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Introduction
WHY CAN’T WE ALL JUST GET ALONG?
“I’d really like my job if only I didn’t have to work with other people!” This simple statement may sound laughable at first, but it actually reflects a serious problem in the workplace that has reached epidemic proportions.
One of the biggest causes of stress in the work environment is the inability of colleagues, at all levels, to get along with one another. While knowledge, experience, education, and skills certainly contribute to any individual’s success at work, it’s the quality of an employee’s relationships with bosses, coworkers, and clients that will ultimately determine his or her happiness and productivity in the workplace. In other words, if you have difficulty relating to or coexisting with other people at work, your chances of having a satisfying and successful work life will be severely limited.
The first time that most people really realize this is when they run into a thorny problem, conflict, or misunderstanding with someone at work. The incident soon becomes a situation, and the situation takes on a life of its own. It either keeps recurring or remains unresolved until a major upheaval or unwanted change becomes inevitable.
Why is it so hard to work with other people? There are many reasons.
Reason #1: People Are Difficult
Difficult people are everywhere, and each one exhibits a different brand of bad behavior. In other words, anyone who behaves in a way that irritates you or who does something that you don’t want them to do can be labeled a difficult person.
When Manchester Consulting, a national outplacement firm, surveyed 358 U.S. organizations about the most serious behavioral problems among their senior management, “poor communication skills” was ranked number one. “Poor interpersonal skills” was cited as the major employee-relations problem of top-level executives.
Regardless of what the specific traits are, there are many difficult people in the workplace, and there always will be.
Reason #2: Work Is Stressful
Constant change, competition, technology, globalization, sterile work environments, unrealistic expectations, and the endless pressure to communicate instantly, without much thought or reflection—all typical of today’s workplace—can create an environment so stressful that it can bring out the worst in any person, even one who is typically pleasant and easygoing.
Reason #3: Employers Don’t Facilitate People Problems
Many companies talk up the importance of working as a team, collaborating and creating consensus, yet offer compensation plans and reward systems geared solely toward individual contribution and achievement. Sound familiar? This mixed message, prevalent in many companies today, can promote competition and insecurity, which can lead to self-centered, self-preserving behavior on the part of employees, which always results in strained working relationships. Unfortunately many companies don’t anticipate these issues and don’t do much to handle them once they have occurred. The general consensus is that everyone is too busy to deal with people problems, focusing instead on business results.
Reason #4: People Have Problems
Personal issues can prevent anyone from nurturing and sustaining healthy relationships at work. If you’re bored, stressed out from overwork or family problems or generally frustrated or depressed, you are at high risk for neglecting or abusing your relationships with colleagues or clients. Unhappiness breeds unhappiness. Walking around with your head in a dark cloud can lead to friction or misunderstandings between you and the people with whom you spend at least half your waking hours—your coworkers.
Reason #5: People Are Complex
Most companies try to hire employees who will fit into their specific corporate culture. Even if employers are reasonably successful at making the “right hires,” each individual they bring on board still has personal baggage—expectations, biases, memories, perceptions, family dynamics, values, ways of doing things, and intangible qualities—that he carries with him onto the ship. This unpredictable mix of different personalities, communication styles, and work habits can lead to confusion, miscommunication, and conflict.
WHAT CAN YOU DO ABOUT IT?
If you work with other people, it’s inevitable that at some point you will be party to a serious miscommunication, get involved in a conflict or disagreement, or simply fail to connect on a personal level with a boss or coworker. In addition to skills, knowledge, and experience, there are Eleven Keys to getting along with anyone. Some people don’t possess many of them, others possess most of them but are missing a few crucial ones, but all Eleven Keys are essential to dealing positively with other people’s flaws and deficiencies.
You will learn much more about the Eleven Keys throughout this book. They are arranged alphabetically, not in the order that they may fall organically. Here’s a quick rundown. They are:
Key #1—CONFIDENCE
Key #2—CURIOSITY
Key #3—DECISIVENESS
Key #4—EMPATHY
Key #5—FLEXIBILITY
Key #6—HUMOR
Key #7—INTELLIGENCE
Key #8—OPTIMISM
Key #9—PERSEVERANCE
Key #10—RESPECT
Key #11—SELF-AWARENESS


