
		
			[image: ]
		

	
		DO YOU KNOW ANY OF THESE PEOPLE?

		THE HOSTILE AGGRESSIVE, who bullies by bombarding, making cutting remarks, or throwing a tantrum

		THE COMPLAINER, who gripes incessantly but never gets any closer to solving the problem

		THE SILENT UNRESPONSIVE, who responds to any question with a yes, a no, or a grunt

		THE SUPER-AGREEABLE, who is always reasonable, sincere, and supportive to your face but never delivers a promise

		THE NEGATIVIST, who responds to any proposal with an explanation like “It won’t work.”

		THE KNOW-IT-ALL, who wants you to recognize he knows everything there is to know about anything worth knowing

		THE INDECISIVE, who stalls any major decision until it’s made for him and refuses to let go of anything until it’s perfect—which means never

		If any or all of these people are making your life miserable, Dr. Bramson’s prescription can cure the problem once and for all!
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		PREFACE

		This book was written because I couldn’t find another like it. How such ubiquitous phenomena as Difficult People had gone unnoticed and unexamined by any but acid wits and comic script writers is hard to fathom. Yet the gap existed and it needed to be, and could be, filled.

		As a management consultant I have found that most of my clients spend more time talking about how to cope with problem employees, bosses, customers, and co-workers than about anything else. I have also found that there was much that I knew that could help these clients. Through observation and action research during a fourteen-year period, I and my associates had gathered practical information on techniques and methods for coping with Difficult People. It was the absence of any practical and integrated reference material, and repeated requests from the many people who attended our seminars, that set me on the long course of writing a book. I’m lucky that it also turned out to be fun.

		The acknowledgments that need to be made are many. Fourteen years ago Stuart Atkins first piqued my curiosity about Difficult People with a presentation on six personality types that give salesmen trouble. I wondered if his six were indeed the most difficult and I decided to find out—they were. Stuart, Allan Katcher, and Elias Porter, Jr., enriched my own thoughts on interpersonal incompatibilities. The material on defensive behavior in Chapter 11 contains many of their ideas.

		My partners, Nick Parlette, Allen F. Harrison, and Susan Bramson, have added much from their own experiences with clients and with Difficult People. They have also refined my understanding of why some methods work, and why others that ought to work, don’t. Chapter 10 was written with Allen’s kind assistance.

		Wilson Yandell, more than any other person, deepened my understanding of the profound degree to which our own behavior is affected by our perceptions of what others intend toward us. Even more important, he showed me that freedom to move beyond the interaction of the moment depends upon seeing clearly the degree to which we affect and are affected by the expectations of others.

		The sections on understanding the behavior of Difficult People in Chapters 2 to 8 contain my own integration of the views of a variety of authors, George Kelly more than others, supplemented by many interviews with the Difficult People themselves. They are not presented as definitive analytic explanations of what is very complex behavior. Rather, their purpose is to aid the reader to that “understanding from the inside,” to use George Kelly’s term, that gives freedom for constructive action to anyone caught up in a troublesome relationship.

		Jonathan Cobb taught me much about writing as well as proposing many useful changes in the structure and flow of the manuscript. Similarly, Carol Mann, my agent, and my editor Marie Dutton Brown made valuable suggestions and provided much support.

		To the many people who contributed data about themselves and the Difficult People in their lives, many thanks. It is they, not I, who have provided the substance of this book. Friends and neighbors may think that they see themselves in the examples used throughout the book—they are, however, mistaken.

		My fond gratitude goes to Fred and Carolyn Batkin, who often allowed me to use their home as a hideaway.

		Finally, my appreciation and love to Wendy, Don, Guinevere, Marni, Eric, Rob, Sean, Patrick, Jeremy, and Hillary for standing by me during the periods of cantankerous obsession or obliviousness that seem to be a necessary part of my writing a book.

	
		Chapter 1

		INTRODUCTION

		This is a book about impossible people and how to cope with them. If your life is free from hostile customers and co-workers, indecisive vacillating bosses, overagreeable (but do-nothing) subordinates or any of those others who deserve to be called Difficult People, read no further. Consider yourself extraordinarily lucky and move on to pleasanter fare. If, however, these constant headaches have intruded, read on, for the purpose of this book is to show you how to identify, understand, and cope with the Difficult People who come into your life. It is directed primarily at those who must work with others to accomplish common tasks, but the methods described here are applicable in many different settings. These methods have worked successfully for salespeople, customer-relations staff, engineers and scientists, bus drivers, teachers, psychiatry residents, probation, parole, and police officers, nurses, volunteers, high school students, and, of course, supervisors, managers and executives in both public and profit-making organizations.

