big and fuzzy things.




http://www.condenaststore.corsp/A-policemanqiving-directionshasa-

clearmentatimageof-thembutthe-maNew-Yorker-Cartoon
Prints 18562959 .htm

We think we are being
cl ear é
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Mental models and closets

i

y 4
== &

An Expert Mental Model A Novice Mental Model
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It seemed to take a
lot longer on the
way here.

The first time IS
the most difficult.
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A People personalize messages

4 )

We need to
change
everything.

~—

Everything

you are doing
IS wrong.

Reasons
to hear their baby Is ugly

YOU are
wrong.

And bad.
And your kid
IS ugly.

o TE P ¢
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It makes them defensive
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Masl owods
PlusWiFi

SELF-
ACTUALIZATION

Pursve Inner Talent
Creativity Fulfillment

SELF-ESTEEM
Achievement Mastery
Recognition Respecr

BELONGING - LOVE
Friends Family Spovse Lover

SAFETY
Jecurity Stability Freedom from Fear

PHYSIOLOGICAL
Food Waorer Shelter

W

How can we help them feel safe?
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IDENTIFYING GAPS

What stands between now and the glowing
perfect future?




Duh. Zombies +5

Catching a red
eye Friday-4

Cheap
Theater +3

Should I go
see World
War Z on
Saturday?

Force Fleld Analysis

By Kurt Lewin
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A 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.

A 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.

A Linn is working with a group to update the
Fecorrdoenty S anclit-00;
of resistance to all his suggestioH& 0 s
been told that they are already behind with
the next features rele
time to involve users in the process.

Aln particular, heos be
nemesis, Carl. Carl is an old school medical
pec ol dssrexipe it s whor o

Linn can tell him anything about the

M e et Li n n medical record design.
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A Gina is the product manager of one of
the largest real estate search application

A They just released their next generation
searchapplication, which significantly
redesigned the search process] are
currently runnindooth versions.

A Customers who are subscribed to the firs
gen system do not have to switch to the
next gen system, and are resistant
because while the older system is
ot hilees i t6s ver
comfortable horriblenedsr experienced
(and vocal) power users

Meet Gina
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With 2-3 people at your table, take a change in your world
and create a force field analysis.

Steps:
A 1) Identify driving and restraining forces
A 2) Rate each force from-1-5 in strength
A 3) Total forces for each side.

RN

Now you try

© Usable Learning 2013



AfiReasons why they a=enodt
thingo checkl | st

Ahttp:/bit.ly/rightthinglist

Your special gift just for
coming In today
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http://bit.ly/rightthinglist
http://bit.ly/rightthinglist

L EtaSsS F ALK A

And why vyol - afenbdt gol pec
whole culture (at least not right away)




Break it down
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© Us:

i)

Breaking down GOALS

Image Credit Sebastiaieterding
htin:/awawv.slideshare. ings/deplay-gameswith-me-promisesandpitfalls-of-gamefutdesign
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Follow the Frog

{»‘\) rainforestalliance - 70 videos 1.350.103

Follow the frog

http://www.youtube.com/watch?v=3ilkOi3srLo
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http://www.youtube.com/watch?v=3iIkOi3srLo
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A Shrink the change what is a small, concrete action they
can take?

A Can you create immediate, shtetm and longerm
goals for the change?

A What are the visible behaviors? Can we steer towards
them?

Creating Goals
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A Linn followed his old boss to a new
company. His boss just got hired as the

.‘ Director of User Experience for a company

| want them to that makes medical record software.

adopt UX y A The company has never had actual UX

designers before. Previously the software

design

thinkingasa ' - | was designed by medical record experts

philosophy. . . working with programmers and a graphic
- | ; designer.

A Linn is working with a group to update the
EFeecolrd entiryd-unct-ioen

1) Identify an overall goal of resistance to all his suggestiol& 6 s

2) ldentify smallelsub-goalsthat been told that they are already behind with

would support the overall goal bhe mext leatuces el

3) Identify some concrete time to involve users in the process.

behaviors that show the b ncpal-t-bcHrbarn i—heds D

behaviors nemesis, Carl. Carl is an old school medical
e coirsds cexpert i =wWhio i d

Define Goalgwa e
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A Gina is the product manager of one of
the largest real estate search application

A They just released their next generation
searchapplication, which significantly
redesigned the search process] are
currently runnindooth versions.

A Customers who are subscribed to the fir{= i
gen system do not have to switch to the

next gen system, and are resistant 1) Identify an overall goal

because while the older system is 2) ldentify smalleisub-goalsthat

horrible, itods ver woufdsupport thecoveralhgoal

comfortable horriblenedsr experienced 3) Identify some concrete

(and vocal) power users behaviors that show the
behaviors

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

Steps:
A 1) Identify an overall goal

A 2) Identify smaller suigoal
that would support the
overall goal

A 3) Identify some concrete
behaviors that show the
behaviors

Now you try

Change XYZ

0O
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A How many psychologists does it take to
change aightbulb? _

A Just one, but thisghtbulb has to really
want to change.

Okayeé.
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WAYS TO MOTIVATE CHANC

- Or1 talking to the elephant




But the
elephant
believes

Knowledge vs. Belief
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Cutting edge

. Virtual reality mfluences o
real-life decisions |

0:32/ 1.55

L et 0s t al Kk
experiences

http://vhil.stanford.edu/pubs/2011/VHiiechnicalreport.pdf
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