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Listening well isn’t just about hearing
informa on; it also builds rela onships.
Remember this crucial role of
communica on, and you may be
mo vated to do away with some of the
common annoyances that sabotage
rela onships: 1) Distrac ng yourself—
tex ng, picking up or straightening
things—when someone is speaking.
2) Interrup ng because you are suddenly
reminded
of
something
“more
important” to say. 3) Showing impa ence
by responding to the speaker before
informa on has been completely
conveyed. 4) Listening only enough to
grasp the nature of a problem, and
ignoring the speaker’s need to tell the
story. 5) Asking the speaker to hurry up
and finish. 6) Ceasing to listen when you
hear something with which you disagree,
and instead star ng to think of how to
respond.

Seasonal Aﬀective Disorder:
Light Boxes or Counseling?
Millions of people suﬀer with seasonal
aﬀec ve disorder (SAD), a mood disorder
associated with depression and related to
seasonal varia ons of light. Discovered 35
years ago, the condi on aﬀects over 4% of
the popula on in the United States at some
point in their lives. Use of a light box (easily
purchased online) to increase the amount of
daily exposure to light has been a
recommenda on
of
the
American
Psychiatric Associa on for some me now,
but don’t rule out talking to a counselor.
Counseling works well too, and possibly
be er, according to the first ever
compara ve study of the two approaches.
Researchers at the University of New
Hampshire found that cogni ve‐behavioral
therapy (a prac cal counseling approach to
personal change) helped defuse and
overcome nega ve thoughts that fuel
depression. Counseling teaches problem‐
solving skills and diﬀerent ways to think,
and it can prepare you to act and respond
to similar problems in the future. A light box
does help about 70% of people overcome
SAD, but if you don’t get the relief you want,
don’t rule out some old‐fashioned talk
therapy.
Source: www.uvm.edu (search “talk outshines”
and Mood Disorders Associa on of Ontario).
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Diﬃcult customers are easier to manage if
you use simple typologies to understand
them. Consider these five types of
customers: Aggressive, Uncommunica ve,
En tled, Know‐it‐all, and Complainer.
Manage aggressive customers by
remaining calm and politely oﬀering
solu ons. This ex nguishes their vola lity.
Uncommunica ve customers expect you
to read their minds. Know your product,
and ask ques ons to determine their
needs. En tled customers want you to see
them as special. Respond to them as an
a en ve agent and you’ll earn their
admira on. Know‐it‐all customers enjoy
thinking they are smarter than you. Don’t
fight them. Instead, ask permission to
show them what they may not know.
They stay in control this way, and will
praise you as a professional. Complaining
customers have a simpler model. Win
them over by apologizing first, then fixing
the problem, and lastly explaining what
happened. Your role in handling these five
typologies is the key to successful out‐
comes with each of them. Responding
eﬀec vely takes prac ce, but it will allow
you to work well under stress, feel more
in control, and enjoy your job more.

Have a Plan to
Manage Worry
Studies have shown
that worry can take
years oﬀ your life. Lack
of sleep, for example,
can be a risk factor for Alzheimer’s disease.
Personal strategies for managing worry are
therefore as important as diet, exercise,
and not smoking. Cope with worry by
taking ac on with ques ons and exercises
that help you gain control of the target
issue. 1) Talk about what’s worrying you
with a significant other, spouse, partner, or
trusted friend. 2) Get sound facts about the
“what ifs” so worry does not cause your
imagina on to run away with you.
3) Jot down your worries on paper so you
can clearly see what they are. 4) Consider
how realis c or unrealis c each worry
really is. 5) Write down a strategy or
interven on step for each worry. 6) Decide
on a meline for implemen ng each
strategy. 7) Repeat the steps above, daily if
needed, to feel relief and gain be er
control over your worries. Use these skills
when worries overtake you, and make
them a part of your life management play‐
book. If you con nue to struggle with
worry associated with past events you can’t
change, seek professional counseling.

Domestic Violence and Job Performance
Ninety‐six percent of employed domes c abuse survivors say domes c violence aﬀected
the ability to do their job. If you are a vic m of domes c violence, you may be inclined to
minimize the abuse, hope for the best, or hold on to a defini on of abuse that perhaps
doesn’t include your situa on. Experiencing li le or no physical abuse may contribute to
this “comparing out” of the defini on. The key ques on: Does your partner exercise
power over you and control your life, or have you seriously wondered whether you are in
an abusive rela onship? If so, talk to a counselor, the EAP, or the police, and take that
very first step toward a happier life.
Source: h p://workfamily.sas.upenn.edu (search “domes c violence fact sheet”).