		Here are two of these Difficult People as seen by their victims. Frank, a dynamic assistant division chief in an aircraft manufacturing firm, was at his wits’ end. This was the third opportunity he had missed to start a new project because George, his boss, through his indecisiveness, let it slip away. George had a reputation in the division for not being able to make important decisions. Frank was finding out why the hard way.

		Frank liked George and respected his engineering abilities; that was partly what made their working relationship so exasperating. George could listen well, and he seemed to accept all of Frank’s arguments. Then Frank would leave the office feeling great, only to wait for the memo from George that never was written. Frank felt he had tried everything: pushing his boss to come to a decision, leaving him alone for several weeks, cajoling him, and arguing the selling points of the new project all over again. No matter what tactics he tried, he could not pry a response from George. Frank liked the firm and thought that he had a good chance for advancement, but the prospect of having to put up with George’s indecisiveness indefinitely was depressing and frustrating.

		“Art, I’ll be honest with you. I’ve given up on Seth. I’m just going to cover my ass, lay low, and do my best to get rid of him.” Nate was talking to Art, the vice-president of operations for Tetley Electronics, about his division head. Art was beginning to realize that no one in the design division of the company could stand Seth. Nate was the seventh employee in a month to complain about him. And it wasn’t just the troublemakers and mediocre people who were complaining, either. Seth appeared to be making life in the division unpleasant for the competent and even the most easy-going. “He scolds the whole staff when one person is late for a meeting,” Nate continued. “He bites your head off whenever you ask for help. He screams insults when he loses his temper, no matter who else is around. He won’t listen when you try to explain anything. He’s just impossible!”

		George and Seth are what I call “Difficult People.” We encounter people like them all the time. They are the hostile customers or co-workers, the indecisive, vacillating bosses, and the over-agreeable subordinates of the world who are constant headaches to work with. Although their numbers are small, their impact is large. They are responsible for absenteeism, significant losses in productivity, and lost customers or clients. They frustrate and demoralize those unlucky enough to have to work with them, and they are difficult to understand. Worst of all, they appear immune to all the usual methods of communication and persuasion designed to convince them or help them to change their ways.

		Of course, we all can be hostile or over-agreeable or indecisive from time to time and be a drag on our associates, friends, and families. In this sense we are all, at times, “difficult.” But there’s an important difference between people like George and Seth and the rest of us. While each of us may occasionally thwart or annoy or confuse one or the other of our fellow creatures, a Difficult Person’s troublesome behavior is habitual and affects most of the people with whom he comes in contact. Difficult People are seen as problems by most of the people around them, not just those who are incompetent, overly sensitive, or weak.

		The techniques for coping with the Difficult People whose descriptions make up the greater part of this book have been tried out and tested by many people who have found that they benefited in a number of ways by learning some techniques to apply in situations that formerly had left them fuming, yelling, or speechless. As a result they felt less angry and helpless in their encounters with the Difficult People in their lives, and, perhaps most significantly, they found that they were able to accomplish more, whether their Difficult People were bosses, peers, subordinates, clients, or customers.

		HOW THE TECHNIQUES WERE DEVELOPED

		For thirty years, I have worked in or with a variety of public and private organizations in positions ranging from blue-collar craftsman to manager. These experiences have left me with absolutely no doubt that there are Difficult People. When I then studied how people behave and learn at work, I searched for ways of understanding how they came to be that way. As a management consultant, I discovered that they could be coped with effectively.

		For fourteen years now, my associates and I have observed, questioned, and listened as executives and staff members working in more than two hundred diverse organizations told us about the most troublesome people in their working lives. Our primary objective in this investigation was to increase our own ability to help our clients work more effectively with or minimize discord caused by their own problem people. In the early stages of this investigation, we verified that there were indeed similarities in difficult behavior. Over a four-year period we asked several hundred men and women to talk about the most Difficult People in their lives. We found that the same kinds of behavior patterns were identified over and over again, some considerably more than others. Later our attention turned to what could be done about the behavior. These findings, subsequently refined and elaborated upon, form the basis for a part of my present consulting program and the substance of this book.

		Patterns of Difficult Behavior

		The behavior patterns that seem to be the most disruptive or frustrating are characterized by the following types.

		Hostile-Aggressives: These are the people who, like Seth, try to bully and overwhelm by bombarding others, making cutting remarks, or throwing tantrums when things don’t go the way they are certain things should.

