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THE MODERN IDENTITY OPERATING MODEL  ·  COMPANION WORKBOOK
Resistance Log
Treat pushback as a reading of the design, and tell healthy discomfort from real friction.
Adapted from Chapter 17 of The Modern Identity Operating Model by Becky Sandberg. © 2026 Becky Sandberg.
What this is
Resistance is rarely a culture problem. It is operational, and it points to where the model has drifted out of step with how work actually happens. This log captures each instance of pushback, asks what it is made of, and turns it into either a fix to the design or a decision to hold the line.
When to reach for it
Reach for it from the first pilot onward. Use it whenever pushback is being filed as isolated complaints rather than read as signal.
How to use it
1. Capture each instance of resistance with who it came from and where.
1. Ask what it is made of. Is this a reaction to better accountability, or a sign the process is unusable? A governance gap, or an ownership clarity gap? A communication failure, or a support failure?
1. Decide whether it is healthy discomfort to hold or structural friction to fix. Not all resistance should be accommodated; giving in to the discomfort of leaving unsafe habits just rebuilds the problem the model was meant to fix.
1. Record the action and close the loop. Resistance should improve the conversation, not end it.
A worked example
A realistic set of entries. The point is to read each one, not to file it.
	Source
	What they push back on
	What it is made of
	Hold or fix
	Action
	Owner
	Status

	Service desk
	The new request flow is slower
	Process usability, not accountability
	Fix
	Streamline the request steps
	Change lead
	Open

	A team lead
	Objects to access reviews
	The discomfort of accountability
	Hold
	Explain why, keep the review
	Governance analyst
	Closed

	Application owner
	Cannot tell what they own
	Ownership clarity gap
	Fix
	Clarify the ownership record
	Identity lead
	Open

	Managers
	Approvals are confusing
	Communication or support failure
	Fix
	Add the approval quick guide
	Change lead
	Open
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