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1
what do we mean by a difficult person


In this chapter we will be looking at what we mean by a ‘difficult person’ and face some home truths about what constitutes labelling others as ‘difficult’. We will also look at a range of acknowledged types of behaviour that you may see every day around you, and offer up some quick tips as to how to deal initially with these people.


This is an incredible skill to add to your repertoire as increasingly more business is hampered by poor relationships than by faulty products. Initially you may have picked this book up because you know of someone you would like help with, but by putting time and effort into adding these techniques to your skill set, you will find that improvement seeps into all spheres of your business life. By exacting effort in one area, other areas will benefit too.


 


Who are the difficult people in your life? How do you decide that they are ‘difficult’? Is it an instant feeling you get about someone or the result of a degenerating relationship? Is it about personalities or business?


You can choose your friends but not your work colleagues and when difficult people are in your team, you simply have to find a way forward.


The Oxford English Dictionary defines ‘difficult’ as being ‘troublesome, perplexing, unaccommodating, stubborn’, and indeed these are some of the types of people we will be discussing, together with those who are aggressive, selfish, negative, overly accommodating, insecure and high maintenance.


However, before we look at individual traits we need to establish some facts.


The ‘One Universal Truth’


There is one universal truth that we need to accept before we can proceed:


 


There is no quick fix or magic wand that changes the behaviour of others.


 


You may have seen ‘mind benders’ and hypnotists on the stage and television, but as a qualified clinical hypno-psychotherapist I can tell you that there are no quick fixes to instant behavioural change, and any behavioural modification must be desired by the person concerned. In short, they will have found good reasons for displaying the type of behaviour they exhibit – it works for them and they get what they want. We need to show them that there is another way that not only also works, but is even more effective.


So if we cannot change everyone to our preferred way of behaving, where does that leave us? Well, the only thing that we can effectively change is ourselves – our own behaviour. This means having a number of techniques to hand and being open to try flexible approaches in applying them.


At this point you might be thinking that you picked up this book to change other people, not to have to change yourself. After all the problem is ‘out there’, isn’t it? Not in here with you. Behaviour is a type of communicational dance, as we will see below, and the quality of the dance depends heavily on both partners.


Your role in the dynamic


Almost every time I am involved in mediation or some kind of dispute, I am called upon to change the behaviour of the other person because they are being difficult. It is so easy to think that every problem is because of the other person’s ‘difficult’ personality, but in every interaction we cannot separate ourselves (or anyone else involved) from the dynamic.


What do I mean? Imagine you are walking down a corridor near to your office and you see two colleagues having a conversation about a third person. They are speaking and gesturing in ways they can both understand. As you pass you hear something of interest and decide to join the conversation. Suddenly the conversational rules need to change to accommodate you being present. Your colleagues may use different phrases or examples to illustrate their conversation, and if you are in any way related to or a friend of any of the characters being discussed, they will be very careful as to how they express their opinions. The point here is that you have had an impact on the way the communication can continue, that cannot be ignored. The conversational ‘dance’ has changed to accommodate a third ‘dancer’ and therefore the rules of the dance need to change.


The fact that we are part of the dynamic in any interaction means that we need to consider our own behaviour (verbal and non-verbal) at all times. We need to take full responsibility for the things we say and do to make sure we are part of the solution rather than a continuation of the problem.


Different types of difficult behaviour


To describe someone as ‘difficult’ is all encompassing. However, the degree or nature of the difficulty can vary from person to person. Let’s look at a number of typically difficult behaviours here and see where these people may be coming from, as sometimes an insight into their behaviour can help us understand them, and therefore consequently deal with them, better.


Remember that popular psychology tells us that we must have some kind of reward for perpetuating our behaviour, and therefore an insight to where the motivation may come from is useful.


Aggressive people


You may be very well aware of aggressive people already – they stand tall, make a lot of noise and generally try to frighten and intimidate those about them. Of all the difficult types of people, aggressives make their presence widely known and are possibly the most openly feared of all the types.


But although they can make a big noise, which makes them scary, they are the WYSIWYGs of the business world. In other words, what you see is what you get. This obvious ‘front’ to their behaviour makes them easier to handle than some of their more devious counterparts. If you can get past the noise, then you might find out what is going on.


Aggressives need a firm stance. You have to stand up to them and be clear about how their behaviour affects you and others. Many aggressives appear to be astounded when told that their behaviour strikes fear into others; they feel they are being nothing more than vocally assertive. This mismatch in perceptions needs to be explored in detail before change can begin to take place.