		Complainers: Complainers are individuals who gripe incessantly but who never try to do anything about what they complain about, either because they feel powerless to do so or because they refuse to bear the responsibility.

		Silent and Unresponsives: These are the people who respond to every question you might have, every plea for help you make, with a yep, a no, or a grunt.

		Super-Agreeables: Often very personable, funny, and outgoing individuals, Super-Agreeables are always very reasonable, sincere, and supportive in your presence but don’t produce what they say they will, or act contrary to the way they have led you to expect.

		Negativists: When a project is proposed, the Negativists are bound to object with “It won’t work” or “It’s impossible.” All too often they effectively deflate any optimism you might have.

		Know-It-All Experts: These are those “superior” people who believe, and want you to recognize, that they know everything there is to know about anything worth knowing. They’re condescending, imposing (if they really do know what they’re talking about), or pompous (if they don’t), and they will likely make you feel like an idiot

		Indecisives: Those who stall major decisions until the decision is made for them (like George), those who can’t let go of anything until it is perfect—which means never.

		Although Complainers don’t always complain, and Indecisives sometimes do make decisions, there are common patterns in the behavior of Difficult People that can be identified and described. As you will see, finding and labeling these patterns helps set the stage for taking effective action.

		The Nature of Coping

		While identifying Difficult People in work settings was useful, we came to an even more fascinating realization during our observations. In many of the work groups observed, there were one or two individuals who could deal reasonably well with the same Seths and Georges who had stumped their colleagues. Those who coped well with each type of Difficult Person used similar methods that could be identified and learned. What did these “copers” do? What did they avoid doing? Most importantly, how might the methods they used be communicated to others? The answers to these questions make up the core of this book.

		What, precisely, then, is “coping”? According to the standard definitions, coping means “to contend on equal terms,” exactly what one needs to do with Difficult People. Individuals behave in a difficult manner because they have learned that doing so keeps others off balance and incapable of effective action. Whether brow-beating others into acquiescence or avoiding distress by sitting on a decision, Difficult People manage to gain control over others. That they are often not motivated to manipulate others and that they are largely unaware of the long-term costs of what they do is incidental to the fact that they put you at a disadvantage.

		Effective coping, the term we will use in this book, is the sum of those actions that you can take to right the power balance, to minimize the impact of others’ difficult behavior in the immediate situation in which you find yourself.

		The refreshing thing about coping as an approach is that it provides an alternative to both “acceptance” (“She doesn’t have much of a family life, so I try to overlook her lousy behavior”) and to long, costly efforts to change that collection of attitudes, values, and learned strategies that we call personality (“Nothing’s going to help him but three years on the couch”). Acceptance, while it avoids the unpleasantness of confrontation, is attained at a double cost to the individual coper—a feeling of martyrdom in the accepter and reinforcement of the behavior hated in the Difficult Person. Trying to change another person’s personality, on the other hand, can be the world’s greatest hard luck story. Not that it wouldn’t be nice to change Difficult People; it surely would. Even when an individual has chosen to change, however, the way is difficult and expensive in terms of time, effort, and money. When the motivation for change comes primarily from outside the person—from supervisors, for example—it is even more costly and much less likely to work.

		Coping, by contrast, has a much more limited and practical goal. Coping enables you and the Difficult Person to get on with the business at hand. Coping methods work because they interfere with the “successful” functioning of difficult behavior. When the behavior strategies of the Difficult Person don’t work, when you respond in ways different from those expected, you are able to get about your business and the Difficult Person is provided with an incentive, and an opportunity, to develop other, more constructive behavior.

		This approach to dealing with Difficult People does require that you act with purpose and with forethought in relating to them. In that sense, it is open to the charge of being manipulative. But I would contend that it nevertheless can be highly ethical. What makes purposive behavior ethical or evil is the intention of the doer. The coping methods described in this book are not designed to use people’s motives against them, or to be sneaky or underhanded. They do not require that your intentions, and the actions you take to implement those intentions, be designed to further your own interests at the other person’s expense. Their intended purpose, rather, is to balance the power Difficult People can have over you, and to further your mutual interests by producing a situation in which you both can function as productively as possible.

		THE PLAN OF THE BOOK

		In the pages that follow we will discuss methods for coping with difficult behavior and how to put them into practice. In Chapters 2 through 8, we will examine the seven difficult-behavior types who at least in work settings are the most irritating, frustrating, or overwhelming: Hostile-Aggressives, Complainers, Silent and Unresponsives, Super-Agreeables, Know-It-All Experts, Negativists, and Indecisives. In each of these chapters we will discuss how to recognize the behavior, how to understand why Difficult People persist in their discordant ways, and how to cope effectively with them.

