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About the book

In an increasingly interconnected world, where dealing with challenging

behaviors can often feel like an uphill battle, Robert M. Bramson's "Coping

With Difficult People" emerges as a beacon of hope for those seeking

harmony and understanding. Bramson, with his keen insight, unravels the

complexity of human behavior in this seminal work, equipping readers with

the tools and strategies needed to transform seemingly impossible

interpersonal dynamics. With wit, clarity, and a wealth of real-world

examples, this book dives into the psychology behind confrontations and

miscommunications, offering no-nonsense solutions for navigating the

labyrinth of difficult relationships. Whether dealing with a critical boss, an

aggressive neighbor, or a passive-aggressive friend, "Coping With Difficult

People" serves as your indispensable guide to achieving a more peaceful,

productive, and stress-free life.
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About the author

Robert M. Bramson is a distinguished author, psychologist, and

organizational consultant renowned for his expertise in communication and

conflict resolution. With a solid educational background, including a Ph.D.

in clinical psychology, Bramson has dedicated his career to developing

effective strategies for managing interpersonal dynamics in both

professional and personal settings. His pioneering work, particularly in the

realm of behavioral analysis, has equipped countless individuals with the

tools needed to navigate and mitigate challenging interactions. Through his

engaging writing and seminars, Bramson has imparted insightful

methodologies to audiences globally, fostering environments where

productive relationships can flourish amidst adversity. His book, "Coping

With Difficult People," continues to serve as a pivotal resource for anyone

striving to enhance their interpersonal skills and relational effectiveness.
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chapter 1 Summary: INTRODUCTION

The introductory chapter of this book sets the stage by acknowledging that

 many of us encounter "Difficult People"—individuals who consistently

exhibit challenging behavior at work and in other social settings. These

challenging personalities can include hostile customers or coworkers,

indecisive bosses, or overly agreeable subordinates who fail to follow

through on commitments. The text focuses on understanding these

individuals and, more importantly, coping with them effectively.

The author illustrates the issue with examples of two "Difficult People":

George, who exhibits indecisiveness as a boss, and Seth, described as a

hostile-aggressive leader disliked by his team. These examples highlight

familiar patterns of difficult behavior that can significantly impact

productivity, morale, and overall workplace harmony.

The book identifies common behavior patterns of Difficult People, such as

Hostile-Aggressives like Seth, Complainers, Silent and Unresponsives,

Super-Agreeables, Negativists, Know-It-All Experts, and Indecisives like

George. These behaviors aren't rare quirks but habitual patterns that broadly

affect interactions within organizations.

The approach advocated in the book, termed "coping," involves engaging

with these individuals on equal terms to right the power balance and
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minimize the disruption caused by their behavior. The author argues this is

different from merely accepting difficult behavior or trying to change the

person, which can be costly and ineffective. Coping, instead, aims to

neutralize the effectiveness of the difficult behavior and encourage more

constructive interactions.

In the subsequent chapters, the book offers a tactical manual on coping with

each of these difficult behavior types, complete with methods for

recognizing, understanding, and responding to them. Chapter 9 outlines a

general coping process, presenting six steps to analyze and effectively

interact with Difficult People. Chapter 10 delves into the theory behind these

behaviors, helping readers prevent such challenges. Meanwhile, Chapter 11

offers strategies for self-control when dealing with difficult individuals,

particularly bosses.

Overall, the book serves as a guide to managing relationships with Difficult

People, promoting productivity, and enhancing workplace well-being. It's a

resource for anyone looking to navigate the challenges posed by such

personalities with greater ease and success.
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chapter 2 Summary: A HOSTILE-AGGRESSIVE
TRIO:SHERMAN TANKS, SNIPERS, AND
EXPLODERS

The chapter titled "A Hostile-Aggressive Trio: Sherman Tanks, Snipers, and

 Exploders" explores different types of difficult personalities often

encountered in workplaces and offers coping strategies. It starts by detailing

two case studies: Mr. Beales, an aggressive customer, and Leonard, a

domineering executive. Both characters exemplify the Hostile-Aggressive

personality, known for creating tension, misunderstandings, and power

struggles in professional settings. These behaviors must be managed

effectively to maintain workplace harmony and productivity.

