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Develop America's Airmen Today ... for Tomorrow

1. Why Should We Care?

2. Why People Do What They Do

3. Assertive Communication Skills

4. Types of “Difficult” people

5. Tips on handling “Difficult” people
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e Challenge is to form coalitions of willing people
(volunteers) eager to serve and able to do so
effectively with others

e You just can’t ignore / avoid difficult people

 Your team will work best if the group has strong
and productive relationships

“Dealing with people is probably the biggest problem

you face...” (Dale Carnegie, author of
How to Win Friends and Influence People)



Presenter
Presentation Notes
Dealing with people is probably the biggest problem you face….”      (Dale Carnegie, author of How to Win Friends and Influence People)
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e Difficult people have “costs” -- they

Cause other people to leave the team

Undermine the leader’s authority / affect reputation
Weaken communication / Waste time

Cause dissention among team members

Diminish the team’s productivity

“Suck the life out of you” from the mudslide of problems

Why are some people so difficult?


Presenter
Presentation Notes
Dealing with people is probably the biggest problem you face….”      (Dale Carnegie, author of How to Win Friends and Influence People) Cause other people to leave the organization. U.S. Dept of Labor statistics indicate people will change jobs 7 to 10 times…often to avoid difficult people. Unfortunately, they find DP at the next job as well..best to learn how to deal with DP.
Undermine your authority (power).  What kind of authority (power) do you have? Referent (attractive), Positional, and Authority.  A difficult person can complain about you when you’re not present, compete with you for power, impede your ability to follow through on promises, and so on. If the DP misrepresents you, it will become that much harder for you to build people’s faith and trust in you—the very foundation of your popular authority. 
Difficult people waste your time. Require more attention, focus, cause you to have to mediate differences.
DP bring you down. Dissension among the team. Losses in energy, enthusiasm, drops in productivity.  
Communication suffers s people avoid the DP…information gets lost. The DP can create points of dysfunction and disconnect. You may lose talent DP brings because you avoid them.
Will affect your reputation as a leader.
Affects your ability and that of others, to get the job done.
The “mudslide” of problems sucks the vitality out of your team
Difficult people are everywhere…avoidance and leaving doesn’t help.  Best to learn how to cope with the DP.
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 Unclear boundaries
 Conflicting expectations
e Rewarded behavior Is repeated behavior

« A word about psychopathology

What to do, what to do....


Presenter
Presentation Notes
Why DP are difficult: sources…conflicting expectations and unclear boundaries. Quote: “An expectation is a resentment waiting to happen.” Unknown
Boundaries can be physical and emotional…respecting these boundaries is a reasonable expectation.
Rewarded behavior is repeated behavior.  People tend to repeat behaviors that get them what they want…attention, no attention, power/control, self-esteem needs met, and the like.  They engage in difficult behavior because, at some level, it works for them.  If you can figure out what they want, then you can try to meet that need  without them engaging in the difficult behavior.
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General Strateqgies

e Actively listen to and observe others...communicate

« Don’tignore a problem...confront them head on...they
won't just go away

 Understand what may be behind the problem behavior

 Avoid talking about others behind their backs and don'’t
“pile on” when others do

« Establish group norms for your team

« Be assertive (behaviors that take care of self but not at the
expense of others)

What assertiveness can do for you...


Presenter
Presentation Notes
General.
Do read what your peers write; listen to what they say; observe what they do.
Don’t ignore what happens around you just because it’s not in your direct “line of fire.”
Don’t arbitrarily write off negativity or complaining-try to figure out the cause.
Do jump on opportunities to communicate with your colleagues.
Do contribute to newsletters, positive blogs, and group activities.
Don’t forget your manners—never say or write anything about someone else you wouldn’t want that person to hear.
Don’t talking badly about others behind their backs (gossip)…it is cancerous.  “Sounds like you need to talk with that person about your concern.” Reply: “That won’t do any good…he/she will never listen.” Reply back:  “Well, I don’t think talking to others will help either.”
 
Confront problems (unrealistic expectations) head on, directly.
 