		Chapter 9 provides an overview of the coping process. It explains six basic steps to take in coping with just about anyone. It then takes you through a series of questions that help you analyze your relationship with potentially difficult others, leading to an action plan for coping with them. Use this chapter to help you distinguish between those whose difficult behavior is transitory and those with whom it has become a preferred way of dealing with life.

		Chapter 10 provides some theory for those who are interested, outlining a framework for understanding the fascinating, if ironic, relationship between any person’s positive and negative behavior. Not only does this understanding help to see Difficult People as they are, not as you wish them to be, but it provides a basis for preventing difficult behavior.

		Building upon Chapter 10, Chapter 11 provides steps for keeping yourself in hand in the face of a Difficult Person’s onslaught, with some special notes on dealing with your boss. It ends with a series of questions that will help you develop a plan for coping with a Difficult Person who might be currently intruding on your own life.

		These chapters constitute a tactical manual of methods for coping with the Difficult People you are most likely to find troublesome.

		The summaries that follow each section provide a quick reminder device to review just before you expect an encounter with a particular Difficult Person.

		Coping with the Difficult People in your life will never be enjoyable. But this book provides the means for doing it with more ease and greater success.

	
		Chapter 2

		    A HOSTILE-AGGRESSIVE TRIO:

		SHERMAN TANKS, SNIPERS, AND EXPLODERS

		CASE #1: “I’m really sorry, Mr. Beales,” said the assistant to the advertising director, “but Mr. Hart isn’t here today. He left an hour ago for Chicago.”

		“What do you mean he isn’t here?” said Beales, an important customer. “Goddamn it, I flew two hundred miles to see him and you tell me he isn’t here? How could you make such a dumb mistake?”

		“Well,” said the assistant, “I’ve checked Mr. Hart’s calendar and you’re down for next week. I’m sure that …”

		“Oh, for Christ’s sake, stop lying and making excuses. What are you going to do about this? Damn it, answer me!”

		“I don’t really know what …” tried the assistant.

		“What’s your name?” Beales shouted. “The president of this company is a friend of mine, and I’m going to let him know what incompetents he has working for him.”

		The assistant stood staring blankly at Mr. Beales. Finally he pulled out his card, handed it over, and watched as Beales stamped out of the office.

		“That loudmouth!” the assistant said to Mr. Hart’s secretary. “He didn’t wait long enough for me to tell him that I might catch Hart before his plane leaves.”

		“Well,” said the secretary, “you didn’t try too hard to tell him.”

		“Would you have?” mumbled the assistant as he mechanically walked back to his office, enraged at Beales for having chopped him down but worried too about whether he’d still have his job next week.

		CASE #2: My client Charlie, division manager for a large and growing company, and I were reviewing what had happened since the last time I had met with him and his management team. Suddenly, he pushed away from the table and said: “This is just a waste of time. I can’t concentrate on anything you’re saying. Anyway, it doesn’t matter—I’m going to quit.” In two weeks, Charlie proceeded to tell me, he was supposed to present to an executive committee meeting a plan for a comprehensive and expensive project that he had developed over the past two years. “I can tell you just what would happen if I went to the meeting. It’s Leonard the Louse, our executive vice-president. That son of a bitch is going to kill me, just as he’s done three times in the past. He’s mean, he’s sarcastic, he seems actually to enjoy cutting people down. He’ll ridicule me in front of those important people, there’ll be no approval, and I’ll leave feeling like a nothing. Even Jerry, my boss, a VP himself, is scared to death of Leonard. I can’t take it any longer. I’d rather quit than be humiliated by him again.”

		Mr. Beales and Leonard the Louse well represent that corrosive Difficult Person, the Hostile-Aggressive, most often cited as the nemesis of those in the working world, and these scenes illustrate their disruptive impact on an average work day. As the name implies, they combine an active, moving-out aggressiveness with hostility in a fearsome way. Hostility and aggression appear together so much it’s easy to think of them as either inseparable or interchangeable, but they are not; it is possible to be aggressive without being hostile and vice versa. Aggressiveness is that quality we see in people who attempt to shape the world as they want it to be or believe it ought to be. A person can be highly aggressive yet caring: “You’re having trouble and you need help. I’m here to see that you get it and use it, even if I have to push you into doing what’s good for you.” Similarly, hostility, contentious and intending to wound, can be coupled with an absence of direct aggression. That silent unresponsive person who refuses to respond to your desire or need for conversation may be expressing hostility, for instance.

