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Agenda

1. Give attendees the list of sentences that transfo
and neutralize difficult people

2. Take gquestions

Wo ul dnot THAT be n



Quick Statistic

. 80% of Ameri cans s a
with difficult people at work

- 99% of Americans say that they themselve
are difficult peopl
ol nfrequentl yo

Who ARE these difficult people?



In the 90.days from 5/1/07-t0' 8/1/07 (272
companies; 9,561 respondents)

B 93% of people have avoided confronting a coworker about
Inappropriate behavior

B 81% of managers have avoided confronting a subordinate about
Inappropriate behavior

B 89% of people have avoided confronting their boss when he or
she failed to fulfill an expectation or promise

B 77% of people say that when they speak up about sensitive
topics, the other party gets angry or defensive

B 83% of people say that they occasionally or frequently withhold
Important information from bosses, coworkers and employees
because they fear the conversation will end badly

B 37% of an employee's willingness to stay at their company is driv
by their comfort with speaking the truth about these sensitive isst

Even when a customer or the organization suffered as a result



Deif-1AnenoAccept

Acceptable Behavior is behavior that you accept.

When you no longer accept it, it becomes
ounacceptable behavi or.



Approaches to'Problem:Solving

(Garvin & Roberto)

Concept ofDecision A contest Collaborativeproblem

Making solving

Purpose of discussio Persuasiomnd lobbying Testingand evaluating

Parti ci palSpokespeople Critical thinkers

Patternsof behavior  AStriveto persuade Mresent balanced
others arguments

Mefend your position  ARemain open to

Hownplay weaknesses alternatives
Ad\ccept constructive
criticism
Minority Views Discouraged or dismisse Cultivatedand valued
Outcome Winnersand losers Collective owneship



Correcting Dysfunction

P




Shark:-Story




Breaking Down the'Problem

. The Shark Story
BSee or Hear somethinggacts)
Blnterpretation (assumptions / intentions)
BFee|(reaction to the interpretation)
BACt (accusation)
‘BReact(defense / accusation)

. The kindergarten model
BBeing right is good
BBeing right first is better
BBeing right at the expense of others is best
- Initiators Mistaked | tell youwhy you did it (or said it)

- Respondendlos Mipermkeade vy
wrong about my intentions, theyou are at fault



Initiating a Conversation

AShare My Story
AUnderstand Their Stor
Aroblem Solving

Adentify the most pressing issue

AClarify the issue with as much detail as
necessary

MDetermine the current impact in as much deta
as necessary

Metermine the future implications (what will
happen i f things dono
AExamine the contribution system for the issue
Amagine the ideal outcome

Mresence
AEngagement
AEmpathy
KOpenness
ACuriosity
MDepth
RdieR N9 €)

KCollaboration




