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Key Takeaways: 

• We often treat resistance to change as a singular conversation. There are many reasons for change 
resistance, and the recommended interventions for these are very different.  

• All people are ambivalent about change. When change isn’t happening, we can look for ambivalence by 
listening for sustain talk, which Miller and Rollnick define as “the person’s own arguments for not 
changing, for sustaining the status quo.” 

• A person needs to be aware of the value of change, capable of implementation, and feel supported in 
operationalizing it to be ready to make a change. 

• The value of a change includes its value to the individual, their work, their patients or community, and 
their team or organization. 

• The capability to implement a change requires both knowledge of the change as well as confidence in 
that knowledge. 

• The support required for operationalizing a change includes resources to make change possible in an 
individual’s role as well as resources to support change across the team or organization. 
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