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Richard failed in his first attempt, because other than the CEO who initially approved his vision of change; he did not initially involve key stakeholders in an interactive process (ie sales, production, accounting, shipping and customer service managers). They refused latter to cooperate with him and showed fierce resistance to the proposed change plan; and could not agree in any way on the requirements of the new system, which was necessary to make it work. That's why when planning a major change, GaryYukl (2013)   argues that it is desirable to anticipate the likely resistance and plan how to avoid or resolve it. Indeed, there are many reasons to resist, and resistance should be considered as a normal defensive response, not a weakness of character or a sign of ignorance.
As facilitating a major change process in an organization is one of the important and difficult responsibilities of leadership that is often difficult to guide, for me, I would had first make an adequate diagnosis of the problem or opportunity that motivated its realization. This diagnosis should include systems that reflect on complex relationships, multiple causes and outcomes, delayed effects, cyclical causality and the potential for unintended consequences and be explicit to the different stakeholders in order to solicit their cooperation and adherence to the vision for unfailing support during the implementation period of this new vision.
Then, once people understand the rationale for the proposed change in the organization and as they discover that they can make a difference, many volunteered will be part of the team; who would continue to look for ways to improve quality and customer service; and thus become the architects of change. In this vein, concrete actions include identifying potential supporters and opponents, creating a coalition to approve changes, forming teams to guide the implementation of changes, filling key positions, with competent change agents, symbolic changes affecting the work; and monitoring the progress of change to identify issues that need attention should be considered to increase the chances of rapid success.
