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Abstract Readiness and ability to adapt flexibly to the dynamic environment, i.e. to be susceptible to the 

changes, define the effectiveness and success of any activity of the person, the organization, society in many 

respects. Management of changes performs the function of the catalyst for development and improvement of 

management processes. Therefore a subsystem of change management process is included in the enterprise 

management system along with other types of administrative activity, such as strategic management, 

management of human resources (MHR), financial management and etc. as the changes are carried out in all 

functional areas of the enterprise during competition for the leading positions in the market segment. 

There is a necessity for consecutive and multilevel management of changes during implementation of 

the transformations. Article opens manager’s role – as the leader operating changes at the enterprise; the stages 

of management of changes, including the preparation, introduction and fixing of the received results of the 

transformations. In the course of stage passing there is the feedback providing the correction of changes and 

accumulation of positive experience of transformation implementation at the enterprise is provided. Moreover, 

the interrelation of organizational strategy and the strategy of human-resource management for the purpose of 

non-stop monitoring of the staff relation to the transformations is also considered. 

 

 

1 Introduction 

 

Strategic changes in the organization are followed by the considerable resistance of staff to the changes as affect 

the status and the interests of each employee. Various authors offered the general recommendations on the 

management of resistance for the heads (Sisson 1993; Martell and Carroll 1995; Purcell 1999; Alekhina 2004; 

Duck 2002; Erokhin 2002), as follows:  

 

• to involve the maximum number of employees in transformation process that will provide its 

openness and will reduce the team fear of uncertainty; 

• to think over in advance and to explain to the staff the system of moral and material encouragement 

for additional participation in activity to increase organization efficiency; 

• to create an open information environment that is to hold systematically the planning meetings, team 

meetings devoted only to one issue – the organizational development. It is possible to publish the 

corporate newspaper, single information leaflets, etc.; 

• to carry out the internal and external PR campaign showing advantages, potential benefits and 

possibilities of the carried-out changes; 

• to form gradually but persistently the new innovative culture and ideology of the organization. 
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Let us mark out the basic principles of human-resource management in the terms of transformational changes. 

Some of them are crucial for the performance of the business companies (see e.g. Коrchagin et al. 2015; 

Narkunienė and Ulbinaitė 2018; or Plenkina et al. 2018): 

 

• realization necessary, useful and favorable transformations for the organization and staff; 

• stage-by-stage implementation of changes; 

• readiness for evolutionary and revolutionary changes; 

• formation of adequate strategy for management of resistance; 

• involvement of all employees in process; 

• identification of problems could not be eliminated. 

 

In addition, it appears that the low effectiveness of MHR strategy can be caused by the following factors: 

 

• low level of organizational culture of the enterprise; 

• low level of coverage of the organization staff by the measures for management of changes; 

• employees’ insufficient motivation for training; 

• insufficient resource to provide the actions for management of changes; 

• authoritative management style. 

2 The approaches and methods for overcoming the resistance to changes 

 

Most of the heads often use a possibility of staff informing as the main approach to the management of 

changes (Duck 2002). The approach called "fair bargaining" "recognizes inevitability of resistance and 

stimulates to the creation of the atmosphere disposing to honest communication", solves the following problems 

of management of resistance: 

 

• recognizing inevitability of resistance therefore acts in relation to the resistance honestly and 

consistently; 

• reflecting the fact that the resistance can be expressed openly or hidden and giving the arguments in 

favor of the open resistance due to the problems emerged on a surface; 

• warning that it is possibly awkward for the people to express the true reasons of resistance and 

stimulating creation of the atmosphere disposing to honest communication. 

 

In the West, many experts think that heads and managers forget the most important principle of 

management of changes: the organizations are not changed; people are changed (Strielkowski et al. 2016). 

Therefore, during the transformations and introduction of long changes the role of the head-administrator is 

transformed to the leading manager, especially carefully it is necessary to transfer administrative initiatives to 

participation of each worker whom these changes will concern (Kleiner 2007; Korchagin et al. 2015; 

Moskalenko and Yevsieieva 2015; Čábelková et al. 2015; or Кrayneva et al. 2017). The leaders of 

transformations have to be sure that all participants understand and support these changes as an opportunity for 

updating and improvement (Niño-Amézquita et al. 2017). 