### Understand Hostile-Aggressive Personalities

The chapter divides Hostile-Aggressive personalities into three categories:

1. Sherman Tanks act as bulldozers, overpowering others with sheer

 force and confidence.

2. Snipers attack indirectly, using subtle digs and sarcasm to exert

 control.

3. Exploders resort to tantrums and emotional outbursts when facing

 resistance or perceived threats.

These personalities share a need to assert their views, often to the detriment
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of others and themselves. While they might achieve short-term goals, they

typically suffer long-term relational damage due to their inability to accept

feedback.

### Strategies for Coping with Sherman Tanks

Sherman Tanks are aggressive and overwhelming, making it vital to

 stand up to them without engaging in confrontations:

- Stand Up for Yourself: Make solid contact by asserting your own

 perspective.

- Avoid Fighting: Confronting them directly tends to escalate aggression.

 Instead, state your position clearly without arguing.

- Seek Friendly Outcomes: Once stood up to, Tanks may respect you and

 become allies.

#### Case Example

Charlie, a division manager, feared public ridicule from Leonard, a Sherman

Tank, at a high-stakes meeting. By practicing assertive techniques, Charlie

confronted Leonard, which led to a respectful interaction and a successful

project presentation.

### Strategies for Coping with Snipers

Snipers attack indirectly, often with passive-aggressive behavior:
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- Surface the Attack: Acknowledge the indirect hostility openly.

- Offer an Alternative: Provide them with the option to discuss issues

 without escalating the conflict.

- Seek Group Feedback: Validate whether their criticism is shared or

 unfounded to gauge the reality of the complaints.

### Strategies for Coping with Exploders

Exploders are prone to sudden, intense emotional outbursts, often

 resembling childlike tantrums:

- Give Time to Calm Down: Allow them to exhaust their energy before

 engaging.

- Interrupt if Needed: If the outburst continues, interrupt firmly to

 regain control.

- Show Serious Intentions: Assure them that their concerns are valued

 but must be discussed calmly.

- Create Breathing Space: Suggest stepping away from the situation

 temporarily.

#### Case Example

Terry, a talented yet volatile manager, experienced such eruptions during

meetings. Intervention by calmly redirecting his focus helped mitigate these
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disruptions, allowing for constructive dialogue.

### General Coping Tips

- Practice on Milder Behaviors: Use lesser confrontations as practice to

 build confidence for dealing with more severe acts.

- Context Matters: Evaluate whether actions are overly aggressive or

 simply assertive before reacting to someone perceived as

Hostile-Aggressive.

- Third-Party Intervention Risks: Avoid getting involved unless it

 directly affects you, as peacemakers can be caught in backlash.

Understanding and coping effectively with these personalities can diminish

workplace stress, allowing for a more collaborative and productive

environment.
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Critical Thinking

Key Point: Stand Up for Yourself

Critical Interpretation: When facing Hostile-Aggressive personalities,

especially the aggressive and overwhelming Sherman Tank, standing

up for yourself is crucial. This approach is not about confrontation but

about maintaining your composure and asserting your perspective

clearly. By doing so, you establish boundaries and demonstrate

self-respect, which can often neutralize the aggression directed toward

you. Such assertiveness cultivates an atmosphere of mutual respect

and can transform hostile interactions into opportunities for

constructive dialogue. In applying this strategy, you not only deflate

potential conflicts but also inspire self-confidence, empowering you to

handle complex interpersonal dynamics with grace and assertiveness.
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chapter 3 Summary: “AND ANOTHER THING
…”—THECOMPLEAT COMPLAINER

Chapter 4, titled "AND ANOTHER THING …”—THE COMPLEAT

 COMPLAINER, delves into the complexities and challenges of dealing

with Complainers in a professional setting. Complainers are defined as

individuals who find fault in almost everything around them and express

their grievances in a continuous, often accusatory manner. Unlike those with

legitimate complaints seeking solutions, Complainers focus on the problem's

existence, not its resolution. This tendency can lead to frustration and

defensiveness in others.

The chapter provides a vivid scenario of office life, where a fellow

supervisor complains about delays and communication issues. The

Complainer's behavior is marked by a seamless flow of criticism tied

together with "and" and "but," delivered in a whiny tone. While they don't

evoke the same fear as Hostile-Aggressives or the arrogance of Know-It-All

Experts, they are nonetheless exhausting and can derail productivity.

