Technically Speaking

I often use the terms geek and propeller head with no offense intended. | use them with
great reverence for those who are especially gifted and have an uncanny ability to guide me
through the quagmire of technical challenges with computers, software, email, web sites
and computer viruses. Unfortunately more often than not, whether it is for business or
personal reasons, whenever | encounter a technical individual, the likelihood of a positive
experience is remote. Many times | have been left confused, annoyed and frustrated.
When | was depending on a technically minded individual to assist me with customer ser-
vice or product support needs, he left me feeling completely stupid.

I recently had an encounter with one of my suppliers who is the proud owner of this exas-
perating thought pattern. He was explaining and justifying some changes that his company
had made to my business services and | was trying to tell him how disruptive | felt the
changes were. In fact, he had previously sold me on the fabulous benefits of a wonder ser-
vice and it was now being withdrawn. My previous decision to begin using this service
based on his recommendation, required a substantial investment of my time. Now without
prior warning, the service was taken away. Due to his personality, he kept talking and tell-
ing me how much better the service was going to be with the upgrades. What sent me over
the edge was when he said, “Marshall, in no time you will so pleased with the improve-
ments that you will have forgotten about this inconvenience.” The more he tried to sell me
and the more he tried to justify his new service the angrier | became. My words were
falling on deaf ears. | usually take the high road in such instances but this time | was-
n’'t going to back down without being heard. “Allan!” | said. “Allan!” Silence. Fi-
nally, my moment to say my piece. “Allan, you sold me on this service and now
you're taking it away. You didn’t even tell me in advance so | could prepare a back up
plan. Aren’'t you forgetting one thing? I just want to hear you say I'm sorry!” “You're
right,” he said “I'm sorry. We should of told you and we didn’t.”

Since beginning my training career | have been approached on the idea of providing
sales or customer service training to technical service personnel or technical sales
representatives. The problem is, short of a lobotomy | wouldn’t be sure where to be-
gin. Generally speaking technical people are anti-social and introverted with terrible
people skills. Their state of mindset is the most resistant to change and least recep-
tive to new ideas. They subscribe to the theory, “If it ain’t broke, don't fix it.” These
are the people who work in computer stores and for your internet service provider.
Whether it's face-to-face or over the phone they can turn even the most passive of
individuals into homicidal maniacs. | know because more than a time or two in my
life I've wanted to reach out and choke one of them. In some ways people like this feel |
superior because they are able to talk over our heads in secret code, computer jargon
and acronyms. They don’t know how little respect we have for them because of their |
lack of people and user friendly communication skills. If you don’'t understand some-
thing they’ll just keep talking until you get a glazed look in your eyes and are afraid to

say anything else for fear that you become the victim of information overload assault § i

or worse you'll look like the idiot!

These people do have a good reason for being the way they are. Their brains are
wired differently than the rest of us. They are convergent laser beam thinkers! They
see the world in black and white. They are left brain people who concentrate in a fo-
cused and alert way. Very useful for figuring out income taxes and fixing things that
are broken or for achieving specific goals and objectives. If we didn’t have these pro-
peller heads we wouldn’t have email, P.D.A.’s and many other tools that enhance our
life. On the down side, this thinking is not so good for unconventional reasoning or
the ability to be sensitive to the needs and feelings of others. If any of the technical
computer geeks in your life have a good bed-side manner, and a down to earth sense
of humor it is a rarity. Treat them like gold for they are a treasure. If the commentary
in this insight in any way resembles you, please for all concerned, work on being a less
rigid, a bit more forgiving and more understanding of the rest of us! Remember we
are the reason that you have above average intelligence and a job for that matter.
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Issue 09 2006

Getting Beyond Average!

Marshall W. Northcott
Corporate Trainer,
Professional Speaker
And Author

ahes Trais

woo"sjysisul-sajes mmm

Bo"sSwajsAsguiuiei}a)i|a"MMMm

SIUBISU| Sa[eS Ao

woo saigajesjsduis Mmm