 

Table 1. Policy strokes of overcoming resistance to the changes 

Approach Situations adequate to its application 

Communications, 

programs of training 

 

Changes have technical character 

Understanding of nature of changes assumes obtaining exact 

information by its users and its independent analysis 

Participation in changes 

 

The users of changes seek for participation in transformation process 

Development of change demands additional information from other 

sources 

The users possess the resources for counteraction 

Negotiations 

 

The group has a resistance potential 

The changes cause damage to the interests of group 

Enforcement 

 

In a crisis situation the initiators of change have necessary authority 

power, all other methods were inefficient 

Top-management support  Changes affect several departments or assume resource redistribution 

The users of changes are not sure of their legitimacy 

Source: Milner (2006) 
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The result generalization of researches on overcoming the resistance to the changes allowed Milner 

(2006) to allocate a number of the most effective policy strokes (Table 1 above). In addition, Ansoff (1999) 

allocates four types of management of changes:  

 

• compulsory management of changes;  

• crisis management;  

• adaptive changes;  

• a method of the operated resistance. 

 

The compulsory method of carrying out the changes assumes use of authority power for overcoming the 

resistance. This method is applied in the terms of time deficiency, its shortcoming is the growing resistance and 

social tension. Crisis management is aimed at acceptance of precautionary measures for resistance decrease and 

formation of support of changes. The method of adaptive changes assumes carrying out minor changes during 

the long period. The resistance is overcome with compromises, there is a strong motivation to implement the 

changes. Finally, the operated resistance is the method allowing implement the changes with a different speed, 

combining actions for decrease in resistance depending on the requirements of the external environment. 

3  Strategy for prophylaxis and overcoming the resistance to changes 

 

The strategy of a preventive prophylaxis and overcoming the resistance is developed as the most important 

condition to implement the strategy of changes (Table 2). 

 

Table 2. Strategy content to prevent prophylaxis and overcome the resistance 

 
Strategy elements  Preventive prophylaxis Resistance overcoming 

Purpose 

 

- Ensuring perception of changes 

-Formation of employees’ 

devotion 

 

 

- Ensuring an active participation in change 

realization 

- Loyalty increase of labor team 

 

Dialogue  

group 

 

- Working group 

- Labor team 

 

- "Observers" 

- "Supporters of resistance" 

- "Activists of resistance" 

Methods 

 

Gaining "the hearts and minds" 

- Analytical 

- Negotiations 

- Directive 

Tools of 

realization 

 

- Internal communications: 

informing, explanation of an 

essence of changes, increase of 

trust to the head and the working 

group  

- Positive non-material stimulus 

and motives 

- Involvement in the process of 

transformations 

- Training with obligatory preliminary 

informing 

- Communications of the head and a dialogue 

group 

- Communications of labour and dialogue 

groups 

- Involvement and coercion to participation by 

means of positive and negative non-material 

stimulation and motivation 

 

Manager’s role  - Leadership 

- Choice of measures for positive 

motivation 

- Mentoring 

- Choice of measures for positive and negative 

motivation, administrative influence 

Source: Korneeva and Gerasimov (2008) 

 

It is expedient to carry out the strategy of a preventive prophylaxis before the emergence of negative 

reaction of the enterprise staff until the doubts, a fear of uncertainty, actions of informal groups gain the strength. 

Making decision on prevention of resistance is carried out by the head and his/her management team 

responsible for introduction of changes. The realization of strategy of a preventive prophylaxis is carried out at a 

stage of preparation of changes for the purpose of anticipatory impact on resistance of employees (Korneeva 

2016). 

The actions for prevention and overcoming the resistance to changes demand the corresponding resource 

providing. At the choice of measures for management of changes it is expedient to take into account the 

experience of implementation of programs for preparation and development of staff, support of the management, 

informing on transformations at the enterprises. Their main shortcoming can be considered the fact that they 

assume presence at initiators of changes of rather long time and considerable financial means. At the same time 

the efficiency of such measures, as a rule, is high. Coercive measures yield fast results. However, their long-term 
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consequences can be negative: resistance to the imposed change increases again, the fear and uncertainty of a 

situation become constant satellites of transformations at the enterprise. 

It is expedient to include the recommendations on realizing a role of the head as the leading mentor in the 

structure of strategy for overcoming resistance. The following algorithm of the choice of recommendations is 

offered: 

 

1. Acquaintance with the data of assessment of readiness, desirability and ability of the enterprise to the 

changes in a form of data presentation of assessment of staff relation to the changes. 