To understand Complainers, it's essential to recognize their worldview

characterized by feelings of powerlessness, prescriptiveness, and

self-perceived perfection. Complainers often attribute the causes of problems

to external forces and believe others should take action. Despite pointing out

real issues, their accusatory style elicits placation rather than
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problem-solving from their counterparts.

Types of Complainers include "Triangular Complainers," who gripe about

third parties to someone not directly involved. This indirect approach can

lead to frustration and inaction as the actual subjects of criticism remain

uninformed.

To cope effectively with Complainers, the chapter suggests several

strategies:

1. Listening Attentively: Provide the Complainer with a platform to vent

 and express their feelings. This helps reduce their frustration and

acknowledges their perspective.

2. Acknowledging the Complaints: Paraphrase the main points and

 convey understanding without agreeing. This shows the Complainer they're

being taken seriously.

3. Avoiding Agreement: While acknowledgment is crucial, agreement

 can reinforce the Complainer's view that others are to blame.

4. Moving to Problem Solving: Shift the conversation from mere

 complaining to addressing potential solutions. This prevents falling into the

accusation-defense-reaccusation pattern, common when discussing issues
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with Complainers.

5. Assigning Tasks and Seeking Written Complaints: Involve

 Complainers in problem resolution by asking them to collect data or put

their complaints in writing. This encourages a more active role and bridges

the gap between complaint and action.

When none of these strategies work, a direct approach may be necessary,

such as asking the Complainer how they envision the conversation

concluding, which can pivot the interaction toward resolution.

The chapter concludes with guidance on managing Triangular Complainers.

It recommends encouraging direct communication between the Complainant

and the subject of their complaint or offering to facilitate a meeting between

both parties.

In summary, Chapter 4 provides a comprehensive framework for

understanding and managing Complainers in a professional environment. By

acknowledging their grievances and steering interactions toward

problem-solving, one can break the cycle of negativity and pave the way for

constructive dialogue.
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Critical Thinking

Key Point: Listening Attentively

Critical Interpretation: Understanding and addressing the behavior of

Complainers can transform your professional interactions, and it starts

by truly listening. When you lend an ear to Complainers, rather than

dismiss their gripes, you create an opening for genuine dialogue. This

strategy doesn't merely placate the incessant woes; it gives you the

power to guide the conversation. By actively engaging and showing

that you value their perspectives, you can diffuse the tension their

negativity often ignites. This vital skill nurtures empathy, enabling

you to forge stronger connections while ushering complainers toward

more productive discussions. In doing so, you become a catalyst for

change, breaking the endless loop of complaints and transitioning it

into a path of resolution. Listening attentively is not just about

understanding; it's about paving the way for transformation and

growth in your professional life.
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chapter 4: CLAMMING UP: THE SILENT
ANDUNRESPONSIVE PERSON

### Chapter 5: Clamming Up - The Silent and Unresponsive Person

Helen, a confident businesswoman, faces an unexpected challenge during a

presentation when her prospective clients respond with silence rather than

engagement. Similarly, Tom struggles with his unresponsive neighbor, Ed,

reinforcing the frustration many face when dealing with silent individuals, or

"Clams." These people close off communication at crucial times, making it

maddeningly difficult to interact with them.

Understanding the Clam Behavior

Clams differ from other quiet people. While some individuals are silent

because they're contemplating or have nothing significant to add, Clams

avoid responses to uncomfortable situations. Their silence can be strategic,

allowing them to evade conflicts, exert control, or hide personal insecurities.

This behavior presents a complex challenge because silence carries different

meanings, dependent on context, non-verbal cues, and personal dynamics.

Nonverbal Clues
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To understand a Clam, one must observe beyond their words—or lack

thereof. Nonverbal cues, including gestures and facial expressions, often

reveal hidden emotions. A fist might signal anger, but a furrowed brow

could imply anything from deep thought to irritation.

Coping Strategies with Clams

Effectively dealing with Clams involves coaxing them into conversation.

Open-ended questions, the supportive "friendly silent stare," and avoiding

filling silent gaps with your own speech create conducive conditions for

Clams to open up. When met with persistent silence, commenting on the

situation can provoke a response. Repeat the process if necessary, setting

limits and preparing for disengagement if the Clam remains closed. When

engagement fails, proceed with your necessary actions independently.

