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• can’t do 

• skill 

• hands 

• able 

• physical 

• neutral  

• won’t do 

• will 

• mindset 

• willing 

• psychological 

• emotional 

Resources Winning hearts and minds 

hard soft harder 







• In trying to implement structural reform/ capacity building you will probably encounter 
• Barriers (things that will stand in your way) 
• Enablers (things that you can leverage on to your benefit) 

• In the Singapore workshop we will deliberate over how to overcome the barriers and leverage on enablers 

• It would help immensely if you could identify the barriers and enablers BEFORE THE Singapore 
workshop, by completing the following table: 

…name your structural reform/capacity building initiative… 

barriers enablers 

e.g. this initiative is  extremely costly; with few 
quick wins to show 

e.g. all political parties are favourably 
predisposed to this structural reform 

road blocks 

• Select one priority for the change 
management work 

• Some identified ‘issues’ and 
‘concerns’ 

• Need to narrow down to 
‘definable & actionable’ items 



• In trying to implement structural reform/ capacity building you will probably encounter 
• Stakeholders who will assist you and 
• Others who may strongly object 

• In the Singapore workshop we will deliberate over how to deal with these various stakeholders 

• It would help immensely if you could identify key stakeholders BEFORE THE Singapore workshop, by 
completing the following table: 

…name your structural reform/capacity building initiative… 

Stakeholders (individual, group, dept. etc.) Your perception of their commitment to this 
initiative (High/Medium/Low) 

e.g.The Minister of Energy  High – is in favour of the Energy sector being 
privatised  

e.g.The general public Medium – quite neutral at this point, as the 
impact on them is still unclear 

e.g. Coal industry Low -are strongly opposed as it will adversely 
profitability of their industry 

friends 

• Some stakeholder groups are very 
large 

• There may be ‘sub-groups’ with 
these groups 

• There seems to be a reluctance to 
identify ‘individual’ stakeholders 

• Light on ‘low commitment’ 
stakeholders 



• In trying to implement structural reform/ capacity building you will probably realise that: 
• Various actions will need to be carried out by 
• Various parties 

• In the Singapore workshop we will deliberate on matching required actions with appropriate action parties 

• It would help immensely if you could identify the various action parties who would conceivably be 
involved  
in this reform/capacity building initiative BEFORE THE Singapore workshop, by completing the following 
table: 

…name your structural reform/capacity building initiative… 

Action parties Your perception of their area of involvement 

e.g.the Energy Commission e.g. Determining viability of privatizing electrical 
energy distribution 

realistic change 

• This was done well…in most cases 
many action parties were 
identified 

• Again more specificity is needed 
• This can be done in the workshop 







barrier 2 barrier 1 barrier 3 

enabler 2 enabler 1 

how do you  
overcome 

how do you  
leverage on 







COMMITMENT AND BUY-IN … 
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http://www.clipartof.com/portfolio/jtoons/illustration/saw-cutting-a-circle-in-the-floor-under-a-businessman-70699.html
http://www.clipartof.com/portfolio/geoimages/illustration/wooden-figure-seated-on-a-sign-post-looking-out-into-the-distance-symbolizing-opportunity-and-options-33555.html
http://www.clipartof.com/portfolio/skvoor/illustration/3d-anaranjado-man-standing-on-a-podium-and-speaking-to-blanco-men-101775.html
http://www.clipartof.com/portfolio/kjpargeter/illustration/3d-tortoise-helping-another-over-a-brick-wall-1111084.html
http://www.clipartof.com/portfolio/brushingup/illustration/grungy-pop-art-men-fighting-1068720.html




Method Characteristic 
Context 

(where to use) 

Education & 
communication 

Informing stakeholders as to the 
rationale for the change; providing 
information 

Where resistance is due to lack of 
information or misinformation 

Participation & 
involvement 

Involving stakeholders in the change 
process as active participants 

Where resistance is a reaction to a 
sense of exclusion from the process 

Facilitation and 
support 

Providing resources – both technical 
and emotional 

Where resistance is due to anxiety 
and uncertainty 

Explicit and implicit 
coercion 

Threatening stakeholders with 
undesirable consequences if they resist 

Where the change recipients have 
little capacity to effectively resist, 
where not going ahead is not an option 

Negotiation and 
agreement 

 

Offering incentives to actual or 
potential resistors 

Where resistors are in a strong position 
to undermine the change if their 
concerns are not addressed 

Manipulation and 
cooptation 

 

Selective use of information; ‘buying 
the support of certain individuals by 
giving them key roles in the change 
process 

Where participation, facilitation or 
negotiation is too time consuming 
or resource demanding 

Kotter and Schlesinger method  of managing resistance to change 
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• actions to overcome barriers 
• actions to leverage on enablers 

 

• actions to shift stakeholders commitment 
 



areas of concern 

areas of 
influence 

we start with … 



areas of concern 

areas of 
influence 