2. The choice of the option corresponding to the data of assessment according to Table 3. 

3. Formulation of conclusions on a role of the head in the course of realization of MHR strategy. 

 

Table 3. Typology of situations of readiness, ability and desirability of changes  
Choice 

Criteria  

ORCh  > 0 

DCh > 0 

ORCh > 0 

DCh < 0 

ORCh < 0 

DCh > 0 

ORCh < 0 

DCh < 0 

ACh > 0 Variant 1 

Staff members want to 

carry out 

transformations. They 

are sure of ability of the 

management to bring 

the changes to the 

planned purposes and 

readiness of the 

organization for 

transformations. In 

these conditions the 

employees expect from 

the head a 

professionalism, ability 

to formulate strategic 

objectives and to reach 

them. The head has to 

strengthen support of 

changes by staff 

participation in 

realization of strategy of 

a preventive 

prophylaxis. 

Variant 2 

The employees want 

to carry out the 

transformations and 

consider that the 

organization is ready 

for changes. At the 

same time, they are 

skeptical about 

management ability to 

bring the changes to 

the planned goals. 

The leader has to 

make efforts for 

informing the team 

about the purposes, 

intermediate results, 

progress, problems 

and solutions. The 

emphasis is placed on 

informing on the role 

of the leader in the 

course of 

transformations. 

Variant 3 

The staff of the 

organization wants 

to carry out 

transformations and 

is sure of 

management ability 

to bring the changes 

to the planned 

goals. At the same 

time, they consider 

that the organization 

isn't quite ready for 

large-scale changes. 

The head has to 

concentrate on the 

process of the 

organization of staff 

development and its 

training, employees' 

support and the 

preparation them to 

implement the 

changes. 

Variant 4 

The employees want 

to carry out the 

transformations but 

consider that the 

organization isn't 

ready for them. 

They are skeptical 

about management 

ability to bring the 

changes to the 

planned goals. The 

head has to make to 

focus his/her 

attention to 

leadership, personal 

participation in 

transformational 

process, informing, 

support and to the 

involvement of staff  

to participate in 

changes. 

ACh < 0 Variant 5 

The employees are 

rather competent and 

can but don't want to 

work in new conditions. 

At the same time they 

are sure of ability of the 

management to achieve 

the objectives and 

consider that the 

organization is ready for 

transformations.  

The head's task -is to 

increase motivation of 

employees, having 

convinced them of 

necessity and 

expediency of changes, 

to hold the negotiations 

with "observers" and 

"supporters of 

resistance". Special 

programs of training of 

employees are 

necessary. 

Variant 6 

The employees are 

rather competent and 

can but don't want to 

work in new 

conditions. They 

consider that the 

organization in 

general is ready for 

transformations but 

aren't sure of ability 

of the management to 

achieve the 

objectives. The head's 

task – is to increase 

the level of 

motivation and to 

inform the team on 

the purposes, results, 

problems and ways of 

their overcoming. The 

head has to convince 

the employees of 

correctness of strategy 

of changes or resort to 

coercion. 

Variant 7 

The staff of the 

organization doesn't 

show willingness to 

work in new 

conditions. They 

consider that changes 

aren't prepared but 

believe in ability of 

the management to 

carry out the changes.  

The head's task – is to 

increase employees’ 

motivation and to 

explain inevitability 

of changes, in the 

absence of effect the 

head will be forced 

coercion. 

 

Variant 8 

The staff of the 

organization doesn't 

show willingness to 

work in new 

conditions. They 

consider that changes 

aren't prepared but 

believe in ability of 

the management to 

carry out the changes.  

The resistance to 

changes in such 

organization is 

especially 

considerable. The role 

of the head comes 

down to use of all 

complex of available 

coercive measures. 

 

Source: Korneeva and Gerasimov (2008) 
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For drawing up the typology of situations of readiness, ability and desirability of changes in the 

organization the RWA model (readiness - wish – ability) and typology of the conflicts is used (Aistova 2002). A 

study of the staff relation to the changes includes a data set that is united in groups: 

 

• General information about the organization and the employee; 

• Assessment of emotional reaction of employees to the entered innovations; 

• Assessment of the reasons for resistance to the сhanges by the employees; 

• Assessment of degree of employees’ knowledge on the plans of changes; 

• Assessment of employees’ opinion on degree of democratic character / authoritativeness of approach 

of the management at introduction of changes; 

• Assessment of motivation for staff participation in changes; 

• Assessment of employees’ understanding of an essence of changes and a degree of trust to the persons 

who carry them out; 

• Assessment of organization readiness for the changes; 

• Assessment of desirability of the changes in the organization; 

• Assessment of organization ability to the changes. 