There is no question that learning techniques for dealing with difficult people can be useful, and the Keys will help you do this. But working harmoniously and productively with people on a day-to-day basis is much more involved than simply knowing how to handle a bully, a know-it-all, or a complainer. Like it or not, you will need to get in touch with yourself and really understand which of your characteristics are effective and which you really could improve. Your ability to develop or strengthen specific Keys, or tone them down, will determine how well you are able to cope with different situations and succeed at influencing, persuading, relating to, understanding, connecting with, or collaborating with others.
The theme you’ll hear repeatedly in this book is that it’s up to you to get along with others! Much as we wish that people would change, if they don’t have a meaningful incentive or motive for working well with others, they won’t. The main message of this book is that you, the reader, can be in control of your situation at work by using the Eleven Keys to strengthen yourself and manage your relationships, especially the challenging ones.
The Eleven Keys can open the door to success not only in your work life but also in your personal life. As you read through the book, you’ll quickly decide which of the Eleven Keys have the most meaning for you. You’ll be able to identify which ones those difficult people in your work life possess, which ones they may need more of, and which they may need to tone down. You’ll then be able to go through the same process for yourself. Practical, step-by-step self-assessment tools, an annotated resource guide, and personal stories from people who have faced all kinds of challenging experiences at work and have handled them with varying degrees of success (based upon their ability to use one or more of the Eleven Keys) will help you derive the maximum benefit from this guide. What’s vital is your ability to adapt and to be open to approaching your coworkers in a different way so that while they may not always get along with each other, they’ll always get along with you.

Part I

THE ELEVEN KEYS and DIFFICULT PEOPLE

The Eleven Keys
Since Daniel Goleman coined the term “emotional intelligence” in 1995 with his best-selling book of the same name, we’ve heard a lot about this concept, and how while successful leaders usually exhibit traits such as toughness, intelligence, determination, and vision, they are also distinguished by what are commonly categorized as “softer” skills, such as self-awareness, self-regulation, motivation, and empathy.
The Eleven Keys, which are the central focus of this book, are based on this principle of emotional intelligence, but combine a few additional “harder” traits. They are drawn from my twenty years of interacting with all kinds of people in the workplace. Time and again, I have observed that individuals who have the Eleven Keys and know how to use them in a balanced way tend to be more successful and well-liked by their colleagues than people who don’t possess them. They also experience less stress than others because, by properly utilizing the Eleven Keys, they are better equipped to handle people who have difficult personality traits and to gain control of their work relationships, and are more likely to build up a functioning immunity to problematic people. While it is impossible to change other people’s inherent personality traits, it is absolutely within the realm of possibility to be in control of our relationships with difficult people and to find peace and balance. This is what the Eleven Keys will do for you.
 
THE ELEVEN KEYS ARE:
	Confidence— The capacity to believe in yourself and your choices; to take pleasure in your relationships and pride in your accomplishments; and to view yourself and your situation realistically.
	Curiosity— An eagerness to understand, to know, and to learn; intense and sincere interest in investigating and exploring the unknown.
	Decisiveness— The ability to make choices based on a combination of analysis, critical thinking, and judgment; arriving at conclusions and making decisions with determination and confidence, even in the absence of adequate time or information.
	Empathy— The capacity to demonstrate caring and understanding of someone else’s situation, feelings, and motives; to imagine what it might be like to walk in someone else’s shoes, especially when you’ve never worn them.
	Flexibility— Being capable of and responding positively to change, both internal and external; being pliable, adaptable, nonrigid, and able to deal well with ambiguity.
	Humor— The ability to view oneself and the world with enjoyment; a talent for not taking life, or oneself, too seriously; being amusing, amused, and, at times, even comical.
	Intelligence— The ability to work cleverly, creatively, and efficiently; to plan before taking action; to use critical thinking, logic, and analysis to solve problems, form opinions, and arrive at conclusions. Managing time effectively, taking creative approaches, and communicating clearly and effectively.
	Optimism— Expecting the best possible outcome and dwelling on the most hopeful or positive aspects of a situation, even in the face of adversity.
	Perseverance— The passion, energy, focus, and desire to get results; being unwilling to quit until the job gets done. Motivation, persistence, and hard work, as well as consistent follow-through, “closing the loop,” and taking the next step to move the process forward.
	Respect— Treating others in a considerate, gracious, and thoughtful manner; protecting another person’s self-esteem; being professional in your communication; following through on promises and commitments; behaving with integrity; remembering that it’s just as easy to be nice as it is to be nasty; not using mean behavior to instill fear or maintain control over others.
	Self-awareness— The ability to recognize, understand, and manage your own moods, emotions, and drives, as well as to understand their effect on others.

 
Now that you’ve learned about the Eleven Keys, think about someone you work with who causes you stress. Which of the Eleven Keys would you count among his or her strengths? Which ones might he or she lack? Or tend to overuse?
Now, do the same exercise with yourself. If you are not sure (perhaps because your Self-awareness is weak), ask several people whom you trust which of the Eleven Keys, in their opinion, are your strengths and which you may need to work on. While few people possess all Eleven Keys in equal amounts, virtually anyone can develop and master the use of any of the Keys. Take a few moments to review the Eleven Keys. Then, take this self-assessment exercise to further identify which Keys you need to develop, tone down, or balance, particularly at work.
The questions are grouped by the Eleven Keys. Read each one carefully, then select the answer that most closely describes the way you would react or behave. For best results, answer as quickly and easily as you can, without laboring over your response.