Be politely assertive…as the leader you have the authority and responsibility to enforce boundaries. Establish group norms for what is OK or not OK. Add sample “Group Norms” sheet. Set/establish boundaries and expectations early and then enforce them.
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OPTIONS
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e Reduces anxiety / stress caused by conflicts
 Allows effective expression of thoughts, feelings

« Confidence and control over life improved

« Others respect you, your ideas and opinions
 Relationships with others are greatly improved

« Ableto say “no” when you mean “no” without guilt
 Motivates others toward assertive behavior

 Allows you to ask for help without fear and stress

How do you “assert’????...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Change your Mindset: It isn’t a reflex, but a response

Put the problem at the center of the table — takes the focus off of personalities and
on to the behaviors — you can’t change beliefs / attitudes, but you can change
behavior (especially if the changed behavior has a reward versus a punishment)

« Be Specific and Direct and have them “solve” the problem

* Respect Yourself and Others — blame isn’t the game, it’s all about discovering the
way ahead

» Prepare and Practice (response versus reflex)
« One key: Questions over statements
e Thiswon'twork.................
 ldon'tlike.......
 |[t’s always been done this way.....
« You aren't fair.....

e That's abad idea......

Let’s look at some “difficult types”


Presenter
Presentation Notes
Change your Mindset-Remember that you have a right to be heard and your opinions and needs be considered when decisions are being made. If you are often fearful of speaking up, ask yourself “What is the worst thing that can possibly happen if I voice my feelings in a respectful manner?” More often than not you will discover your fears were not reality based and you will quickly calm down and feel more comfortable being assertive.
Use “I” phrases-Be willing to own your opinions and feelings by saying something like “I need the report completed and on my desk by 5 p.m. today” or, “I need more time to consider these proposals, so may we meet again tomorrow at 8 a.m. to review?” In personal relationships there may be times when you want or need to say “no” to requests from family or friends. Simply say something along the lines of, “I would like to help you, but I already have a prior commitment on Saturday” or, “I appreciate the invitation, but I can‘t make it this time”.
Be Specific and Direct-Look the person directly in the eye and deliver your message in short, easy-to-understand sentences, respectfully offering or asking for clarification when needed. Keep in mind that men and women communicate differently, especially with those of the opposite sex, so make it a priority to learn the difference between men and women and their communication styles while striving to be assertive.
Respect Yourself and Others-Realize that you are worthy of being heard and that you have something valuable to say, just as others do. You have important ideas and suggestions that everyone will be benefited by after respectfully considering what you have to say, just as they do. Recognize the things you do well and feel good about yourself and your achievements, and take gradual steps to improve in the areas you have difficulty with.
Prepare and Practice-If you find there is a need to confront someone, take some time to prepare what message you wish to get across and practice your tone of voice and body language, in order to achieve assertive communication while also keeping the lines of communication, compromise and negotiation open.
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Presentation Notes
Toothbrush and new neural paths story

Why do they tell seniors to “stay active”?

http://images.google.com/imgres?imgurl=http://blog.miragestudio7.com/wp-content/uploads/2007/07/kanizsa_triangle.jpg&imgrefurl=http://blog.miragestudio7.com/2006/05/architecture-and-optical-illusion/&usg=__CMuWO0KSxyPJkkSo1H0ampVDjr0=&h=392&w=450&sz=36&hl=en&start=41&um=1&tbnid=ypmWjBWb8mK67M:&tbnh=111&tbnw=127&prev=/images?q=visual+illusions+three+columns&start=36&ndsp=18&um=1&hl=en&rls=com.microsoft:en-US&sa=N�
http://images.google.com/imgres?imgurl=http://www.uncleernest.com/images/funstuff/optical/oi_bivlet.jpg&imgrefurl=http://www.uncleernest.com/fun_optical.html&usg=__XhJ5WKWN9Hct-6-Tlx_SOM3DiFA=&h=404&w=303&sz=21&hl=en&start=14&um=1&tbnid=90XCa4rFF-qpAM:&tbnh=124&tbnw=93&prev=/images?q=visual+illusions+three+columns&um=1&hl=en&rls=com.microsoft:en-US&sa=G�
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Aoccdrnig to arscheearch at an Elingsh uinervtisy, it deosn't
mttaer in waht oredr the Itteers in a wrod are, the olny
Iprmoetnt tihng is taht frist and Isat Itteer is at the rghit

pclae. The rset can be a toatl mses and you can sitll raed it
wouthit porbelm. Tihs is bcuseae we do not raed ervey lteter
by it slef but the wrod as a wlohe.