 

Only affirmative and negative answers are taken into account during assessment of a degree of employees’ 

knowledge about the plans of changes (ADEK). For a definition of this indicator the following formula is used: 

 

          ADEK = (m(+) – m(-))/(m x n)                    (1) 

 

where m(+) – is quantity of affirmative answers; 

m(-) – quantity of negative answers; 

n  – quantity of the questions which are contained in assessment; 

m – quantity of participants of poll. 

 

ADEK data are entered in a total form of assessment results. This indicator accepts value from 1 to -1. 

The ADEK negative value confirms dissatisfaction of employees with degree of the knowledge of changes and 

serves as resistance reason. 

Assessment of organization readiness for changes (ORCh), desirabilities of changes (DCh) and ability to 

changes (ACh) is similar to the previous estimates and concretize a role of the head in management of the staff 

relation to the changes. Positive values of indicators testify to readiness, desirability and ability of the 

organization to implement the changes. 

After carrying out a complex assessment and filling of a total form with results of assessment of the 

relation to the changes the working group can start to form MHR strategy. 

For the assessment of efficiency of application of MHR strategy in the conditions of changes it is enough 

to reveal an extent of goal achievement, a ratio of the received indicators with planned and also the scale of 

positive changes of enterprise parameters concerning their initial state (Travin and Magura 2002). 

The efficiency of MHR strategy can be considered from a position of three categories of participants in 

change management process: the initiators of the changes, the consultants and independent experts involved with 

administration and also from a position of employees. It is expedient to take a position of initiators of changes as 

they make the decision on creation of a control system of changes for a priority of efficiency assessment. 

Realization of MHR strategy allows to receive direct and perspective results. 

 

 

 
 

Fig. 1. Efficiency assessment of MHR strategy  

Source: Korneeva and Gerasimov (2008) 

 

Perspective 

results designation 

Definition of 

direct results 

Calculation of costs for training, 

development and application 

Receiving  

assessment 

Forming expert commission Fixing an initial problem state 
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Direct results are the ideas and solutions found in change management process, improvement of 

psychological climate in collective, decrease in level of resistance of personnel, tension recession, the positive 

relation to transformations, obtaining concrete knowledge, increase in professional motivation, overcoming 

steady stereotypes of thinking. Treat perspective results: formation of innovative organizational culture, ability to 

fast perception of innovations, improvement of indicators of technical and economic development, increase in 

financial stability, growth of capitalization and financial results. 

In addition, one can see that MHR offers the following approach for determination of economic efficiency of 

strategy: 

 

• to make a calculation of costs on use; 

• to estimate perspective results from introduction; 

• to carry out an assessment of direct results of realization; 

• to compare the costs on use of model with the sum of assessment of direct and perspective results; 

• to take the obtained data for an indicator of economic efficiency of using a technique of change 

management process. Assessment stages of efficiency of MHR strategy are presented in Figure 1 

above. 

 

The commission of experts has to consist of the managers competent of the questions of reforming and 

change management process. The large number of expert assessments will complicate processing of results, 

increase an expense of time and funds for efficiency assessment of MHR strategy, accounting of a small amount 

of experts’ opinions will result in bias of assessment. It is offered to include in the commission from 3 to 5 

experts having potentially various points of view. During fixing of an initial condition of a problem the 

definition of approaches to the efficiency assessment of MHR strategy is made. Calculation of costs for use of 

model has to include the salary of experts, payment of technical equipment, cost of materials, payment of 

consultants, etc. 

 

Table 4. Assessment of effect from MHR strategy realization  

 

Assessment object Result type Ways and methods of assessment  

1. Resistance to changes 

 

Reducing the level of staff 

resistance, the decline in tension, 

a positive attitude to change  

1. Questionnaire survey of training 

participants  

2. Model "force fields» 

2. Reaction to changes 

 

Participants’ opinion: like or not, 

positive attitude, willingness to 

apply the acquired knowledge, 

increasing team cohesion, etc. 

1.Evaluation questionnaire at the end 

of events  

2. Surveys of participants 

3. Assimilation of 

knowledge and skills 

 

- acquiring specific knowledge  

- increase of professional 

motivation 

 - overcoming the stereotypes of 

thinking 

1. Exams 

2. Tests 

3. Cases  

4. Digital measurements 

4. Change of behavior 

 

Systematic application of 

knowledge gained at the training 

in the workplace  

 

1. Included monitoring of the work of a 

trained employee  

2. Conducting interviews 

5. Effect The change of the results of the 

company's activity: 

 Changes in quality indicators:  

- increased customer satisfaction  

- improvement of psychological 

climate  

- reduction of staff turnover  

Changes in quantitative 

indicators:  

- sales volume  

- rate of return  

- profitability ratio, etc. 

