
Newbury Building Society
Leading for our Future 
W3 - Engaging others for Change



Walk the walls









Social 
Chat

Me too….

I can fix 
this….

I wonder……

• Coming up with solutions
• What you need to do is…..
• Have you tried….
• If I were you…....

•  That happened to me
• I agree with that/you …  I  don’t 
agree….
• Conversation ping-pong
• Filtering/Comparing what they 
say, to your own viewpoint

• Compassionate curiousity
• That’s interesting……
• Listen to understand them…..
• Focus on them and their needs……

•Then – choose your response
•Open Qs How....      When.. Which… Who… 
Where… When

• Talking over each other
• Statements & view s- not directly 
related to what’s just been said
• Waiting for others to draw breath, so 
you can jump in

Listening Levels

When do I listen at these different levels?



Walk the 
Walls

Impact of 
programme 

Habits
That Help? 

That Hinder?

Harnessing 
Resistance 
in Change

Understanding 
Humans in Change 

- our experience BREAK

LUNCH

BREAK

Engagement
Diagnosing 

using the Ladder Setting up 
Experiments 

& 
Check

Out

Finding 
Choice in 
Change



What impact is this 
programme having for 

ME so far…



LIVING & WORKING WITH CHANGE

What we know 
from our own experience



Change has changed
• Change as a continuous state
• Pace and amount of change accelerating
• Types and complexity of change increasing

• Limited/no periods of recovery or return to 
‘normality’

• Paradox - managing the status quo and 
managing the change



Chosen & Imposed change
Chosen Change
People who choose a change, see change as:

• A conscious considered decision
• Timely and necessary
• Exciting
• Solving problems
• Providing new opportunities

Imposed change
People who have change imposed 
upon them, see change as:

• Arbitrary and out of control
• Sudden or abrupt
• Potentially threatening
• Creating problems
• Disrupting routines and 

procedures



Chosen & Imposed change
Chosen Change
People who choose a change, see change as:

• A conscious considered decision
• Timely and necessary
• Exciting
• Solving problems
• Providing new opportunities

•Strategists—initiate a change

•Implementers— turn strategy into plans

•Recipients (or Victims!)

Imposed change
People who have change imposed 
upon them, see change as:

• Arbitrary and out of control
• Sudden or abrupt
• Potentially threatening
• Creating problems
• Disrupting routines and 

procedures



Human Responses 
in 

Imposed Change



Human Response to Change Cycle - Kubler-Ross©
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Our Responses as Leader 
to others:

Enabling & Derailing



Leadership Enablers and Derailers: 
1. Denial Phase – Give information

Shock

Threat

Little 
reaction

Mismatch

Denial

Slower

Processing

Enablers
• Give visible support
• Provide information 

clearly, honestly, 
compassionately and 
consistently

• Provide facts, with 
gentle repetition

• Assist with support 
networks

• Link to business 
drivers

Derailers
• Hit people over the 

head with the truth
• Push for 

acknowledgement 
(this intensifies 
denial)

• Mixed messages



Anxiety

Confusion

Testing

Anger

Blame

Bargain

Apathy

Sadness

Resistance

Leadership Enablers and Derailers: 
2. Reacting phase – Give Support

Enablers
• Listen
• Acknowledge the feelings 

of those in resistance, 
acknowledge the losses

• Provide time (as the 
situation allows)

• Provide facts, be 
consistent, be honest

• Be empathetic
• Identify areas of stability

 

Derailers
• Argue
• Ignore
• Provide reasons why they 

should not feel the way 
they feel

• Tell them this is good for 
them

• Push exploration that 
results in denial

• Dump own reactions on 
team



Leadership Enablers and Derailers: 
3. Investigating phase  - Give encouragement

Interest

Explore

Testing

Recycling

Future-

orientation

Enthusiasm

Enablers
• Create opportunities 

to explore new 
possibilities

• Make gains tangible
• Reward exploration
• Use participative 

decision making to 
restore a sense of 
control

• Outline pros and 
cons of new 
possibilities

Derailers
• Push choices
• Rush choices
• Punish mistakes
• Overestimate or 

misrepresent future 
options



Leadership Enablers and Derailers: 
4.Implementing Phase – Give reinforcement

Routines

Learn

Risk

Creativity

Control

Comfort

Complacent

Enablers
• Clarify desired 

outcomes
• Reward effective 

performance
• Support risk taking 

and innovation
• Encourage 

communication
• Get out of the way

Derailers
• Micro-manage
• Change the ground 

rules
• Control choices
• Punish mistakes
• Limit participation
• Rush on to the next 

