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The Know it All
Expert







Toolbox of
Techniques.....

+ Step back from the situation:

"Let's think about this for a minute......"

» Stay in the adult mode:

"T was the one that made that decision.”
"Is there something I failed to consider?”



Toolbox of
Techniques.....

Seek Agreement:

I can see you have a problem, what I can do is,........
and what I can't do is.......

Communicate and explore alternatives:

Have you considered ...........?
What would happen if you did...



Toolbox of
Techniques.....

+ Establish some boundaries for yourself:

"I'm not here to talk about......"
"I'm here to......."

- Speak in private:

"Can I have a minute to discuss this with
you in your office......"



Toolbox of
Techniques.....

Don't take things personally:

Look Mother Theresa,
could you put the cap on the toothpaste.......?

Use I language instead of YOU language:




Toolbox of
Techniques.....

Keep your cool:

"Let's meet back here at-.......... to resume Tthe
conversation, so we can reach a solution.”

Keep the lines of communication open.

"So to see if we're all on the same page, T
was going to.....you were going to......... by
this date.”




Telephone Tips for
Assisting Angry
People

It's important. Stay cool, stay
calm, stay clear-headed.

It's an option by why make their
elevated blood pressure your
problem. Don't waste your time.

Don't let people get to you, most of
the time it isn't personal. Don't
make it personal.




More Tips

» If you find yourself silently labeling the
caller a loser...better check the
attitude, stay positive.

+ Clenched fists and white knuckles on
the desk are a good reminder to stay
calm and take a deep breath....

* "I believe I can help you."

- "I can appreciate your concerns, let's
see if I have this correct.” *




