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“Still Standing” (Thank you Chat GPT) 

You didn’t wake up today 
hoping to argue about parking. 
Or noise. 
Or a fence that’s six inches too tall. 

But here you are. 
Again. 

You meet people on their worst days, 
about rules you didn’t write, 
in moments you didn’t choose. 

You get yelled at for doing your job, 
and questioned for doing it kindly. 
Too strict. 
Too soft. 
Never quite right. 

And still — 
you show up. 

You listen longer than expected. 
You stay calm when it would be easier not to. 
You hold the line 
without losing your humanity. 

That’s not luck. 
That’s skill. 

And skills can be sharpened. 
Conversations can shift. 
Conflict can cool. 

You don’t have to win every encounter. 
You just have to leave it better than you found it. 

And the good news? 

You already are. 

http://www.mikepenninga.com/
mailto:connect@mikepenninga.com


If any of that sounded familiar, good — you’re in the right place! Today isn’t about fixing people. It’s about 
giving you a few more tools so these conversations cost you less. 

Description: 
 Bylaw officers regularly face individuals who are frustrated, resistant, or even hostile. This workshop equips 
participants with practical tools to manage difficult encounters with confidence and composure. Through real-
life scenarios and interactive discussion, you will learn how to recognize underlying emotions, apply proven de-
escalation strategies, and set firm yet respectful boundaries. The goal is not just to “get through” tough 
situations, but to transform them into opportunities to demonstrate professionalism, build respect, and 
strengthen community trust. 

Top 3 Workplace Stressors for Bylaw Officers: 

1. High-Conflict Interactions with the Public 
Bylaw officers routinely face anger, hostility, and emotional reactions from people who don’t agree with 
the rules or feel personally impacted by enforcement. Managing repeated conflict while staying calm, 
professional, and safe is a constant stressor. 
 

2. Role Misunderstanding and Discretion Pressure 
Officers are often blamed for policies they didn’t create and are expected to make judgment calls in grey 
areas. The tension between enforcement, compassion, consistency, and fear of complaints or second-
guessing creates ongoing mental and emotional strain. 
 

3. Chronic Emotional Load and Organizational Pressure 
Regular exposure to complex social issues (mental health, homelessness, neighbour disputes) combined 
with high caseloads, limited resources, and feeling unsupported after incidents leads to fatigue, stress, 
and burnout over time. 

Sometimes we learn best from those experiences where we got it wrong 

• In the chat, write down your personal learnings from how not to deal with difficult people.  
• What adds fuel to the emotional fire that is already burning when you show up? 
• What’s your best advice on how not to do it? 
• In the chat, I’d love everybody to contribute to this conversation, so we can learn from the wisdom in 

the room.  

10 Lessons (and 1 Bonus) I’ve Learned Along the Way:  

1. Check your Labels: 
• Be careful about labeling someone a difficult person, because that term then becomes the frames by 

which we see all their actions.  
 

2. Watch Your Story:  
• “The story I’m telling myself about this person is.” 
• What if you’re wrong?  What if it’s another story at play?  

 
3. Iceberg Right Ahead! 
• There’s always more going on beneath the surface than we can ever know.  
• The issue they present is not always the issue below the surface.  
• Sometimes people power up over things that are not really the main thing, but they do so because they 

think they can control something in their life that is out of control.  



 
4. Proper Footwear Required: 
• Realize that there will be rocky ground that we walk on. . . wear the proper footwear.  
• Carpet the whole world or wear slippers. 

 
5. Mining for Motivation:  
• “Do you want an answer or an audience?” 

 
6. Put away the Gasoline: 
• Be careful not to add fuel to the fire 
• How fires grow (add oxygen & fuel) 
• How fires die (remove oxygen & fuel) 
• It might feel good in the moment, but it will cost you in the long haul  

 
7. Watch for Flooding:  
• We never say anything productive when we’re flooded.  
• John Gottman - If you’re truly flooded, you’ll need at least 20 minutes to let your body reset. 

 
8. Draw The Circle: 
• Focus on what’s within your control 
• “I can’t control their actions. . .I can only control my response”  

 
9. Check your ID Card: 
• Being aware when our “identity” is attached to our “profession” 
• What of this is about “me” and what of this is about what I do? 

 
10. Hold Off On That Email! 
• Be careful which medium of communication you use 
• Face to Face, Phone, Email, Text 
• Be careful of putting something in print (email) that people will stew over again and again.  

 
Bonus: Choose to Celebrate:  

• Where can you applaud the best from them? 
• Where can you catch them doing something good and let them know? 

 

Your stories of Success: 

• Can you share where you got this right and what that meant to those involved in the situation?  

 

Your Key Takeaways from Today:  