1. Personal observations of the 

company's management 

2. The calculation of economic 

indicators  

3. Custom research on the company's 

image 

Source: Korneeva and Gerasimov (2008) 
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Efficiency assessment includes a designation of set of perspective results and evaluating. Further a set of 

direct results of MHR strategy application is defined. The sum of expenses is subtracted from the total effect 

counted by direct and perspective results. The received result is accepted to an indicator of economic efficiency 

of MHR strategy use. 

Complex efficiency assessment of measures is the long procedure in which a large number of employees 

is involved. The main problem of assessment is the lack of direct dependence between the realized strategy and 

change of quantitative business indicators. In the efficiency assessment of MHR strategy, it is enough to reveal 

effect of their influence on activity of the organization for various directions. 

The four-level model of Kirkpatrick (1998) complemented with assessment of level of resistance to the 

changes (Table 4 above) is the basis for the efficiency assessment of MHR strategy. 

At the first stage of the assessment it is advisable to determine the changes in staff resistance that 

occurred as a result of training. To do this, determine the level of staff resistance to the changes before and after 

the change management activities. The obtained preliminary assessment of the learning effect requires further 

research and clarification at the following levels. 

At the second level, the response of staff to change management measures is determined. With the help of 

evaluation questionnaires and surveys of participants assess the attitude of employees, their opinion about the 

usefulness of change management measures in general, the willingness to apply the knowledge gained in the 

workflow. A positive result can be an increase in team cohesion. 

At the level of assessment of acquired knowledge and skills, the emphasis is on determining the range of 

knowledge and skills, the level of professional motivation, the fact of overcoming stable stereotypes of 

participants’ thinking. Various tests and examinations are used as methods for assessing the effect at this stage. 

In addition, it is possible to measure digitally the difference between the results of the previous and the results of 

the questionnaire following the activities to determine changes in the estimated parameters. 

The rate of behavior change involves the assessment of systemic use resulting from the implementation of 

measures for change management in a workflow. This assessment can be obtained in the result of specialized 

interviews and participant observation of the work of the employees. It should be borne in mind that the method 

of observation is not always justified due to the negative reaction of staff to direct control of training results. 

At the last and the most difficult level of assessment it is necessary to give a qualitative and quantitative 

assessment of changes in the company's performance. It is not possible to distinguish the impact of change 

management measures on performance from the influence of other factors, the proposed assessment has a high 

cost, so in practice it is enough to assess the first four levels with some elements of the fifth level. 

The impact of training quality on the work of the company depends on the availability of working 

conditions necessary for the application of employees' knowledge and skills; on the organizational culture 

conducive to the application of new standards of work; on the quality of management. Well-designed and 

implemented change management measures may not be effective due to the lack of the necessary conditions for 

their application. For example, a situation in which the event was attended by a minority of employees can lead 

to the fact that the contestants are in isolation, not being understood by others, not undergone such training of 

employees. 

The method of assessing the effectiveness of change management technologies can be used as a basis for 

decision-making on the use of these technologies, as a means of evaluating the effectiveness of the educational 

process, as a tool for feedback from managers and specialists. 

4 Conclusions 

 

Overall, one can conclude that leaders play a crucial role in initiating and implementing changes, as they initiate 

strategic changes aimed at strengthening and developing the organization; they are responsible for developing a 

strategy for changes and planning activities for their implementation. They formulate the vision and "show the 

goods with face", help the employees to see the "picture of changes and consequences" in general, strive to 

create a continuously learning organization and employees, prepare them to solve complex problems. To manage 

the process of change, despite the resistance of the staff, the manager needs to have clear goals of changes 

embedded in the development strategy of the enterprise, to imagine the stages of implementation of changes, to 

"recruit" supporters, to consider special "motivating" employees of the event and to understand that, starting the 

process of change, he/she has to go to the end. 

Through conducting various changes, the leaders hope that the organization will develop itself and 

employees will work even more effectively. Overcoming the resistance, the manager should set new guidelines 

which the employee can perceive as motivating for new actions. It should be borne in mind that work on changes 

in the organization is a constant and consistent work with the motivation of employees. 
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