### Chapter 6: Super-Agreeables and Other Wonderfully Nice People

Pete, a diligent worker, is let down by Joe Matthews, a seemingly agreeable

client who fails to honor a business commitment. This situation encapsulates

the challenge posed by "Super-Agreeables," individuals who are personable

and agreeable but unreliable when follow-through is required.
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Understanding Super-Agreeables

While all humans crave approval, Super-Agreeables have an overwhelming

need to avoid conflict, often resulting in over-promising and

under-delivering. Their avoidance of disagreement stems from a fear of

losing approval and facing rejection. By prioritizing being liked over

addressing reality, they inadvertently create problems for themselves and

others.

Coping Strategies with Super-Agreeables

Dealing with Super-Agreeables requires strategies to extract honesty without

threatening the relationship. Reassurance minimizes the perceived conflict

between honesty and maintaining friendship. Demonstrating genuine interest

in them as individuals can encourage candor. Prevent their unrealistic

commitments by addressing potential issues proactively and being ready to

negotiate compromises. Listening carefully to their humor can reveal hidden

truths masked by their agreeable facade.

Practical Coping Example
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When Pete, realizing Joe's Super-Agreeable nature, engages him with direct

but friendly inquiries about any potential issues, the conversation surfaces

the real constraints subtly hidden beneath Joe's charming exterior. This

approach not only resolves immediate concerns but also strengthens the

business relationship, paving the way for more honest interactions.

### Summary

These chapters delve into interpersonal dynamics, focusing on strategies for

navigating the challenging behaviors of Clams and Super-Agreeables. By

understanding the motivations behind these behaviors, we can employ

specific techniques to foster communication and manage expectations,

ensuring more effective personal and professional interactions.
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chapter 6 Summary: WET BLANKET POWER:
THENEGATIVIST AT WORK

### Chapter Summary: Wet Blanket Power: The Negativist at Work

In this chapter, we explore the concept of a "negativist," a person whose

persistent pessimism and dismissal of feasible ideas can impede progress

within an organization. This is illustrated through the experiences of Gary

Hanning, a bright MBA graduate who is tasked with updating antiquated

accounting procedures at an insurance company. Despite recognizing the

inefficiencies, Gary faces constant resistance from Richard "Dick" Sheldon,

the negative head of the accounting department, whose default response to

any proposed change is that "it won’t work."

The narrative details how negativists like Dick can sap motivation and

creativity because their response to any suggestion is steeped in skepticism

and a belief that no solution will succeed. Unlike thoughtful critics who

engage in constructive "negative analysis" to foresee potential pitfalls and

devise strategies to overcome them, negativists see obstacles as

insurmountable and solution efforts as futile.

A case involving a social service staff meeting further illustrates this

dynamic. The team gathered enthusiastically to solve space issues but ended
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up demoralized due to the pervasive negativism of one team member, Don,

whose conviction that nothing could change quashed any productive

discussion.

### Understanding Negativists

Negativists derive power from their ability to tap into a universal human

vulnerability: a sense of powerlessness against formidable forces, whether

bureaucratic inertia or personal misfortunes. Their pessimism often

communicates a deeper existential disappointment stemming from a belief

that those in authority or "grownups" cannot be trusted to manage life’s

complexities competently.

Negativists are distinguished by their entrenched cynicism and the belief that

those in power prioritize self-interest over genuine change. This state of

mind often traces back to formative experiences where they were confronted

with the inadequacy of authority figures, leaving them skeptical about

having any real agency in impacting their environment.

### Coping Strategies

To counter negativism, several strategies are proposed:

1. Avoid Being Drawn In: Recognizing your susceptibility to pessimistic
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 thinking can prevent you from being overwhelmed by a negativist’s

worldview. Developing alertness to phrases indicating hopelessness can help

maintain morale.

2. State Realistic Optimism: While outright change may be challenging,

 emphasizing a history of past successes or drawing analogies can instill a

sense of possibility, counterbalancing the negativeness with realistic

optimism.

3. Avoid Confrontation: Directly confronting negativists may lead to

 unproductive arguments. Instead, present options as worth attempting

despite potential challenges.

