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56th Installment From the Other Side of the Desk

A TALE OF 2 PERCEPTIONS
This article is about 2 separate perceptions that kind of intertwine with each other.
We’ve had a DSL line in our office for quite some time.  I thought this would be advantageous with reports and digital photos coming in and out and trying to do this as quickly as possible.

I recently decided to bite the bullet and take advantage of a Verizon FiOS internet line on the recommendation of our IT guy.  He felt it would be the better choice over cable.  In any event, I set an appointment, the technicians came in indicating it would take 2-3 hours for the process of running the fiber optic cable into the office, hook it up to the main outlet, etc.  On the day of the appointment I walked into the office and these techs were working diligently then they disappeared.  I thought “well, this must be done”.  I sat down at a computer and went onto the internet to see how much quicker the connection was.  I thought “Wow, this is lighting fast – what a big difference”.  I felt things are sure going to change around here with this lightening speed like this on our computers.

Low and behold, about 45 minutes later, the technician comes back in to do the final hookup!  The fiber optic hadn’t been hooked up yet.  I perceived this to be faster because I thought it was.  Again, I was expecting it to be faster, I was expecting it to be better and in my mind it was.

I recently had a claim assignment in New York City and the woman who I initially spoke to on the phone to set the appointment was just horrible.  Just one of the most difficult people I ever dealt with.  After speaking with the woman on the phone I called the adjuster letting her know that I was unsure if I could even deal with this person – she was nasty, short and demanding.  The adjuster told me that she wanted me to go in on this one and she would consider it a favor if I would and based on that, of course, I set an appt. (it doesn’t take too much to get me going – just a pat on the head and a “come on Dan we really need ya” will do).

The shipper demanded an appointment on the day of her choice for me to arrive between 10:30am – 11am.  She lived on the East side of Manhattan and I was crossing Manhattan (and for anybody who is vaguely familiar with New York City will know the difficulty in that – just the traffic and the people).  I phoned her indicating I was going to be about 5 – 10 minutes late.  Well, she went nuts on the phone with me.

When I got there 5 minutes late I had the idea in my head that I was just going to go up to the apartment and take this claim and rip it in half right in front of her face.

I was just not going to put up with such abuse!  I felt just how un-understanding can a person be.

I perceived this mental picture of this woman all nasty with warts on her nose and a growling pit bull dog at her side.  I perceived her not happy with anything or anyone.  Mad that there was damage in her move and she was going to make me the conduit for her anger.

Sure enough as soon as the door was opened she started ripping into me and true to form I said “Look, I don’t have to do this.  I own my business and I took this claim on as the Insurance Company asked me to get involved with this”.  I further told her that the adjuster felt that I was their best shot in this scenario but I don’t get paid enough to put up with this kind of abuse.

OK, now at this point she starts crying!  It turns out that a number of the items that were damaged in her move were porcelain & collectible items she had gotten around the world with her late husband.  As the shipper calmed down, I learned in talking with her that her husband had just died 2 months ago.

What I perceived was anger but it was actually sadness that was redirected as frustration and anger towards the moving company and hence, towards me.  I suggested to the shipper that we sit down and start all over again.  I said that we both got off on the wrong foot and that sometimes there are extenuating circumstances for things happening, sometimes we perceive things differently than the actually are.  I told her I was sorry I was running 5 minutes late but being NYC sometimes that happens.

She, in turn, apologized to me for being so short and we proceeded to go through the claim, we got it sorted out and a report was sent to the insurance company.

The insurance company settled with her, she called me asking if I would do some private work for her on top of the transit damaged items.

We turned out to have a lovely working relationship.  Yes, this was the woman I was going to rip the claim in half in front of her face as I PERCEIVED her to be the nastiest person I ever dealt with in my entire life.  She turned out to be one of the sweetest!

MY LESSON FOR THE DAY:

Fast / slow internet – nice / nasty shipper, it’s all in your perception!

Until next month………….