Ceehiro

Might you / your cohorts have a hard time “seeing things”
another way?

—Air University: The Intellectual and Leadership Center of the Air Force I
13 Integrity — Service - Excellence 13



Q b
N Types of Difficult People 5

Develop America's Airmen Today ... for Tomorrow

Task
Master
Bully Busy
Body
Recluse Black Liar
Hole
Outlaw Know-It-
Blamer- All
Complainer

A common theme Is assertive responding...


Presenter
Presentation Notes
We can always look at the behaviors and skills of team leaders and team members in analyzing team performance and success, but it is also instructive to look at the overall team as well. The list of attributes that follows describes team units that are highly productive and successful. You can use this list as a set of criteria by which you can judge your own team.
Commitment - Team members see themselves belonging to the team. They are committed to group goals above and beyond their personal goals and agendas.
Trust - Team members have faith in each other to honor commitments, maintain confidences, support each other and generally behave predictably and consistently.
Purpose - The team understands how it fits into the overall business of the organization. Team members know their roles, feel a sense of ownership, and can see how they personally, and as a team, make a difference.
Communication – Effective teams communicate effectively and frequently with each other and also communicate clearly and consistently with people outside the team about team activities. Effective internal communication allows these teams to make balanced decisions, handle conflict constructively and provide each other valuable feedback. 
Involvement - Everyone has a role on the team. Despite differences in roles, perspectives and experience, team members feel a sense of partnership with each other. Contributions are respected and expected. True consensus is reached when appropriate.
Process Orientation – High performing teams have a large number of process tools they can use when needed. Process tools would include: problem solving tools, planning techniques, regular meetings, agendas, and successful ways of dealing with problems, behavioral agreements, and ways to improve those processes within the team.
Continuous Improvement - The team understands the importance of continuous improvement, has the tools, knowledge and time at their disposal to make Continuous Improvement really happen. All improvement efforts are done in support of the organization’s goals and objectives.
If you feel a team is ready for such a discussion, pull out this list of attributes and have a team discussion on how well people feel their team is doing on each of these dimensions, the discussion can be enlightening and help the team move its performance to even higher levels.�
©1997, All Rights Reserved, Kevin Eikenberry. Kevin is the President of The Kevin Eikenberry Group, a learning consulting company that helps their Clients reach their potential through a variety of training, consulting and speaking services. To learn more about customized training and workshops on teams go to http://www.kevineikenberry.com/training/training.asp or contact Kevin at toll free 888.LEARNER.
Article Source: http://EzineArticles.com/?expert=Kevin_Eikenberry
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« Makes unreasonable demands on your time, resources, and
attention...Task Masters may:

e Be overloaded, or unaware of the impact of their demands
« Simply be dumping on you to avoid the work

« Be motivated by ambition (at your expense)

« Simply be clueless

« Consider it their right to pass on their work to others

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems





By 3 5
L 94 Task Master: What You Can Do W
% o

Develop America's Airmen Today ... for Tomorrow

e Approach the TMis a positive way

e Observe how TM manages his/her workload and use this
observation to shape your perspective

o State clearly how the extra work is negatively impacting you
and the team as appropriate

« Explain what you're willing and able to do

 Develop a plan to deal with the overwhelming workload ...
distribute the work more evenly

« Decide what is most important...decide if there are tasks that
don’t really need to be done

—— Air University: The Intellectual and Leadership Center of the Air Force H——
Integrity — Service - Excellence 16


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Bullies pose a problem whether they’re subordinates,
colleagues, or bosses

A bully who works for you may steer clear of you, but will
try to bully others on the team...ultimately you have to
contend with the bully’s behavior.