4. Delay Solutions: Emphasize the importance of thoroughly

 understanding problems before rushing to solutions. Engaging in detailed

problem analysis may, surprisingly, diffuse the negativist’s dominance.

5. Set a Horror Floor: Discussing potential worst-case scenarios can help

 distinguish valid concerns from fear-driven fantasies, thereby setting a

context of manageable risk.

6. Use Negativism Constructively: Recognize the utility in negativist

 perspectives for contingency planning. Transform their focus on potential

failures into preventive planning strategies.
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7. Be Prepared to Act Alone: If necessary, taking individual initiative

 can illustrate committed optimism, invigorating others to possibly join the

effort.

8. Beware of Inducing Negativism: Be cautious around highly analytical

 individuals who may mimic negativist behavior if pushed into action

without thorough understanding.

### Conclusion

Through these methods, groups and individuals can navigate the challenges

posed by negativists, turning impediments into opportunities for strategic

planning and reaffirmed, realistic optimism. By understanding and

addressing the roots and effects of negativist behavior, it becomes possible

to foster a more positive and proactive work environment.
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Critical Thinking

Key Point: State Realistic Optimism

Critical Interpretation: In a world where negativity can easily cloud

judgment and hinder progress, embracing realistic optimism becomes

your ally. When faced with naysayers, it's crucial to highlight past

successes and draw positive analogies to demonstrate that change,

albeit challenging, is achievable. By focusing on what has worked

before and using a balanced perspective of hope based in reality, you

can disarm dissenting voices and cultivate an environment where ideas

thrive. This strategy not only counters the pervasive negativity but

also instills a sense of possibility and empowerment in you and your

peers, encouraging innovation and resilience in the face of skepticism.
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chapter 7 Summary: BULLDOZERS AND
BALLOONS:THE KNOW-IT-ALL EXPERTS

In the chapter "Bulldozers and Balloons: The Know-It-All Experts," the

 narrative explores the challenges of dealing with individuals who possess a

know-it-all attitude in the workplace. The story begins with two illustrative

examples: Paul, an Assistant Director working under Dante Alfetto, a highly

regarded film director, and Ted Wilson, a manager dealing with Phillip

Ames, a new shop owner.

Paul feels undervalued despite working with a renowned director because

Dante's authoritarian approach leaves no room for contributions or

creativity. Ted, managing a stereo and record shop, faces a similar struggle

with Phillip Ames, whose dismissive attitude towards new business ideas

undermines Ted's efforts. Both Dante and Phillip exemplify "Know-It-Alls"

who exude a sense of superiority, often leaving those around them feeling

inadequate and frustrated.

The chapter then delves into two main types of Know-It-Alls: Bulldozers

and Balloons. Bulldozers, like Dante Alfetto and Virginia Dorne, are

individuals who dominate with their comprehensive knowledge, meticulous

planning, and certainty. They are productive and competent, but their

certainty often alienates or demoralizes others, eliciting resentment and

passive resistance. In contrast, Balloons, such as Carl, a college professor,
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and Phillip Ames, are individuals with little actual knowledge who still

project confidence. They can be convincing despite their lack of expertise,

causing confusion and potential misinformation.

To cope with Bulldozers, the chapter suggests strategies to encourage them

to consider alternative perspectives without directly challenging their

expertise. Key strategies include thorough preparation, active listening,

questioning without confrontation, and the use of extensional questions to

explore practical implications of their plans. Moreover, one should avoid

acting as a counter-expert to prevent power struggles and consider deferring

to the Bulldozer when all else fails to maintain professional harmony.

Managing Balloons, on the other hand, involves identifying and gently

correcting inaccuracies while allowing them a way to save face. Present

factual information as an alternative viewpoint, and handle interactions

alone when possible to minimize embarrassment.

Overall, the chapter provides a nuanced discussion on how to engage

constructively with individuals exuding unwarranted or overwhelming

confidence, offering practical approaches to mitigate conflict and foster a

more collaborative working environment.
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chapter 8 Summary: INDECISIVE STALLERS

Chapter 9 Summary: Indecisive Stallers

In this chapter, the focus is on "Indecisive Stallers," a type of difficult person

frequently encountered in professional settings. Stallers are individuals who

procrastinate in making decisions that might cause someone distress. Their

indecision often hampers organizational progress and can be extremely

frustrating for those who rely on their decisions.

