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Dealing With Difficult People

In A Week

Naomi Langford-Wood and Brian Salter


Naomi Langford-Wood and Brian Salter have experienced difficult people across five continents, and their books on dealing with difficult people have sold over 50,000 copies. Brian now works for China Central TV in Beijing, and Naomi is a consultant based in England.
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Introduction

Dealing with difficult people can be very demoralizing. It can upset your state of mind, your sense of purpose and your prospective achievement. Difficult people may be encountered just about anywhere, both in business and in everyday life. They are frequently to be met where stress can lead normally reasonable people into being rude, impatient or acting emotionally – and sometimes a combination of all three. Many difficult people do not realize they are behaving badly, while others systematically behave so because it makes them feel they have the upper hand in our lives.

Perhaps more than anywhere else, learning to handle difficult people in the workplace can result in getting the best out of them and, by extension, the best from oursel ves, as well as making for a more pleasant atmosphere. Learning about what may make these people behave in a difficult way and being able to moderate their behaviour can reduce our stress levels and allow us to operate more effectively.

As difficult people rarely see themselves as such, they are most unlikely to think that they should read this book. Although we have referred to ‘he’ throughout this text, this is for the sake of ease and continuity and is not intended to infer that men are more likely to be difficult people than women.

You can learn about a different aspect of the subject on every day of the week:

On Sunday we look at understanding ourselves better, which gives us the potential to improve our self-image. In so doing, we are more likely to be able to resist the words and actions of difficult people.

On Monday we consider different styles of behaviour and, while there are many, almost every one may be attributable to just three categories. If we can understand someone’s behaviour, even if we don’t approve of it, we have a chance of coping with it and even working with it.

On Tuesday we learn about coping with different problem people. In looking at some of the more common types of behaviour, we can consider how we might respond to the personality displayed in order to manage the behaviour we find difficult.

On Wednesday we learn about managing conflict situations at work, and especially when dealing with clients. While conflict is usual, it is not inevitable and we can manage it to achieve positive results. Making the most of a logical approach and minimizing our emotional response helps us cope better with conflict.

On Thursday we are shown that everything we have already learned is supported and enhanced by our basic communication skills and body language. These can help reduce the possibility of misunderstandings or ambiguity. Our non-verbal signals may reinforce what we are saying, or assist our understanding of another’s viewpoint.

On Friday we look at how to say no and how to deal with difficult clients. We see that, when appropriate, saying no can be constructive and we learn how to use this technique effectively.

On Saturday, the strands of the previous six days are all pulled together, emphasizing that each topic builds on and informs the others. You’re in control now!
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