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Dealing With Difficult People 




Dealing with 

Difficult People

“The most difficult thing in the world is to know how to do a thing and to
watch somebody else doing it wrong, without comment.”   —T.H. White


  Think of three people you currently work with and have trouble communicating  

  With.  What are the behaviors that bother you? 

__________________________________________________________

______________________________________________________________________________________________________________________________________________________________________________

__________________________________________________________

  How do you typically respond to these behaviors?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

__________________________________________________________

The Essentials of Communication
1.  Four Options for Dealing with Difficult People 
a.  _____________________________


b.  _____________________________


c.  _____________________________ 


d. ______________________________



Dealing with People 

Four Principles

a. Purpose

Have a sense of direction.

b. Attentiveness

Listen and watch for patterns in the communication. 

c.  Flexibility

Be flexible.

d. Commitment

Be committed to finding a solution.

Guidelines for Confronting 

· Communicate a positive intention.


· Be specific and unambiguous.


· Describe the effects of what they are doing/not doing.


· Use “I” statements.


· Give specific, practical suggestions for alternative actions/behaviors.


· Give a clear picture of the benefits of cooperation and change.


The Reality of Different Behavioral Styles
Some difficulties in communication have their roots not so much in character (the fact that some people behave badly) as they do in chemistry—the fact that some people operate with a behavioral style that is fundamentally different from our own.  They react differently, think differently, are motivated differently, and these differences frustrate us. 


The Reality of Difficult People

While many of the difficulties we encounter in our communication with people can be eliminated with a solid understanding of different behavioral styles, it doesn’t eliminate all the tensions we encounter. Simple reason: Some people are difficult to deal with no matter what.

Understanding the different kinds of difficult people we encounter will help us respond more effectively.  You may find yourself dealing with:

· Gripers/Complainers

· Bulldozers/Tanks

· Know-it-Alls

· Yes People

· Maybe People

· Resisters/Negatives

How do you handle them?  That is our focus on the following pages. 

 Gripers/Complainers

What behavioral style(s) do you think is (are) likely to generate gripers and complainers when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Listen well.

· Focus on solutions.



Bulldozers/Tanks

What behavioral style(s) do you think is (are) likely to generate bulldozers when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Stand firm.

· Focus on results/bottom line.



Know-it-Alls

What behavioral style(s) do you think is (are) likely to generate know-it-alls when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Do your homework.

· Use them as mentors.



Yes People

What behavioral style(s) do you think is (are) likely to generate yes people when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Create a safe environment for honesty and openness.

· Reward honesty and openness.

· Help them define boundaries and make realistic commitments.




Maybe People

What behavioral style(s) do you think is (are) likely to generate maybe people when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Address their fears in a safe environment.

· Provide plenty of reassurance and support.

· Help them commit themselves to a decision.


Resisters and Negatives

What behavioral style(s) do you think is (are) likely to generate resisters and negatives when pushed to an extreme?

What clues do they give you in responding to them?

Tips:

· Let them vent.

· Avoid generalities.

· Use as a resource.


From Conflict to Chemistry

Here’s a simple three-step formula if the problem is the other person’s approach. Your goal should be to “move from conflict to chemistry!” 

Step 1–Write it Down (works on the phone and in person)

Example: 
“Forgive me if I hesitate, I’m taking notes so I can help you as quickly as possible.”


“I’m taking some notes so I can help you as best as possible.”

“If I’m quiet while we discuss this, it’s because I’m taking notes to best help you.”


Step 2–Address it Verbally

If they did not change behavior, try to get them to make an easy decision so the two of you move towards solutions.   

Example:
Dr./Mr./Mrs. _____, I get the best results in a professional environment. I’m willing to work towards that; will you work with me?


Step 3–Draw the Line

Perhaps they just won’t work with you and won’t stop the abuse OR want to talk to your supervisor. If you have tried steps 1 and 2, then try:

  

Broken record technique (restating what’s been said)


Check Yourself!

1. What are the four options in dealing with difficult people?
2. List one technique that you can immediately use in dealing with difficult people.
3. List one confrontation guideline.

4. Choose one difficult person you know, and discuss with a partner your strategy for managing that person.






































































Day Four














Bulldozers have an intense need to get things done.  Attacks are not necessarily personal—you may just happen to stand between them and the problem.














Resisters are often driven by the desire to get it right and avoid mistakes.








Gripers/Complainers are driven by the need to get it right—by perfection—and become frustrated by imperfection.











Doing everything right doesn’t guarantee the right response.  What do you do if they:


- Minimize what you are saying?


- Transfer the blame to you or someone else?�- Criticize you for your reaction?�- Shut down and refuse to communicate?


- Break down and cry?�




















Yes people have such a strong need to get along with others and avoid conflict that they will agree to almost anything—with the result that they are often over-committed and end up generating the very response they are trying to avoid.


































































































Pick one of the relationships that currently occupy your time and thoughts.  How much energy should you invest in this relationship?	








Objectives of this module are to:





Know the four options for dealing with people; 


Be aware of confrontation guidelines;


Recognize the reality of different behavioral styles and difficult people; and


Have tips and techniques for dealing with difficult people.








Upon completion you will be able to:





Name the four options in dealing with difficult people; and 


Apply simple strategies for managing difficult people and situations.
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Maybe people place a high value on getting along with others and consequently avoid making decisions and giving responses that might make someone unhappy, or for that matter, asking for help—it might bother the person they are asking.














NOTE -If you must say “no”–you could try:





- “You have a tough                                               


    situation. What                                                                                    


    alternatives do you 


    have?”


- “ What else have you     


    thought about?”








































































































































































































Know-it-alls often operate out of substantial experience, and often they are right.  If they are wrong, convince them with hard facts.














“Trust is the glue of life.  It’s the most essential ingredient in effective communication.  It’s the foundational principle that holds all relationships—marriages, families, and organizations of every kind—together.  And trust grows out of trustworthiness.”





 							—Stephen Covey
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