Know Where You Stand

A Newport and Wildman Workplace Presentation



Key Assertions

Most employees want to do a good job
Some employees can and do avoid responsibility

We are good at accommodating them and being reasonable.

We are bad at setting boundaries and being resolute.
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Why We Lack Resolve

Difficult people create real
pressure on reasonable people

In the workplace this provokes
two classic responses:
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Accommodation

&
Avoidance
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Behavioural traits of difficult people

Quick to get on the defensive

Quick to get on the offensive

Generally unwilling to accept responsibility

Good at blaming others

Frequently plays the victim

Rarely shows empathy for opposing points of view
Knows how to enlist powerful support

Plays for time and frequently procrastinates
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Behavioural traits of reasonable people

Quick to identify common ground

Rarely attacks

Always prepared to share their load of responsibility
Willing to look at solutions

Slow to blame

Good at accommodating

Willing to empathise and listen

Uses powerful support as a last resort

Gives people time to sort themselves out
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VICTIM

“I'm Blameless”
Safe - "Love me no matter what”

The Importance of Support
Understanding Our Role

The Karpman Drama Triangle

RESCUER PERSECUTOR

“I'm Good" “I'm Right”

Accepted Power Original Source © 1968
Enabling Role - by the

Indifference is an

Important tool. Transactional Analysis Bulletin
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Adapted From Karpman

Alleged Victim Employee

&
D

2
Supervisor The Dilemma? Alleged Persecutor
Rescuer Employee

Both employees want the
supervisor to support them
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Needs and Difficult People
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Once | have started to label someone as DIFFICULT
| have begun to describe a PATTERN of behaviour

This is a sign for me to begin to identify what | NEED

When | am not getting what | need
| need to say so

Now Is the time to construct an | statement



Assertiveness

Assertive People are:

1. CLEAR about their boundaries
2.CLEAN in their communication.
Truly assertive people do not give out mixed messages.

You always know where you stand.
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An Assertiveness Opener

Commonly referred to asan W Etaement.

1. Action
2 KSy X Siao
XYdzald 0S5
2. Response
L X
L FSStX
Xy 2 o0f
3. Outcome
2 KFO L ¢2dA R ftA1S Aax
XYdzald KI @
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You must be interested!

2dz OF yQU 1
listening

People are not that easily
fooled

5
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Filters.

We must keep an open mind

Sometimes we judge what people say

by how we have come to know them or
what we expect them to say.

Sometimes we know we are right.

Sometimes we just stop listening

Copyright 201G; Newport, Wildman & Associates P/L



Pal




ACTIVE TENSE

2 KSYy L aleée L G2 eé2dzy &2 K|
This is past tense and positional.

. 2dz YATIKG RSyeée GKAaAY a¢KI
We are now much too close to a stand off

This conversation could very quickly degenerate into:

G, Sa &2dz RAR®E

Gb2 &2dz RARY QU ¢

This is a situation to avoid at all costs
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ACTIVE TENSE

2 KSYy L albe L G2 e2dzy Gz KU
This is present tense and negotiable.

. 2dz YATIKG O2yGSal
2 K4 L FY ale@Aay3a Aaxé

| now have an opportunity to correct myself
GLQY &2NNE®P® 2KFO L Y KSINRARYS3

If the answer is yes | am back on track.
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summarising

This is a critical skill.

We recommend before you summarise that you either say out
aloud or too yourself:

G2 KIFEG L 'Y KSIENAYy3I é2dz al @
And then list what you have heard.

Good summarisers do not repeat word for word.
Rather they capture the essence of what has been said.
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Empathising
This is also a critical skill.

We recommend before you empathise that you either say out
aloud or too yourself:

a{2dzyRa t A1 SXE

And then communicate the emotional content of what you have
heard.

D22R SYLJI GKAaAaSNA b9+9w 9+9w
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The Dance

If we want to support staff to be responsible we must
do two things well.

We must be assertive.
We must listen.

By preparing well ¢ place, opening statement, communicating your needs
C you create a fixed point to return to as often as you need.

By listening well ¢ you create understanding and goodwill.

,2dz R2 NJi
y

u K
dzyliéNJit‘]I- y

U O«

I yOSY |
I OK 20GK

fot U
U)> [ty
mw R
U
e <,

a
N

U ¢

S
R

Only then can you negotiate.

Copyright 201G; Newport, Wildman & Associates P/L

fAdadSy:

t A



Stop - Summarise; Restate

When you get stuck or of off track or your
strategy is not working:

STOR be upfront that you are stuck or use a

pretext e.g. | need a break, a cup of tea, a walk
outside ¢ whatever.

Cease all problem solving at once!

SUMMARISEuse the time to reflect and

attempt to feed back accurately what you have heard.
Ask them what they have heard you say.

RESTATE use the time to reflect on your needs and restate
them. If you need to change them then do so.



Know Where You Stand

The Formula

1. All agree to raise any
concerns each has with the
other, in a professional, fair,
discreet and courteous
manner, as soon as possible,
directly with the other.



Know Where You Stand

The Formula

2. All agree to listen to the
person raising the concern,
and to communicate back
to the other what they
have heard, before
responding with any
concerns of their own.




Know Where You Stand

The Formula

3. All further agree to a cooling off period
of 24 ¢ 48 hours if they cannot
Immediately agree.

To meet again and attempt a resolution.

To agree to disagree if the concern is
only minor.

Call in a third party, and to inform the
other before so doing, if a concern is
not resolved to their mutual
satisfaction.




Know Where You Stand

The Formula

4. All understand that conversations with
third parties,

Particularly with a supervisor, manager or
key support person,

Can take place at any time without the
2ZUKSNJ LISNRA 2¢/ Qa LIS NXY
Provided the conversation remains
professional and discreet.

It is only when you want to involve them
In resolving issues between you that you
need to inform the other first.




Know Where You Stand

The Formula

5. When speaking with a supervisor or
manager or another third party all
accept responsibility for bringing
OKFO LISNR2YyQa |
agreement should they choose to
want to intervene when you simply
want them to just listen and advise.
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The Real World
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Johnnie Moore
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