The narrative starts with Janet, an employee excited about her progressing

career, becoming frustrated with her supervisor, Donna. Initially supportive,

Donna becomes indecisive after her department is placed under a new

manager, Mr. Bennett. Donna's newfound hesitancy strains her relationship

with Janet, creating feelings of uncertainty and lowering workplace morale.

A parallel story presents Mack, a competent company owner, who struggles

similarly with decision-making. This impacts his production manager, Tom,

who becomes frustrated by Mack's inability to directly address the

performance issues of Bob, an underachieving foreman. Despite recognizing

the need for action, Mack fails to convey necessary critique to Bob,

perpetuating stagnation.
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The chapter explores the psychology behind Staller behavior, attributing it to

their genuine desire to help others and an aversion to causing

disappointment. Stallers avoid decisions that distribute resources or affect

others' emotions, often resorting to indirect communication that leaves

others unsure and anxious.

The chapter contrasts Stallers with Super-Agreeables—another type of

Difficult Person—highlighting that while both avoid negative feedback,

Stallers do so out of a desire not to hurt, rather than a need for approval.

Several coping strategies are proposed to deal with Stallers effectively:

1. Surface the Issues: Encourage Stallers to share their reservations by

 creating a non-threatening environment. This requires carefully questioning

indirect cues and being open to feedback.

2. Help Problem Solve: Once issues are identified, work collaboratively

 with the Staller to resolve them, tailoring approaches based on whether their

hesitation is about you or the project.

3. Rank-Order Alternatives: Simplify decision-making by limiting

 options and prioritizing them, which can lead to more effective resolutions.

4. Link Plans to Values: Emphasize the quality and service benefits of

 your proposals, as these align with Stallers’ focus on the greater good.

5. Support Post-Decision: Provide reassurance after a decision is made

 to prevent backtracking.

6. Maintain Control: Set specific follow-up times to ensure progress and
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 reduce anxiety for both parties.

7. Monitor Staller Overloads: Be aware of signs of stress or anger to

 avoid hasty decisions by Stallers.

The chapter concludes with a positive outcome involving Janet, who

successfully navigates her issues with Donna by openly discussing the

problem and collaboratively finding a solution. This resolution underscores

the importance of understanding and patience when dealing with indecisive

individuals.

Topic Details

Definition Indecisive Stallers are individuals who procrastinate decision-making to
avoid causing distress, hindering organizational progress.

Key
Examples

            
                Janet and her indecisive supervisor, Donna.
                Mack, a company owner, struggling to address issues with
Bob.
            
        

Psychological
Insight

Driven by a desire to help and an aversion to disappointment, leading
to indirect communication.

Comparison Contrasted with Super-Agreeables, who avoid negative feedback for
approval, whereas Stallers aim not to hurt.

Coping
Strategies

            
                Surface the Issues: Foster a non-threatening environment to
share reservations.
                Help Problem Solve: Collaborate on issues once identified.
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Topic Details

                Rank-Order Alternatives: Simplify decision-making by
prioritizing options.
                Link Plans to Values: Align proposals with quality and
service benefits.
                Support Post-Decision: Offer reassurance to avoid
backtracking.
                Maintain Control: Set follow-up times to ensure progress.
                Monitor Staller Overloads: Watch for stress to prevent hasty
decisions.
            
        

Conclusion
Janet resolves her issues with Donna through open discussion and
collaboration, highlighting the importance of understanding and
patience.
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chapter 9: TOWARD EFFECTIVE COPING:THE
BASIC STEPS

Summary of Toward Effective Coping: The Basic Steps

Dealing with Difficult People can be challenging, but there are structured

steps you can take to cope effectively. Here, we explore six fundamental

steps for navigating interactions with Difficult People: assessing the

situation, reframing expectations, gaining perspective, formulating a coping

plan, implementing that plan, and monitoring and modifying your strategy as

necessary. 

1. Assess the Situation: 

First, determine whether you are dealing with a Difficult Person or if a

situation is temporarily bringing out challenging behaviors in someone.