		In this chapter we will examine three different ways in which the qualities of hostility and aggressiveness combine into very abrasive behavior, and specific methods for coping with each of them. I’ve named them the Sherman Tank, the Sniper, and the Exploder.

		THE SHERMAN TANK

		The term Sherman Tank comes from a phrase a friend of mine used in describing a work associate who fitted this category perfectly:

		
			I’ve never seen such a person before, and I hope I never do again. If I did anything at all that didn’t come up to her notions of how it should be done, she would walk over to where I was working, stand over me, and say things like “Here’s the brain of all brains. How can you keep doing things wrong when even an idiot would know the right thing to do?” Once she dropped a book right in the middle of my desk, spilling my coffee, and leaving me so angry that I burst into tears. I knew that I shouldn’t let her treat me that way, but while she was standing there yelling at me, I felt as if I were being run over by a Sherman Tank.

		

		THE BEHAVIOR

		Sherman Tanks come out charging, not always physically perhaps, but their whole demeanor expresses “attack.” They are like my friend’s nemesis—abusive, abrupt, intimidating, and, most important, overwhelming. They are arbitrary and often arrogant in tone. When criticizing something you’ve said or done, they seem to attack not just the particular behavior but you, and they do so in an accusing way. They are contemptuous of their victims, considering them to be inferior people who deserve to be bullied and disparaged.

		Some persons who fit this mold attack crudely, with vulgarity that is itself distressing. Others are skillful enough to produce the Sherman Tank effect not by bitter tirade but by unrelenting criticism and argument that pushes others to acquiesce against their own best judgement. In many situations it is difficult to differentiate between useful persistance and overbearing, railroading behavior. That is why Sherman Tanks who have developed a modicum of smoothness often have been able to attain positions of authority and power. Having learned to attack and to follow through as well, Sherman Tanks possess tremendous power in interpersonal situations. Such power comes largely from the typical responses their behavior arouses: confusion, mental or physical flight, or a sense of helpless frustration that leads to tears or tantrumlike rage.

		Here is how some of the victims have described their feelings of loss of self-possession: “I felt confused, frightened—I couldn’t get a word in—no time to think.” “My heart was beating like a drum—I thought she was going to kill me.” “I lost control of myself. I could feel the veins pounding in my head and I just wanted to shut his mouth.” “I was so furious that I threw the door open, making a dent in the wall.”

		While these reactions are understandable, they rob the victim of the ability to deal coolly and competently with the situation at hand. Through this vacuum of cool competence the Sherman Tank proceeds. Evidence of rage or weakness, far from slowing down the Sherman Tank, often stimulates him or her to push on. To understand why these typical responses to the assaults of Sherman Tanks are apt to encourage rather than deter them and to discover what will work, we need to first know more about what underlies the Sherman Tank behavior.

		UNDERSTANDING SHERMAN TANKS

		Sherman Tanks have strong needs to prove to themselves, and others, that their view of the world is always right. Tasks to be done seem clear and concrete to them, and the way to perform them straightforward and simple. They get impatient with those who don’t see what to them is plainly there. When resistance to their own plans is perceived or anticipated, impatience turns quickly to irritation, righteous indignation, or outright anger.

		Sherman Tanks have a strong sense of what others should do; this quality is coupled with the forcefulness and supreme confidence that stem from the very fact that they have done so well at pulverizing others. Sadly—for others, that is—Tanks seem to lack the leavening of caring and trust that in most of us prevent the overuse of aggression.

		Sherman Tanks usually achieve their short-run objectives, but they do so at the cost of honest disagreement from others, lost friendships, and the long-term erosion of relationships with their co-workers. Those people who are abrasive enough to be called “difficult” seem to lack the capacity to receive and accept feedback about their impact on others. They lack that critical discernment which helps to differentiate those situations which might indeed call for an overwhelming attack from those which should receive much less force.

		Because Sherman Tanks value aggressiveness and confidence, they tend to devalue those they believe lack these qualities. Unfortunately, demeaning others is one way to create a sense of self-importance and superiority. If I can make you out to be weak, faltering, or equivocal, then I will seem, to myself and to others, strong and sure. That is the learned rule-of-thumb that sits in the back of the Sherman Tank’s mind. It is, of course, to some extent true. That is why it was learned and reinforced.

