
Change Management Toolkit

As a leader of change, your role is to identify where people are on their journey through change, and 
help them move on. Bear in mind that they will be at different stages from you, and from each other.  
Even when a change has been planned, and the processes, systems and infrastructure have moved 
into the new state, people need to make a transition to a new psychological orientation. 

William Bridges identified three necessary stages of transition (below):

n	Endings: saying goodbye and letting go of the old way.
n	Exploration: the “neutral zone” of uncertainty, where people experiment with and find ways of 

working in the new situation
n	Moving forward (new beginnings): accepting the new ways and values and being comfortable with 

those.

Bridges points out that people move through this transition at different rates, and in particular the more 
senior the leader, the clearer the sight to the end purpose, the quicker a person is likely to make the 
transition. Of course, people are all different and this doesn’t always work!
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How People Experience Change

Hopefully this won’t be the first time in the process that you consider the people involved, and how 
they are experiencing change. This section expands upon all the foregoing and sets out some of the 
major human challenges facing change leaders.

Individuals have varying degrees of enthusiasm for change, and experience it in different ways and at 
different rates. It is important to realise that:

The “Change Curve”
Originally developed by psychiatrist Elisabeth Kubler-Ross in her work on the grieving process, and 
much abused and misrepresented over the years, this curve has nevertheless proved valuable in 
understanding and helping people who are experiencing change.

1 Other people’s change journeys are not the same as yours.
2 Effective change leaders make time to understand and support others who are experiencing 

change.
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The neutral zone: 
uncertainty, creativity

The new 
beginning

Ending, losing,
 letting go

The Bridges model can be mapped onto the change curve to give leaders insights into how they can 
most effectively engage and support people experiencing change and therefore making a transition:
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Prepare people for 
the reality of change

Communicate 
often, applaud 
the past but gain 
closure, focus on 
rationale for new 
beginning, be 
clear about what 
is ending and 
what is not

Minimise danger 
of bad reactions, 
resistance and fear

Watch and 
listen: everyone 
will be reacting 
differently, provide 
relevant support, 
communicate 
next steps

Start people on the 
path to acceptance 
and commitment to 
the change

Allow people to 
test new ideas, 
provide training 
and facilitation to 
develop new ways 
of working, set 
short-term goals, 
allow others to take 
responsibility and 
be accountable

Encourage 
commitment to 
the new way

Celebrate 
successes, 
communicate 
widely and 
individually about 
what has gone 
well, how the new 
world is working, 
embed into 
everyday work