Reflect on whether your perception is skewed by your own biases or if the

individual’s behavior is consistently problematic, such as showing patterns

of being a “Complainer” or a “Sherman Tank.” Ask yourself if the person

consistently acts the same in three similar situations, whether your reactions

are out of proportion, if there was a triggering incident, or if open discussion

could improve the situation.
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2. Stop Wishing They Were Different:

It's easy to wish that Difficult People would change, but this wishful

thinking is counterproductive. Understand that everyone has different

values, assumptions, and perspectives. Recognize and accept the reality of

the person’s behavior, reducing your emotional investment in the desire for

them to change magically.

3. Get Some Distance Between You and the Difficult Behavior: 

Achieving emotional distance can help you maintain objectivity. Use

labeling cautiously to depersonalize the behavior and gain perspective.

Understanding the underlying motivations behind the behavior, even if only

partially, can help reduce feelings of confusion and powerlessness.

4. Formulate a Plan for Interrupting the Interaction:

Once you’ve gained some perspective, devise a strategy based on your new

understanding. Remember that behavior in interactions is highly reciprocal;

altering your responses can elicit more positive behaviors from the Difficult

Person. Avoid reinforcing negative cycles and instead aim for constructive

responses.

5. Implement Your Strategy: 
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Timing is crucial when implementing your plan. Avoid confronting the

Difficult Person during stressful or overwhelming times for either party.

Practice your strategy beforehand, anticipating and rehearsing potential

scenarios to boost confidence and effectiveness.

6. Monitor the Progress of Your Coping and Modify When Appropriate:

Carefully assess the impact of your coping strategy. If it proves ineffective,

you may need to reconsider your approach or reassess your interpretation of

the person’s behavior. If persistent attempts fail, it may be necessary to

distance yourself physically or organizationally. Weigh the benefits of

maintaining the relationship against the emotional cost.

In summary, understanding, managing expectations, maintaining an

objective stance, and systematic planning are keys to effectively coping with

Difficult People. These steps offer a structured approach to improving

interactions, though in some cases, distancing yourself may be the wisest

choice.
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chapter 10 Summary: THINKING STYLES: AN
ADDEDDIMENSION IN COPING WITH OTHERS

In this chapter, the focus is on understanding different thinking styles to

 improve interactions with difficult people. Building on previous discussions

of challenging behavior patterns, the author introduces a framework

developed with Allen Harrison to offer deeper insights into coping with

these behaviors. This framework, referred to as "Thinking Styles," is based

on two core assumptions: the profound link between thinking and behavior

and a limited number of possible thinking styles.

The chapter begins by explaining that everyone has distinct ways of

processing information and making decisions, referred to as thinking styles.

By understanding both your own thinking style and that of difficult

individuals, you can tailor strategies for dealing with disruptive interactions.

This insight is helpful not just for known categories of difficult people but

also for those who don't neatly fit into these categories. Moreover, it can aid

in preventing or mitigating conflicts among people who typically aren't

troublesome but whose thinking styles might clash under certain

circumstances.

To illustrate the concept of thinking styles, the behaviors of two hypothetical

job seekers, Sally and Milt, are compared. Sally is methodical and analytical,

while Milt is more spontaneous and energetic. Each achieves their goals
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through different paths, showcasing how situational demands can highlight

the strengths or weaknesses of particular thinking styles.

Harrison and the author identify five primary thinking styles: Synthesist,

Idealist, Pragmatist, Analyst, and Realist. These are described with their

unique traits and potential pitfalls:

1. Synthesists are debaters who value integrating different perspectives.

 They are creative and curious but can be seen as disruptive due to their love

of argumentation.

   

2. Idealists focus on common goals and values. They strive for

 agreements that suit everyone and can be very supportive, but they might

become meddlesome when their high standards aren't met.

3. Pragmatists are motivated by getting things done incrementally. They

 adapt well to situations and motivate others, but can overlook long-term

implications in favor of immediate solutions.

4. Analysts prefer order and logic. They methodically solve problems

 but can become bogged down in details. They are seen as stubborn and

inflexible when they encounter novel or illogical situations.

5. Realists rely on sensory information and concrete facts. They are
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 driven and focused on results but might dismiss analyses or abstract

theories, which can lead to challenges in adapting to non-tangible aspects.