		Sherman Tanks, then, are driven by a need to demonstrate that they are right. They feel righteous anger toward those who do not do as they “should,” which justifies hurting them. Finally, they expect others to run from them, and devalue them when they do.

		HOW TO COPE WITH SHERMAN TANKS

		Coping with Sherman Tanks requires that you not fulfill their expectation that, through either fear or rage, you will be put out of commission; at the same time you must avoid an open confrontation with them over who is right or who is to be the winner. Here are the specific things to do, and not do.

		Stand Up for Yourself.

		The first rule of coping with anyone aggressive, hostile or not, is that you stand up to that person. If you let yourself be pushed around by aggressive people, you simply fade into the scenery for them. That is, they will not see you as someone to whom attention need be paid. The next time you are with a group in which something important is being discussed, watch for the following kind of situation. Mark raises an idea for consideration only to have Sharon, an aggressive person, say something like, “No! No, that won’t work at all.” Unless Mark does something to stand up for himself, such as saying, “Well, wait a minute, I’m not sure you really heard what I was trying to say,” something very interesting will happen. Sharon will begin to act as if Mark is not a part of the meeting. She won’t look at him, she will speak through him, she will not react to anything that he says.

		You must, therefore, stand up to any sort of aggressive person to ensure that you make genuine and solid contact with him or her. There is always the possibility that the individual whom you think is a Sherman Tank may be just a nonhostile, but aggressive, person trying to get at the facts and not at you. If you don’t stand up, then you will feel unnecessarily overrun, and he or she will feel frustrated.

		Important rules for coping with aggressive people in general are doubly important when encountering a Sherman Tank. Your acquiescence will be taken not simply as a sign that you’re not worth bothering about but as a license to squash you. True, when you are being overwhelmed by a Sherman Tank the last thing you are likely to want to do is stand up to him or her, particularly when the assault is coming from a person who has real authority over you. The sense of being overwhelmed evokes, in most people, images of overpowering, possibly physically aggressive, and accusing parents. Perhaps this explains the frequency with which the victims of Sherman Tank behavior tend to recall such incidents as if they were the difficult ones. In coping with these very Difficult People, it helps to recognize that the fear and confusion that you feel are natural, even appropriate reactions to being attacked. Expect to feel distraught, angry, or awkward, but say something of a standing up nature anyway. The following pointers may help.

		Give Them Time to Run Down.

		If the person you are confronting is yelling at you, crying angrily, or being otherwise noisy, hold your position for a short while to give them time to run down. Remain in place (unless you need to move to guard against physical assault), look directly at the yeller, and wait. When the Sherman Tank’s attack begins to lose momentum, jump into the situation.

		Don’t Worry About Being Polite, Just Get In.

		If you wait for a Hostile-Aggressive to finish sentences and conscientiously give you time to enter the conversation, you are likely to wait a long time. It is often necessary to interrupt in order to stand up to him or her. This is a time when cutting people off before they’re through is a necessity. If you, in turn, are cut off before you’ve finished your thought, say firmly and loudly, “You interrupted me!” If the Tank doesn’t stop, say it again. Then start in yourself. Don’t worry about how well you express it. Smile if you have to, but say it.

		Get Their Attention, Carefully.

		Sherman Tanks tend to have firm expectations of how you are going to react to them. After all, why should you be different from all their previous victims? You need, therefore, to get their attention so that they recognize that you won’t be responding according to their formula—that is, by either running or raging.

		For this reason, I have found that it often helps to begin coping efforts by clearly and loudly calling the hostile person by name (by his or her name, that is, not a name). Use the name that fits the present level of your acquaintance. Don’t, for instance, call that customer Sally as a way of diminishing her status, if you would ordinarily call her Mrs. Harrison.

		Other ways of both getting attention and interrupting the interaction are rising very deliberately or dropping a book or a pencil. You should be careful, however, that your moves can’t be interpreted as a sharp or sudden attack. For example, be sure that while standing up, you take pains to push your chair backwards. Picture it. If you don’t do this, the upper part of your body will propel forward into what can seem to be a fighting stance.

		Get Them to Sit Down.

		If at all possible, try to get your Sherman Tank into a seated position. Since most people behave less aggressively when seated, it’s worth a try. Point to a chair and say, “Look, if we’re going to argue we might as well be comfortable.” Start to sit down yourself, but keep your eye

		Speak from Your Own Point of View.

		
		Avoid a Head-On Fight.

		
		
		
		
		
		
		
		Be Ready to be Friendly.
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