Dealing with Difficult Members
How do you deal with the following personalities?

· Irate

· L__________ with r__________

· Do not a__________

· Use q__________ to c__________ and c___________

· Do not p__________

· Stay c__________

· Do not take it p___________

· R__________ that some people are naturally (unnaturally) hostile

· Only r_________ to a s__________ if necessary

· Talkative

· Be p__________

· Be f___________

· Do not c__________ c___________

· Explain time c___________

· Use c__________-e__________ questions

· Confused

· Be p__________

· L__________

· Avoid j__________

· B__________ it d__________

· Ask q___________ to test r__________

· Watch b__________ l___________

· S__________, t__________, s__________, t___________

· “I Must Say NO!”

· Use supporting d__________

· Explain the b__________ to them

· Offer alternative s__________/o__________

· Don’t be s__________

· Use c__________ s___________

· Be d__________

· Avoid “j__________” words

· Disabled

· R__________

· F__________ on the person on the inside

· Ask q___________

· Do not p__________

· Seek h__________ if necessary

· Kids

· Be p___________

· Ask p___________ before giving anything to the c__________

· Point out any s__________ concerns

The bottom line is that we must approach the majority of people we come into contact with the same way all the time.  We will need to make adjustments in regards to each situation, but the following guidelines apply to most:

· Listen

· Be patient

· Ask questions

· Be polite

· Seek help when necessary

How do you deal with difficult people when there has been a mistake?

Is the first question you ask yourself “Is it my mistake or someone else’s?”

Guess what?

The correct answer is that it

DOESN’T MATTER

in relation to how you react or respond to the member!

· A__________ the error

· A___________ for the situation (empathize)

· Take r__________; “o__________ m__________”

· Don’t become d__________

· F_________ it and move on with your life!

· F_________ up

· Make sure to say T__________ Y__________

What about dealing with difficult people when there is an error or problem?

Seek first to understand; then to be understood
In The 7 Habits of Highly Effective People, Stephen Covey warns that giving out advice before having empathetically understood a person and their situation will likely result in rejection of that advice.

· U__________ the real issue

· Ask q__________ to find the f_________

· L__________ to decipher the real i__________
· R__________ and r__________ them we will take care of it

· I__________

· Determine options to the s__________

· Take care of it-even if it is “n__________ y_________ j_________”

· Do your best to get an a__________; don’t make p_________ you can’t keep

· F__________ through (c_________ back)

* Keep in mind that the only thing we have to “sell” is service; any financial institution can open a savings or finance a loan. Difficult behavior can often be overcome simply by being nice and providing good member service. * 
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