DEALING WITH DIFFICULT PEOPLE
List the person with whom you find it difficult to communicate:  ________________________

Describe the behaviors that cause problems for you:

______________________     ______________________     ______________________

______________________     ______________________     ______________________

Note how you generally respond to these problematic behaviors:
______________________     ______________________     ______________________

______________________     ______________________     ______________________

Now look at yourself.  Identify at least one behavior that may need modifying as you communicate with your difficult person:
______________________     ______________________     ______________________
Notes:
Task Focused


Passive   Aggressive

People Focused

Identify Your Personal Communication Style and Understand Others
To deal with difficult people, you must analyze how you behave with other people and how they behave with others.  You must identify relative levels of assertiveness and task or people focus.

The horizontal arrow displays a range in the level of assertiveness that an individual displays.  A person at the extreme left is considered passive and a person at the far right is considered aggressive.
The vertical arrow indicates a range in the tendency of people to be either focused on tasks or focused on people.  A person at the top is extremely task-oriented and a person at the bottom is extremely people-oriented.

Each of the four quadrants describes an “intent” that strongly influences people’s behavior to “get it done”, “get appreciated”, “get along”, or “get it right”.  There is a large zone of normal, reasonable behavior in each quadrant.  When a person’s behavior goes outside the reasonable zone, challenges arise.

Strengths and Weaknesses of Behavior Styles
Get It Right People

Behavior Characteristics

· Focus on tasks

· Intend to “get it right”

· Pay attention to details; thinks systematically

· Need to be correct

· Communicate indirectly and detailed

Strengths:

_________________  _________________  _________________  _________________
_________________  _________________  _________________  _________________

Weaknesses:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

When Under Pressure, “Get It Right” People Tend to:

· Become silent

· Flee or withdraw

· Exhibit negative behavior

Ineffective behaviors for dealing with “Get It Right” people:
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Effective behaviors for dealing with “Get It Right” people:

(
(
(
(
(
Strengths and Weaknesses of Behavior Styles, Continued

Get It Done People

Behavior Characteristics

· Focus on tasks

· Intend to “get it done”

· Focused, direct, blunt

· Need to be in control

· Communicate directly and to the point

Strengths:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

Weaknesses:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

When Under Pressure, “Get It Done” People Tend to:

· Raise their voice

· Bully and take pot shots at others

· Behave arrogantly

Ineffective behaviors for dealing with “Get It Done” people:
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Effective behaviors for dealing with “Get It Done” people:
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Strengths and Weaknesses of Behavior Styles, Continued

Get Appreciated People

Behavior Characteristics

· Focus on people

· Intend to “get appreciated”

· Display creativity, warmth, charisma, and energy

· Need to be recognized and applauded

· Communicate directly and elaborately

Strengths:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

Weaknesses:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

When Under Pressure, “Get Appreciated” People Tend to:

· Talk more loudly and quickly

· Throw tantrums

· Exaggerate

Ineffective behaviors for dealing with “Get Appreciated” people:
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Effective behaviors for dealing with “Get Appreciated” people:
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Strengths and Weaknesses of Behavior Styles, Continued

Get Along People

Behavior Characteristics

· Focus on people

· Intend to “get along”

· Behave in an agreeable, personable, friendly, caring, and helpful manner

· Need to be liked

· Communicate indirectly and considerately

Strengths:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

Weaknesses:

_________________  _________________  _________________  _________________

_________________  _________________  _________________  _________________

When Under Pressure, “Get Along” People Tend to:

· Submit

· Accommodate

· Exhibit passive-aggressive behavior

Ineffective behaviors for dealing with “Get Along” people:
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Effective behaviors for dealing with “Get Along” people:
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Put Diplomacy and Tact Into Action –

Apply Strategies to Real Life Experiences
Identify the strategies on the right that address each specific type of behavior

Behavior




Strategies for Dealing with Behavior
Get It Right People





Know your stuff









Go step-by-step









Use facts, logic, and structure









Backtrack to address their concerns









Turn the person into a mentor
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Get It Done People





Understand and support their goals









Get to the point









Be businesslike









Be task-oriented
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Get Appreciated People




Be flexible









Be enthusiastic









Let them talk









Use demonstrations
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Get Along People





Be casual and sincere









Slow down and listen









Make honesty safe









Set goals









Build them up

Put Tact and Skill Techniques Into Action
Fundamentals for Dealing With Difficult People

· Prepare – do your homework

· Listen

· Identify priorities

Four Steps To Take When Communicating With Any Difficult Person

1. Establish a direction – begin with the end in mind

2. Focus on the pattern of communication

3. Be flexible

4. Commit to a solution

Two Tips That Will Improve How You Communicate With Others

· Deal with the situation regardless of how complicated or emotional it may be

· Stick with the challenge until your message is clearly understood

Ways to Cope With Difficult People

◊
Distance yourself from the behavior to help you think clearly and gain perspective

◊
Change how you interact

◊
Select an optimal time to communicate with the person(s)
◊
Choose techniques that respond to specific difficult behavior

◊
Understand the other person’s point of view or point of reference


Get It Right





Get It Done





Get Along





Get Appreciated











When and How to Let Someone Save Face





	When . . .	stakes are minimal, a lose-lose situation exists, or one of the parties 


doesn’t want a confrontation





	How . . .	use “I” instead of “You”, avoid backing your opponent in a corner, 


give the other person a way out.





Face-saving skills allow you to leave a conflict situation not just unharmed, but depart gracefully.
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