Handling Relationships With
Challenging Customers
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Reaction vs. Strategy

A Reactiorm Unconscioushabitual approach to interacting
with others

A Strategyt Consciouslghosen approach that fits the
situation, individual, personal history or organizational culture
mostappropriately

Conflict is Inevitable

Combat is Optional

/ ‘\ Acclivity

PERFORMANCE



Success In Service
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A Bob, Bob, Bob

A | understand your thirst
A Break the Golden Rule
A Perception is reality

A StyleFlex
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Power Points of Behavior

A If I understand me better than you understand you, tHeran
guide the communications between us.

A If I understand mandyou better than you understand yourself,
then| can predict and guide how you will respond.
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The Four Communication Styles

Driver
D-Dominance)

Expressive
(I-Influencing)

Amiable
(S-Steadiness)

Analytical
(C-Contentiousness)




Style Summary

FACTS & RESULT

Analytical Driver
System and Process Control

Logic Driven Impatience
Non-emotional Results Driven
Analysis Decisive

_ FAST NIMPATIENT
N Amiable Expressive A\
No Conflict Recognition
Relationship Communication
Driven Non-detailed
Consistency

Loyalty Emotion Driven

PEOPLE & EMOTION

PERFORMANCE

/ ‘\ Acclivity



Motivators andFears

Driver

Expressive

Analytical

Motivators Fears

Power Being taken advantage of
Control Losing control
Achievement and results Failure
Recognition/approval Disapproval

To be liked/loved Rejection

Freedom Loss of freedom
Acceptance Rejection
Security Risky changes

Stability and order

Conflict and disorder

Being right
Accuracy
Predictability

Being wrong
Criticism of their work
Uncontrolled emotions
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Cycle of Success

You can eithechange the way you think and behaue get a different result, or you
must settle for the results you are getting, based on the way you tharkd behave

—

Success Conditioning
Attitudes &
Results Thoughts
\ Actions & /

Behaviors
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Count on Conflict

w In the absence of communication, we create our own
message

w Every behavior has a reason

w Emotion trumps logic

w You train people how to treat you

w People will rise or fall to meet your level of expectation
w People need clearly defined expectations
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Diffusing Difficult Situations

A LISTEXN! OUA @S¢t &
A Ask guestionsand make statements. Do not attack or defend.
A Validateand acknowledge théeelingsinvolved

A Focus orgetting it right, rather than being right

A Paraphrase

A Provideoptions

A Setexpectations

A Q-TIP!



Clarifying Questions

A

A

What is your goél

What is the ideal solution/outcome for you?

What problem are we trying to sol¢e

What are you primarily concerned abgut

What am | not understanding?

You mentioned . Would you mind telling more about that?

Can | ask you to look at that from a different angle?
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The Slight Edge
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Anne Pritchard Grady
512.821.1111
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