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You are in the right place if

You’re a CIO

You’re a senior leader

You’re a director or manager
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Here to help



GAME PLAN/ AGENDA
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Diffuse tense 
situations 
and mitigate 
conflict
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RECOGNIZE A JERK AND 
PREVENT FROM BECOMING ONE 

YOURSELF
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BUILD 
RELATIONSHIPS 

BEFORE YOU 
NEED TO
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What is a jerk?

■ Identify the signs, behaviors, or characteristics

■ Describe the impact they have on co-workers and 
the workplace
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Work Jerk Definition

{NOUN}
SOMEONE WHO DOESN’T USE 
SOCIAL SKILLS AS A 
NECESSARY JOB SKILL



5 REASONS 
WHY 

PEOPLE 
ACT LIKE 

JERKS
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INCOMPETENCE
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STRESS
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OVERWHELMED
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LEARNED BEHAVIOR
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FEAR
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Myths (deadly 
because they SEEM
true)

1. Better to avoid 
2. Better to quit 
3. It’s all good, no jerks exist! 
4. HR will save the day
5. I can handle it on my own 
6. Jerks are bad people
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Unaware Don’t Care
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JERK?

Darn 
Right!



MISTAKE #1
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MISTAKE #2
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MISTAKE 
#3
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Expert Jerk

“No matter what role you serve or title you carry, success in 
the workplace is not based on the work we produce, it’s 
based on the relationships we build.”

Jerk Expert



Recognition

Ask for informal 
feedback Ask what, not why

Think Regularly/ Write 
in a journal Take a personality test
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“ERIC HAS HELPED ME BECOME A MORE CONFIDENT LEADER. IN 
ONLY 6 WEEKS OF WORKING WITH ERIC, NOT ONLY HAS HE GIVEN 
ME THE TOOLS TO MANAGE DIFFICULT WORKPLACE 
RELATIONSHIPS, HE ALSO HELPED ME TRANSITION FROM MY 
TOXIC WORKPLACE FOR A HAPPIER, MORE ENGAGING 
WORKPLACE.”

-JUDITH, SENIOR DIRECTOR 



Empathy 
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CREATE A SAFE 
ENVIRONMENT

EMPOWER, DON’T 
MICROMANAGE

LISTEN, 
UNDERSTAND, 
VALIDATE



“ERIC BROUGHT AN AWARENESS TO THE IMPORTANCE OF BUILDING 
RELATIONSHIPS AND INTRODUCED STRATEGIES THAT HELPED US 

APPROACH CONFLICT IN A MUCH MORE MEANINGFUL WAY TO DRIVE 
CHANGE IN THE ORGANIZATION. ERIC’S STRATEGIES HELPED US 

HAVE A SEAT AT THE TABLE AND BE A PARTNER WITH THE BUSINESS 
SIDE OF THE ORGANIZATION.”

-MICHAEL, VP OF IT



How to be More Empathetic

1

Hold One-on-Ones

2

Be Emotionally 
curious

3

Practice 3 Up, 3 
Down
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TRUST

RESPECT

TRANSPARENCY

COLLABORATION



CONFLICT 
STYLES



AAA Method
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Assess

Assess the 
Situation

Analyze

Analyze the 
Situation

Act

Act with 
Clarity



CONFLICT PROFICIENCY LEVELS

Basic

Handles Conflict 
Objectively

Promotes calm 
dialogue & 
cooperation 

Identifies conflict 
situations requiring 

attention & steps in to 
resolve 

Intermediate

Finds common ground 
and gets cooperation 
with minimum noise

Exercises self-
awareness by reading 

& responding to 
situations in real-time 

Successfully manages 
conflict between 

individuals & groups

Is objective in 
situations that involve 
personal conflicts of 

interest

Advanced

Steps up to 
conflicts; seeing 

them as 
opportunities to 

grow

Is unbiased & 
trustworthy in 
situations that 

involve personal 
conflicts of interest

Hammers out tough 
agreements & 

settles disputes 
equitably

Moves quickly to 
resolve issues to 

prevent bitterness

Expert

Masterfully diffuses 
volatile situations

Is well respected as 
a fair & wise leader

Engineers plans to 
equitably & calmly 
resolve disputes

Exhibits foresight to 
identify & defuse 

conflicts before they 
occur



Facebook @Tailoredtrainingsolutions
LinkedIn Eric Williamson
Twitter @TTS_Williamson
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