
 

1. Introduction to Difficult People 

What makes people difficult? 

 
 

 7 Types of Difficult Behaviour
 Difficult People at Life and Work

2. Preparing Yourself 

4 things to know about ourselves 
1.​ How do you listen? 

​  How to Listen Well.pdf
2.​ How do you ask questions? 
3.​ What do you expect from the interaction? 
4.​ Knowing when to end 

The 3 Cs 
 The Three Cs.pdf

 

5 Guiding Principles 

 
 Five Guiding Principles.pdf

 

Controlling Your Emotions 
 7 Reasons Why Difficult People Are Not a Threat.pdf

Over the years, a lot of people have told me that one of the hardest parts of 
dealing with difficult behavior is managing your own emotions in order to be 
effective as communicators, we need to understand ourselves well enough to 
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https://drive.google.com/file/d/1qw0piFVsQbGe-x7YLAiHcXs3Qrqsoa-4/view?usp=sharing
https://drive.google.com/file/d/1psfXzy0OZH7jeXMzaZRLkQPmd91w2Zmk/view?usp=sharing
https://drive.google.com/file/d/1UPm1yoBm06VbjOv4BQfvbuEG64KIlARO/view?usp=sharing
https://drive.google.com/file/d/1-BXBnZF-Jcd6qCoIP35_0Sg33sJGfZPj/view?usp=sharing


manage our emotions. So we need to be able to stay cool. To do that, we need 
to develop the self-awareness so that we can actually monitor our emotions. 
And when we can do that, we need to be able to manage them. 

 

Learning to separate your thinking from your feelings will enable you to get 
greater control over the feelings. One thing's for sure, a feeling is very hard to 
control, but you can control the thinking that lies behind it. 

3. Techniques and Tactics 

Think ‘how’ not ‘what’ 

We come now to what I call the process, the how do you go about it rather than 
the what do you do if you're dealing with difficult behavior, if you have to have a 
conversation or you're applying a strategy to work around the behavior or to 
change your behavior in some way, it's important to step back a little and think, 
how do I go about this? And in extreme cases, it'll be important to discuss the 
how with the other person as well. 

68 percent of arguments actually have no solution. But we keep coming back to 
them. We keep coming back to the same old topics. The way to break that 
pattern is to think about how you're going about arguing. There's nothing 
wrong with it, per say. But it's the how that makes the difference, not the why or 
the where. To think about how the two of you are interacting. Is it respectful? 
Do you listen to each other? Is it polite and so forth? 

Think about how you express yourselves. 

How do you approach issues, how do you bring issues up? 

It does happen in some relationships that issues become such hot topics that 
you can't even breathe a word of it without causing an argument. 

So the how to becomes very, very important because you probably need to 
change the how in order to get a different result. 

How do you treat each other? Are you respectful? What's the underlying belief? 
Do you value each other's relationship? 

Have you told the other person that “I am where you are” Are you working 
together? or discussing constructively together? 

How do you come up with new ideas? 

Because two people are greater than the sum of their parts and when two 
people are genuinely in what's being called dialogue, in a collaborative 
conversation, you come up with more ideas. So if you're trying to tackle 
some behavior that you don't like, it's much better to collaborate to 
discuss it. 

 

 



The ASSUME strategy 

 

The SALVAGE strategy 

 
 
 

Conclusion: What do good communicators do? 
 Conclusion.pdf

 
 

Quiz 
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