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People have different levels of “readiness to change.” At any given time, 80% of people with a problem (such as alcohol 
abuse) are not ready to change! They must go through the stages. If you are proposing a change, you will be more 
effective if you understand how people’s readiness to change may affect you ability to effectively carry out the change. 
The “Sounds of Solution” handout helps you understand change-focused language.  Here are four categories of readiness 
to change: 

Customer Status™ Is there a problem? Are you willing to work hard to solve that 
problem? 

Customer : Yes, I have a problem. I am willing to work hard now. 
Shopper: Yes, I do and I need information 

about how I might solve it. 
I’m willing, but not at  this particular moment.. 
What will it cost me? 

Complainant: Yes, there is a problem. It is not  
mine, though. I am not ready yet 
to change, I am waiting for a 
change from someone else. 

No, I am not ready to work because it is 
someone else’s responsibility. I may feel 
depressed, disappointed, or even angry, but not 
ready to work. 

Visitor or guest: No, things are fine, thanks. 
Sometimes: I resent being here. 

I see no need to work hard. I haven’t 
considered a need for change.  

 
USING THE CUSTOMER STATUS™ TOOL 
If you follow these suggestions, you will help people move toward a Customer status.  

Customer status™ You, the change agent, should: You should  probably avoid: 
Customer (I have a 
problem and I am willing 
to work hard to solve it.) 

Give challenges, ask for changes, make new 
behavior happen. Focus on the future and 
emphasize what works already. Try new things. 
Do more of what works. 

Focusing on the past or talking about 
things that can't be changed—the 
customer is ready to work and wants 
a challenge. 

Shopper (There is a 
problem and I will be 
solving it at some point, 
but not today.) 

Plan changes: Give information about people who 
have made the change; congratulate or 
compliment the shopper on being aware of the 
problem. Ask what would help the shopper make 
a decision. Some shoppers benefit from 
understanding and analyzing the past. Pro-con 
analysis of costs of changing can help. Exceptions 
& coping talk may help. 

Avoid pushing for an early decision; 
allow some time for the shopper to 
accumulate information and weigh 
options. Don’t assign homework or 
change of behavior work; you can 
assign data collection though. Do not 
understate the difficulty of change! 
Better to overstate! 

Complainant (There is a 
problem but I don't think I 
can solve it because it is 
someone else’s 
responsibility.) 

Listen patiently! Give sincere compliments, focus 
attention on exceptions when the problem doesn't 
occur or on how the complainant copes with the 
problem. Focus on how to cope even better. Pro-
con analysis on changing self. 

Avoid focusing attention on the 
problem; focus on the coping instead. 
Never give suggestions about how to 
solve the problem. If you do you will 
be in ‘Why don’t you’ ‘Yes, but’ 
pattern. 

Visitor or guest (Problem? 
What problem? And as 
far as working hard, I see 
no reason for that,, thank 
you very much.) 

Warmth! Listen curiously! Raise doubts!  Give 
sincere compliments, engage in pleasant 
conversation, listen to the visitor’s story, tell your 
story. Your goal is to keep the visitor in the 
relationship, get him or her to return. Look for a 
"hidden customer" ( hidden desire for change). 
Perhaps it is only to get out of trouble, but that is 
enough to get started. Sometimes things have to 
get worse before they get better. 

Avoid pushing for any commitment or 
change. Give information about 
others and how they change but don't 
expect any response—just give 
examples. Stories are always 
entertaining and usually a visitor will 
listen.  

 
*These categories are about the relationship between you and the other person, they don’t describe the other person. For example you 
may be a shopper at one store, a customer at another. These guidelines help the other person become a customer with you!  
For more information, contact Dr Lynn Johnson, 166 East 5900 South, B-108, Salt Lake City, UT 84107. Telephone (801) 261-1412 or 
e-mail DRJ@DrLynnJohnson.com. Visit our website at http://drlynnjohnson.com.  
“Customer Status” is a trademark of Dr Lynn Johnson, P.C. and Solutions Consulting Group. 


