
Excelling in interpersonal skills



Becoming the obvious choice for 
promotion



Have you contributed to your 
organisation’s success?



Why do successful people 
ignore most persuaders?

� Most persuaders offer distractions, not strategies (fad diets).
� Most persuaders seek consumers, not producers (movie rental 

vendors).
� Most persuaders hawk illusions, not reality (diet pills).
� Most persuaders sell easy, not hard (battery-powered exercise 

belts).
� Most persuaders promise quick results, not gradual progress (day

trading).
� Most persuaders promote gratification, not self-denial (large meal 

portions).
� Most persuaders promote longing, not acceptance (skinny models).
� Most persuaders foster dissatisfaction, not contentment (the latest 

styles).
� Most persuaders pursue their own best interests, not yours 

(brokers).



Caring for your customers



Team Roles



Asserting yourself means expressing your needs and opinions 
openly and forthrightly. It does not mean dominating or 
intimidating others; nor does it mean being aggressive. There 
are five skills associated with asserting : 

• Clarifying your intentions 

• Remaining centered 

• Expressing yourself 

• Supporting your expression 

• Persisting 

Asserting Skills



Why do we avoid conflict?

� Because it makes us uncomfortable
� Because we don’t know what to do
� Because we don’t have much experience 
� Because most of our role models manage conflict badly
� Because no one will help us
� Because it’s the course of least resistance
� Because we can get away with it
� Because it’s what everybody else does
� Because there are so many less important things to do



Managing conflict badly

� We try to manage it when we are upset.
� We fail to prepare for it.
� We view discomfort as something to be avoided at 

all costs.
� We rely on opinion more than data.
� We believe that all conflict can and must be 

resolved.
� We invest more energy in debating than in 

understanding.
� We fail to document our interventions.



Think about your boss



Dealing with Problem Bosses (2)



Types of Difficult People
� The Tank
� The Know-It-All
� The Think-They-Know-It-All
� The Sniper
� The Whiner
� The No Person
� The Yes Person
� The Maybe Person
� The Nothing Person
� The Grenade