Harassment laws are in place to prevent bullying in the workplace, and managers need to discuss this openly with all staff.


Know-it-alls


The main aspect of the know-it-all appears to be their irritating obsession with knowing everything, but slightly more worrying is their inability to listen. These are not the specialists known in every business, they are the busy bodies whom you find it difficult to stop once they are on a roll. Know-it-alls jump in before you have even finished your sentence, such is their keenness to demonstrate that they truly do know it all, and to state their claim to this knowledge before anyone else speaks. This means that they are not listening to the tail end of your message. That could be a problem, especially if you have designed a punchy ending or have left the most significant facts until last.


Below the surface of the know-it-all is the child who needs to feel important. They are searching for recognition that comes with information.


Know-it-alls need lots of reassurance; they need to feel important. Ways to deal with this could include:




	harnessing some of their enthusiasm by praising their knowledge


	balancing that out by praising others at the same time too


	being assertive in stopping them interrupting or cutting across you by asking them to allow you to finish each section of what you are trying to say


	giving feedback on their behaviour and how it affects you.





Selfish people


Selfish people don’t share and that means anything from a pencil sharpener to a business idea. There may be a number of reasons for this – perhaps they had trouble sharing as children, perhaps they have never had to, and so now are unsure how. This may not be an issue for them in their private lives. However, when we are considering a work situation, items at work often have status values, and whether we share them or not gives an insight as to how comfortable we are about our own individuality. Staff can become very protective of the chair they sit in, which workstation they use, and whether they have to share an office or not.


Careful questioning may offer useful insight for the individual, and at the same time will give the message that this behaviour is not viewed favourably, at least within the business setting.


In the first instance:




	identify what exactly they are being selfish about (ideas, items, furniture)


	speak to them about how they see their identity in the team


	challenge them with their behaviour and try to find out what they think they will lose by sharing


	encourage them by bolstering their own ego and place in the team


	give them more joint projects where they have to work with someone else to achieve a successful outcome.





Negative people


Everyone knows someone who is negative but before you label them a complete ‘nay sayer’, consider that it may be a defence mechanism to prevent them from being rejected, shocked or hurt. Nevertheless, their behaviour can rankle and their effect can be widespread.


Negative people bring not only you but also the whole team down. Their glass is always half empty and they take pleasure in providing everyone with the ‘worst case’ scenarios at every opportunity. Rather than viewing their comments as negative, they often reason that they are merely being more realistic about events.


It would be almost impossible to change a fully negative person into a positive one so you are trying to make slight changes:




	Don’t put them down. Instead acknowledge their views and then offer a counter approach, for example, ‘Yes, this may fail, but I’m going to give it my best shot anyway.’


	Try to phrase suggestions in a positive format for them, such as, ‘I’m sure you won’t mind helping out on this task.’


	Acknowledge their role in the team: ‘We need someone to be devil’s advocate here, just to make sure we are on the right road. What about you, Mary? Challenge these ideas and let’s see if they stand up to scrutiny.’


	If their negativity has a profound effect on the group, you may need to speak to them on a one-to-one basis but make sure the conversation sticks to their comments and behaviours and is not personal.





Passive people and passive-aggressives


Passive people do not join in activities; they prefer to sit on the sidelines. They may not enter into team discussions, preferring to say nothing in the belief that if they say nothing they will not be wrong. They are often passive in all parts of their life, believing that great things happen only to other people, and that everyone else has far more power to make changes than they have.


Passivity is often linked to low self-esteem and therefore passive people need to:




	have their role acknowledged in the team


	be given specific pieces of work to undertake, bring back and discuss (to encourage them to engage)


	have positive feedback from everyone


	be encouraged to take an active part in meetings.





Their far more sinister partners are the passive-aggressives. They are the ones who say nothing in the meeting but mutter aggressive comments under their breath. In a sense they are cowards, hiding their comments behind their hand or papers. They can do a lot of damage in a team because they appear demure during the meeting but then out comes the poison later. If caught they often revert to childish behaviour, ‘What me? I never said anything!’

OEBPS/images/9781444140927_FC.jpg
dealing
with

difficult

people
easily

flash.





OEBPS/page-template.xpgt
 

   

   
	 
    

     
	 
    

     
	 
	 
    

     
	 
    

     
	 
	 
    

     
         
             
             
             
             
             
        
    

  

   
     
  





OEBPS/images/pub.jpg