Acknowledging one's own thinking style and adapting it to cope with

challenges can improve interactions with difficult people. Using the "Inquiry

Mode Questionnaire," individuals can identify their predominant thinking

styles. This self-awareness allows for adapting coping methods to align with

one’s own thinking preferences. The chapter concludes with practical advice

on applying this understanding in everyday interactions, particularly when

dealing with difficult behavior patterns not covered previously.
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Critical Thinking

Key Point: Understand and adapt to different thinking styles

Critical Interpretation: Recognizing and adapting to the various

thinking styles can inspire you to enhance your interpersonal

interactions, promoting both personal and professional growth. By

identifying and understanding your own thinking style along with

those of others, especially in challenging situations, you can tailor

your communication methods and strategies. This alignment not only

enables you to navigate difficult interactions more effectively but also

fosters empathy and collaboration. Instead of being overwhelmed by

disruptions, you'll find yourself more equipped to mitigate potential

conflicts. By embracing this dynamic approach, you expand your

capacity to respond flexibly and productively to diverse individuals,

laying the foundation for more harmonious relationships and a deeper

appreciation of the intricacies of human behavior.
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chapter 11 Summary: APPLYING THE METHODS:
GETTING AFIX ON THAT DIFFICULT
PERSON;COPING WITH YOUR BOSS AND
WITHYOUR OWN DEFENSIVE BEHAVIOR

In this chapter, the reader is guided through strategies to effectively handle

 difficult relationships, particularly with "Difficult People," including

managing defensive behavior and handling conflicts within professional

settings like the workplace. The chapter also provides insight into specific

scenarios, such as coping with a difficult boss, and shares a structured action

plan to manage notably troublesome individuals.

Understanding Defensive Behavior:

Defensive behavior is a natural reaction to feeling threatened or under

pressure. While rarely physical, threats can be psychological, affecting our

emotions and self-worth. People respond defensively to protect themselves

through various strategies, often learned early in life. These strategies

include self-blame and conceding, blaming others and attacking, stubborn

withdrawal, or diffusing tension with humor or kindness. Recognizing and

understanding these patterns in yourself and others can improve your ability

to manage such behaviors effectively.

Coping with Defensive Behavior in Others:
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Preparation is key in dealing with defensive individuals. Preventing

situations where individuals feel threatened reduces the occurrence of

defensive behaviors. However, when breakdowns occur, amendments must

be made swiftly. For example, if a boss begins to exhibit self-blame and

gives in during a disagreement, it could mean something you said

inadvertently threatened them. Express empathy and validation to restore the

relationship and avoid damaging long-term consequences that arise from

letting defensive behavior go unaddressed.

Managing Your Own Defensive Behavior:

Awareness is the first step in managing personal defensiveness. Recognize

the triggers and signs of your defensive modes and learn to pause your

behavior promptly. Reflect on what may have triggered your defense

mechanism and strive to understand the fear or threat behind it. Exercises

such as writing down your defensive reactions can reveal patterns and help

you develop healthier responses.

Coping with the Boss:

When your boss is the difficult person, the complexity of the situation

increases. Recognizing that bosses may be unaware of their impact on others

is crucial. Engage in candid conversations, intended to factualize their
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actions and impact gently. Plan your conversations carefully, anticipate

reactions, and be clear whether you're sharing feedback or seeking a

decision. Always maintain respect and acknowledge the authority dynamics

at play.

Creating a Coping Plan:

Developing a formalized strategy to manage difficult relationships can be

highly effective. Utilize a "Difficult Person Coping Plan" which involves

analyzing the behavior of the difficult person, your reactions, and potential

coping mechanisms. Reflect on current behaviors, identify what works or

doesn't, and determine what new strategies need practice. The plan should

include concrete actions and deadlines for tackling the challenging

relationship.

Building Confidence to Cope:

Finally, the chapter advises building confidence through acknowledgment of

the challenges, visualization of successful encounters, and "toe-dipping"

practice in low-risk situations. Understanding that coping isn't

straightforward but is achievable enables you to manage difficult

interactions more effectively. Maintaining this confidence is exemplified

through shared experiences of others who have successfully navigated these

complex relationships.
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Overall, the chapter offers a comprehensive guide to managing difficult

relationships, employing understanding, preparation, and reflection to

become more adept at dealing with difficult people, whether they are

colleagues or bosses. The emphasis is on thoughtful engagement and

strategic planning to transform potentially harmful interactions into

constructive exchanges.
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