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THE FOUR CHOICES
1. Do nothing
2. Leave

3. Change your attitude
4. Change your behavior

GENERAL STRATEGY
1. Know what you want

* context & relationship
2. Pay attention

3. Be flexible
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K anil Bringing Out the Best in People at Their Worst
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THE LENS OF UNDERSTANDING

Task Focus

Get it Right Get it Done

F'assiveo-—( Narmal Zone

Get Along Get Appré:iated

Aggressive

People Focus
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j:’“ﬁt: Bringing Out the Best in People at Their Worst
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L
THE LENS OF UNDERSTANDING
Task Focus
Passiva

Aggressive

People Focus
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il Bringing Out the Best in People at Their Worst

THE LENS OF UNDERSTANDING

Task Focus

WHINER TANK

SNIPER

2\ KNOW IT ALL

NOTHING,
Passive Agaressive
NOTHINGY it/ GRENADE
VES SNIPER

THINK THEY KNOW IT ALL

People Focus
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Bringing Out the Best in People at Their Worst

Blending

® Reducing differences.....
® Meeting people where they
are

Communication

55% how 1t looks

38% how it sounds

7% what 1s said

When you are successful you are
congruent

All channels - same direction
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Bringing Out the Best in People at Their Worst

Cioal ; COMMAND BESPECT
1. *Kecp Breathing
*Ler'em Vent

*33% Assertive

2. Interrupt

3. Qickly backirack

4. Aim at the bottomline

5. LEAD: Question / Assurnplion
* Peace with honor

AR
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Bringing Out the Best in People at Their Worst

Cioul #1: Call Allention Lo il.
I. Stop, Look, Backirack
2. Probe for Grievance
QR
1. State and align
with higher intent
2. Ask for relevancy

Gioal £2: Clear the Air
Mleeting with 3rd party

N
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Bringing Out the Best in People at Their Worst

KNOW - IT - ALLS

Goal: OPEN THEIR MTND

* Konow Your Stuff

* Backtrack with Hespect

* Blend with their doubrs & desires

* Lead:
Documensation, [ndirect,
"We", Question?

* Tumn them into Mentors

LT
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Bringing Out the Best in People at Their Worst

Goal: GIVE BAD IDEAS THE HOOK

1. Give Recognition

2. Ask Questions

3. Be unchallenging e i

4. Docnmentatian A

5. Provide a face saving escape. \i 4 _ i
LONG TERM #E'u W

* Give Deserved Recognition b, -

* Be Honest
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Goal: STOPIT.... ASAP
1. Gel their attention
2. Say what they need to hear
3. Reduce intensioy
4. Teke & break
* (rrenade Prevention

"How would you know il

"How do you know you‘re not ?
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¥ Bringing Out the Best in People at Their Worst

Goal: GETTHEM TO

e PROBLEM SOLVE.
: ,ﬁﬁﬁ JOR...GO AWAY.)
£§- *—'-hﬁaté-’ 1. Listen & Interrupt
(SR 2. Backtrack & Clarify
! foﬂ};; 3. "What do you want?"
R 4. Assign/Suggest
"Ways to Help”

5. Set future actions

6. Draw the line

-----------------------------------------
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Bringing Ouf the Best in People af Their Worst

NO PEOPLE

Ty (roal: Survive

1. Attitude Adjustment

2. Use them as a resource

* Polarity Response
* Project Positive intent
* Group Negativity
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Bringing Qut the Best in People af Their Worst
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b YES & MAYBE
PEOPLE

Make honesty safe
Acknowledge Honesty
Help them

Ensure commitments
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Bringing Out the Best in People at Their Worst

NOTHING
PEOPLE

ﬂﬂ Goal: GET 'EM TO TALK

Pl

Tap Flimd ThEe Tp S
ot A TeE P

Plan encugh time,
Ask questions
Expectant look
Show the Future
Guess

Lighten it up
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Bringing Out the Best in People at Their Worst

STRATEGIES

GOAL: Let othar person ;
feul Understood RArst! CRITERIA
1. Lizten
2. Baclrack = Listen i
a Reasans far of againes
. r;l;-_ru‘}'?..—?jr:mﬁm Make Criteria wisual
4. Cemlirm
: i Lend :
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e ST T o
Minin_ti:lng Being Honest
Defensiveness

1. Pasinye incent

1. Bpaific abous (-]
1, Shaw them

4, Spe=cific abpu {+)

L. Project pasitive WLCAL
2. Srawe your interd
1. Be ready o nnderstand
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