change without 
sustaining the 
present



How I Help? How I Hinder?

Pairs

Recognise my habitual response?

When, with whom do I need adjust?
 



Human Needs in Cycle of Change 

Denial Phase –

Give Information

Reacting Phase –

Give Support

Implementing Phase

Give Reinforcement

Investigating Phase

Give Encouragement

Attention on  the past – 
potential losses

Attention on the future – 
potential gains
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Break



 Keeping Choice in Change © Covey

Given

Influence

Control

Things I can 
control

Things I can 
influence

Givens—things I 
can do nothing 
about. 



Process 
• Individually: list all your issues & concerns about a 

forthcoming or current change
• Individually: categorise these as CGI: in your direct 

Control, able to be Influenced by you or a Given
• Pair up: share lists and challenge categorisation (don’t 

attempt to fix it for them!)
• Individually or pair: Identify the issue/concern that is 

most under your control
• What specific actions do you need to take to address 

this in the near future? – when? – whose support do you 
need?

• Pair: Share action plans, challenge your partner to 
increase ownership & commitment to their plan



Imposed Change…



1: ‘I don’t get it’
 Understanding 

response

2:‘I don’t like it’
I cannot see WIIFM 

or where this fits with 
what I care about
Emotion/Logic/ 

Values
response

3: I don’t trust 
you/the organisation
I don’t believe this

Safety/Trust/Power
            response

Rick Maurer ©

Core Reasons for Resistance



Core Factors for Engagement

I GET IT!
(enough for now) 

I LIKE IT!

I CAN SEE WHAT’S IN 
IT FOR ME

 I CAN SEE WHERE 
THIS FITS WITH 

WHAT I CARE ABOUT 

I TRUST YOU

I BELIEVE IN THIS 

Rick Maurer ©



          Options to Increase Engagement

UNDERSTANDING
Ask them to share what they do understand (to 
identify gaps)
Use visuals, headlines & detail
Ask questions to allow them to apply knowledge
Involve others who have greater/different levels 
of understanding
Start with THEIR world, not yours
Provide opportunities to reflect, discuss, match to 
existing knowledge. 
Avoid - Tell once and go away

TRUST
Build Trust in YOU – now forwards
Acknowledge history 
 

WHAT’S IN IT FOR ME
What could be the benefits of this?
- In the short, medium, long term
- Time, Cost, Resource 
Describe rational & emotional aspects
Explore what they care about & 
where /how this fits – however little 
What would be a help right now?
What can you usefully focus on to help 
you?
What aspects do you like or do fit? 
How can we make this work better for 
you?
Take an adult-adult approach, real 
world. ‘nothing’s perfect’



Break











Conscious Practise
• Keep noticing and adjusting my style & mindset
• Manage those Self-Limiting Beliefs
• Take action to build Bigger Relationships
• Notice needs and develop my Change Leadership diagnosis & response
• Take action to move key players UP the engagement ladder

• Use my journal, my buddy, my ability/choice to reflect on my day
• Activate my support team,  talk with more people about the FUTURE 

• Explore the on-line resources we send

• Next skills workshop November 7th 



CHECK- OUT

What will you see me 
doing more of 

to stay resilient and lead future 
change..

35



Lunch



Adapting 
“ It is not the 
strongest of the 
species that 
survives, nor the 
most intelligent, it 
is the one that is 
the most adaptable 
to change.” Darwin



Parting Thought…. 

“We don’t get to choose the 
changes that come into 
our lives, but we do get to 
choose how we respond”
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