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1. Know Spectiically \ MY @UuA

2. Make the Commitment
3. Pay Close Attentan

4. Be Flexible
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INTENT: INap =N

—To get things done

—To get things FHght

NEED: -lo ger
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. Stand your: grounad
. Breathe!

. Interrupt

. Backtrack slightly
. Aim at a “Bottom ILine~
. Peace with Honork
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. State facts as yoUurKIoWAt
. Provide a way: out

. Handle alone WheReVver:
possible
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. Listen

. Prepare to interrupt=son 't Agree
. Acknowledge thescomalcunt
. Get specIfics

. Use limiting; LES[PIONSES

. Move to propiem SeIVing







2. Provide face-
possible

5- Watch behavior - “don’t pushitooia






Ditficult Per Cooine Plan:
1. Assess the “Situation™

4. Formulate a plansformterkupaEnc

Interaction




OANRINE GOVWIUNICATION:
o Acknowledging

Appreciating
Assuring

Passive Listening
Pacing
Reflecting
Paraphrasing

A positive close




WANEGE OUT FOR:

e Put Downs
e Impatience
e Sarcasm & Complaiming
e Jargon

e Explaining Too Much

e Ignoring Customer:s Comments
e Avoiding ResponsioiiAorsEicrmie
Others