 Bully looks, sounds fierce, but is often hurting and
motivated by need for acceptance, respect

 Unfortunately the Bully tries to meet these goals by
Intimidating others and making others feel small

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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e Bullies thrive on fear; if you're intimidated, don’t show
It...keep your cool...don’t take the bait. Questions over
statements

« Tryto understand what makes the Bully feel inadequate—
work to manage those situations — help the Bully find more
appropriate behaviors

« Avoid being sucked in by bad behaviors...set up the Bully to
“win” by putting the Bully in situations where skills will be
recognized and performance will be successful

« Engage positively by taking an interest in the Bully’s life/work
and by asking specific questions

—— Air University: The Intellectual and Leadership Center of the Air Force H——
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Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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e The Busy Body doesn’t respect personal and professional
boundaries

e The Busy Body moves from person to another carrying
personal information about others

« The Busy Body tells the stories as a way to gain acceptance
or to manipulate or gain influence

 Unfortunately, the Busy Body engages in these behaviors
often at others’ expense

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Re-direct the Busy Body to work-related
conversations...guard against being pulled into inappropriate
conversations about others

« Try to re-direct the Busy Body’s natural social skills to more
helpful ways of interacting:

e Information gathering from other team members,
* helping with a newsletter, etc.
 Delete inappropriate messages w/o responding

« Don’t let the Busy Body intimidate or make others feel
Invaded or uncomfortable

e Enforce boundaries

—Air University: The Intellectual and Leadership Center of the Air Force I
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Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Someone who takes everything you can give and then asks
for more

« May have difficulty respecting others’ boundaries
« May have confusion in expectations

« May never finish a project

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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Take an active interest in BH’s tasks and projects...watch and

guard against the natural tendency to want to avoid the Black
Hole

« Encourage the BH to move on when a task is sufficiently
accomplished

 |Invite BH's input on others’ work as a way of showing value
In the BH’s opinion

« Givethe BH positive feedback on increased independent
decision making and work

« Don’t let agood call go unnoticed

o Set expectations / standards for completion of projects

—Air University: The Intellectual and Leadership Center of the Air Force I
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Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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e The Recluse is isolated and does not communicate with
others...withdrawn and non-participative

« May be shy, uncomfortable around others
« May prefer to work alone
« May not trust others (burned by a Busy Body before?)

« May not be very skilled in working with others

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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Don’t force interaction...the recluse will not likely become a
social butterfly

Stay focused on tasks in your contacts...other kinds
Interactions may be viewed as intrusive

Establish a routine or procedure for the Recluse to provide
Information to colleagues who need it

Provide appropriate comm tools to the Recluse

Do allow the Recluse to have solitary time in exchange for
Interacting with others

Avoid intruding into life of Recluse—when not needed, or
asking for something recluse is not comfortable with

—— Air University: The Intellectual and Leadership Center of the Air Force H——
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Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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e A person who deliberately misleads you. This person has an
ethical problem

« Lying viewed as easy to way to get what is wanted or to avoid
responsibility for something

« Believes lying makes the Liar smart or more clever than the
person being lied to

 Uses as a source of power through manipulation
e Tricky to deal with—never know where you stand

« May be trying to undercut authority, advance self at other’s
expense, or get away with something

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Take defensive action...document your case
« Assess how bad the situation is...the scope of the lying

e Get “authority” (not legal, but others with supervisory skills)
Involved as soon as needed

« Don’t get trapped by the Liar — you are giving the Liar
“ammunition to shoot you with”

———Air University: The Intellectual and Leadership Center of the Air Force HE——
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Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Doesn’t play by rules unless they’re his/her own

 Underlying behavior may be belief that everybody should be
able to come and go as they like

 Outlaws often feel trapped, bound, constrained by
structure/rules...go about business—ignore rules

« Outlaw can turn into negative role model...folk hero-like, a
“Rebel without a Cause”

« Can distract others or even gain a following

 Extreme Outlaw is compelled to openly challenge your
authority

e |f unsuccessful, the Outlaw blames the rules

What you can do...
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Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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Focus on creativity, not compliance

Leverage Outlaw’s tendency to question; nurture it as
curiosity among team. Loosen the reins a bit

Set up aregular time for “challenging the rules”

Credit the Outlaw when appropriate for rules that are changed
or discarded

Stress the “end results” all are working toward; encourage
solution-focused thinking.

