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GOALS FOR TODAY

• Reduce your anxiety
• Build your confidence
• Empower you to control the work environment and
situations with difficult people, with tact and skill
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• People who present a bottleneck
in the decision-making process
• Complainers, negative nellies,
bullies, situational hijackers
DIFFICULT
PEOPLE

• People who are disinclined to
treat people nicely because they
are not afraid of the
consequences
• Employees engaged in
substandard performance or
conduct who have a negative
attitude towards changing

2

Dealing with Difficult People

You must separate the
person from the
business problem

You can’t necessarily
change mindsets and
attitudes, but you can and
must manage behaviors

3
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TACT/
DIPLOMACY

• The handling of difficult or
delicate situations with expertise
and proficiency
• The art of letting someone have
it your way
4

1
• Determine the business problem
• Handle it early so your emotions don’t
take over

FACE THE ISSUE
• Don’t leave the issue unaddressed or
expect it will go away or lessen
• Don’t be a complainer, be an actor

5
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2
DETERMINE
THE MOTIVE
• What is making the person act this way?
• What is preventing the person from
being cooperative?

6

3
• Hot buttons being pushed?
EXAMINE
YOURSELF

• Your feelings about their
behavior
• Overreaction?

7
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• Be professional, composed
• Focus on business interest, NOT
interpersonal issues
• Describe how you are being impacted by
the difficult person’s actions/behavior

DISCUSS
DIRECTLY IN
PRIVATE

• Listen until you know they feel heard
• Summarize and clarify
• Ask inquiry questions; avoid being
reactive or defensive
• Mutually determine what can be done
differently moving forward to lessen the
impact; invest them in the solution
8

Key Points
• Set an appropriate meeting
location
• Be aware of and optimize your body
language
• Adapt to the individual’s
communication filter

9
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• Assertiveness is not the same as
aggressiveness
• Don’t tolerate disrespectful behavior or
bullying
• Conditions for communicating with you
• Point out when your conditions are
being violated
• Maintain consequences – be strong

10
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• Has the behavior changed?
• Has the issue been resolved

FOLLOW UP

• Better? Worse? Tweak?
• Need another conversation?
• Need to escalate …
– to a higher resource?
– with a different type of response?

11
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• Limit a difficult person’s access to you
• Don’t reinforce the negativity (it’s their
choice to be negative)

OTHER TIPS

• It’s not your role to provide therapy
• Document, document, document
• Protect others
• Pick your battles and redirect them
• Keep HR in the loop

12

8
• Foster strong connections

ENGAGE IN
PREVENTION

• Build trust
– Exhibit sincerity
– Exhibit reliability
– Exhibit competence
– Exhibit care

13
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Techniques to Give You More Power with Difficult People
Know your hot buttons and be prepared to respond tactfully
Choose the optimal time for the conversation
Know the anticipated filters for the conversation
Avoid backing an opponent into a corner – give them a way out
Give yourself an out – reconvene at a mutually agreeable time
Be assertive and stick with the challenge
If confronted with bad behavior, distance yourself from it
Be aware of and careful with your body language and tone
Confirm and clarify understanding
Backtrack and use their words
Pace or blend (except with an aggressive person)
14

Communicate Effectively
Focus on the business interest of the communication
Give everyone the same respect and consideration
every time
Make a powerful first impression & play up your strengths
Avoid words that undermine credibility
Learn to say “no” politely
Learn how to behave appropriately in variety of
situations
Set a high personal standard and maintain it
15
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Disclaimer
This AALRR presentation is intended for
informational purposes only and should not be
relied upon in reaching a conclusion in a
particular area of law. Applicability of the legal
principles discussed may differ substantially in
individual situations. Receipt of this or any other
AALRR presentation/publication does not create
an attorney-client relationship. The firm is not
responsible for inadvertent errors that may occur
in the publishing process.
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Question
Answer
Session
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Thank You
For questions or comments, please contact:
Barbara J. Ginsberg, Esq.
(562) 653-3847
BGinsberg@AALRR.com
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