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Response to Resistance
	Form of
Resistance
	What I would say if I saw it expressed:

	Give me more
detail
	The client has an insatiable appetite for detail, and no matter how much you give it, it's never enough. The best answer is to ask how the data will affect the planned results.

	Flood you with
Detail
	The customer shares a tremendous amount of details and maybe boring at times. The answer should be to tell him that all the background data is not needed. It is also permitted to interrupt and redirect the discussion.

	Time
	Little time is assigned to completing the project in the context of busy-ness. A client might find it hard to comprehend. The best answer is to tell him the reality and postpone the project to a better date.

	Impracticality
	Client reminds you that they live in the real-world and face real-world problems. If the client hesitates describing you, he/she can’t be convinced the resistance is coming through.

	I’m not surprised
	Being aware of the excellent job I’ve done, I would talk more about the achievements I’ve made. It says more about the client than it does about you.

	Attack
	Angry clients react violently. I would use statements such as “I see you’re angry” followed by silence allowing the client to re-think his actions.

	Confusion
	Recognizing confusion is imminent. After explaining a concept, I would pose to ask clients whether everything is clear and whether there is need to make some clarifications where necessary.

	Silence
	A passive customer engages very little and allows you to continue speaking.  I would try to ask them what they would be if they had reservations. Anything you need to get an answer.

	Intellectualizing
	Some people may choose not to act, but to theorize and hypothesize. The appropriate reaction would challenge them by asking a difficult question.

	Moralizing
	The focus is on how things should be, not how things should be. It puts the speaker in an elite place and indicates that if only others change/do stuff right /obey the guidelines, then it's all right.

	Compliance
	It's uncommon for a customer to be sold on all your thoughts, have no questions or reservations. I would do everything you can to attract opposition in the planning phases, so before execution, it is out in the open.

	Methodology


	Most customers want to understand and should understand your methodology. I would be prepared to clarify how individuals were chosen, who participated, statistical validity, etc. 

	Flight into health
	Suddenly the issue disappears, and the client is healthy. More likely, somebody doesn't want to take the time to deal with actual company issues. I would take the liberty of recognizing the root cause problems.

	Pressing for solution

	Engaging the customer in debating issues is healthier, and getting her buy-in to propose alternatives. Explain that you are looking for this type of relationship.