Put the Outlaw in charge of linking procedures and processes
to group success

Reward successful or team endorsed suggestions

—— Air University: The Intellectual and Leadership Center of the Air Force H——
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Presentation Notes
Focus on creativity, not compliance.  Leverage the Outlaw’s tendency to question by nurturing it as curiosity among all the staff.  Loosen the reins a bit.
Set up a regular time for “challenging the rules.”  (akin to proving a dry erase board n a restroom to allow people to write down ideas, or setting up areas in a city for graffiti). 
Credit the Outlaw when appropriate for rules that are changed or discarded.
Stress the “end results” all are working toward and focus energy and ideas in the direction. Encourage solution-focused thinking. 
Assign the Outlaw to a “Rules and Results” team which will put the Outlaw in charge of linking procedures and processes to group success.
Reward “best suggestions” that are most successful or that gather the most support from all team members. 


®
‘ Y
N Know-it-All 5

.
g

Develop America's Airmen Today ... for Tomorrow

e Someone who claims to know everything about everything

« Wants to be in control...pays little attention to what others
say

« Condescending, irritating...freely gives opinions

 Defies authority and insults others, annoying them and
alienating co-workers

« Because of alienation, contributions are not what they could
be, especially given K-i1-A’s intelligence

* [llusion of superior intelligence is often behind the behavior

e Need to be seen as smartest anchors self-esteem

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Encourage the Know-it-All to participate in helpful ways
« Go to the K-i-A first, asking for help in figuring something out
« When research needs to be done, ask the K-i-A to do it.

« Make practical assignments to the K-i-A as well as tasks
Involving complex challenges

« Share your K-i-A’s talent across teams and projects

E——Air University: The Intellectual and Leadership Center of the Air Force IE——
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Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems





- v
" |
\w/ Blamer-Complainer R |

Develop America's Airmen Today ... for Tomorrow

« Someone who blames you and others for his/her mistakes

e Sometimes called whiners because of their tone of voice
when blaming and complaining

« Adept at buck passing, finding fault in everyone and
everything

 Negativity of the Blamer-Complainer drains energy from
others

* Are often terrified of being held accountable when making an
error

What you can do...


Presenter
Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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« Accept blame when appropriate...crucial in demonstrating the
need for shared responsibility

« Encourage constructive, action-oriented problem-solving in
place of Blaming-Complaining

 Leverage Blamer-Complainer when critical eye is needed on a
project that may not be going well

« Campaign against fault-finding...acknowledge that people
can make mistakes but reinforce and reward problem
solvers...make it public

—Air University: The Intellectual and Leadership Center of the Air Force I
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Presentation Notes
Groups usually make better decisions than individuals working alone, because groups have more approaches to or methods of solving a specific problem. A group of people with various backgrounds, experiences, and resources can more creatively consider ways to solve a problem than one person can.  Besides that, teams generally make higher-quality decisions than individuals. Research clearly documents that "a group with diverse backgrounds, including ethnic diversity, results in better quality ideas. With more information available, the group is more likely to discuss all sides of an issue and is also more likely to arrive at a better solution". (Beebe and Masterson, 2000)
FYI-For Your Improvement: A Guide for Development and Coaching, 4th Edition (Lombardo & Eichinger, 2004).
Quote: “Talent wins games, but teamwork and intelligence win championships.” – Michael Jordan.
Keys to Building Effective Teams, pp 358-360 (or Remedies if your team is not…):
Establish a common cause and a shared mindset
Create a plan
Follow basic rules for inspiring team members
Create climate of innovation and experimentation
Work to understand others, not judge them
Address resistance to team work by focusing on common goals, priorities and problems
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