Confidence
 
	You’re late to a staff meeting and your boss stops talking when you walk in the room and comments about your tardiness. You:
a. Coolly remark that his observation skills are as sharp as ever.
b. Say that you’re sorry and explain why you were late.
c. Apologize to everyone in the room and tell your boss you’ll be happy to do whatever is needed to learn what you missed.
 

	Your coworker compliments you on what you’re wearing. You say:
a. “Yes, I look pretty good in this, don’t I?”
b. “Thank you very much, it’s one of my favorite outfits!”
c. “This? It was on sale and it would look a lot better if I could lose ten pounds.”
 

	Your boss asks you to take on a project in a high-visibility area you know very little about. You:
a. Agree immediately and tell her it’s about time you’ve been given a plum assignment like this one.
b. Thank her and ask her what resources will be available for you to use so that you will be successful.
c. Tell her that you need to think about it and stay awake all night worrying about what you should do.
 

	You worked very hard on a presentation for an important client and afterward got feedback from the client that he was disappointed. You:
a. E-mail him and tell him that you put a lot of effort into the presentation and you can’t understand why he was dissatisfied.
b. Call him and ask him how soon you can get together to discuss what was missing and what to do next.
c. Send him an e-mail apologizing for disappointing him.
 

	One of your direct reports approaches you and tells you that she feels as if you undermine her in meetings. You:
a. Feel surprised and deny that you do this to her.
b. Thank her for having the courage to tell you and suggest that you sit down together to discuss it.
c. Apologize profusely and tell her that you’ll never do it again.


Curiosity



	Your work is the most fulfilling and enjoyable when you:
a. Are constantly learning new things every day.
b. Have a balance of both predictable and new tasks and projects.
c. Know exactly what to expect every day.
 

	When was the last time you had a completely new or unique experience?
a. Just recently.
b. In the last year.
c. I honestly can’t remember.
 

	Your manager asks you to come up with a new approach for a business problem. You:
a. Excitedly plan to read as much as you can, interview people, benchmark best practices, and study everything you can get your hands on before getting started.
b. Do a little interviewing of people who have dealt with the same type of problem and then write a brief plan.
c. Get started right away—you’ve wanted to sink your teeth into the situation for a long time.
 

	Your colleagues would describe you as:
a. Someone who is constantly seeking out new ways of doing things even when change isn’t necessary.
b. Someone who is interested in other people and new ideas.
c. Someone who is steady and content with the way things are.
 

	Which one of the following statements best describes you?
a. I need to search for answers, speculate about things, and experience new sensations as much as possible.
b. I fill my spare time with interesting activities and love learning new things whenever I can.
c. If something interests me, I pursue it; otherwise, I’m not that inquisitive.


Decisiveness


Choose the answer you agree with most.
 
	When you have a problem to solve at work, most of the time you make up your mind immediately about how you will solve it.
a. Yes, 90 percent of the time I take action right away.
b. It depends on the resources and people I need to solve the problem.
c. Not usually, because I need to think things through for a while.
 

	You have decided to look for a new job but are unsure about what type of job to pursue because you are tired of your industry. You:
a. Update your résumé and start answering ads on Monster.com.
b. Identify a decision-making process first before doing anything.
c. Don’t do anything because you aren’t sure what approach to take.
 

	The last time you made a decision about something major like moving, changing jobs, or breaking up with someone, you:
a. Took action right after you made the decision to make a change.
b. Balanced your gut reaction with some analysis first before deciding what to do.
c. Vacillated a lot and ended up making a decision when you felt pressed up against the wall.
 

	When making decisions, other people’s opinions are:
a. Not that important to me.
b. Meaningful if the decisions involve other people. Otherwise, I trust my own gut.
c. Important input for most of my decisions.
 

	Is making the right decision every time important to you?
a. There are many ways to approach a situation. Making a quick decision is the most important thing.
b. Not necessarily, as long as I’ve been thoughtful about making my decision.
c. Absolutely! Otherwise people won’t trust me.


Empathy


Choose the answer you agree with most.
 
	When you are in a meeting with a senior executive at your company or a client, the most important thing is to understand their emotions and motives.
a. Yes, because I want my hallmark at work to be that I truly feel what others are feeling.
b. Yes, sure, but I honestly think preparation and achieving business objectives are just as important.
c. Not really. I don’t think emotion has a place in business.
 

	Your job doesn’t give you a huge opportunity to help others so you do some volunteer work for organizations you believe in.
a. Yes, I probably care more about the work I do as a volunteer than I do about my job.
b. Yes, this is true, and I really get fulfillment and meaning from my volunteering.
c. No, unfortunately I either don’t have the time or interest in volunteering.
 

	You manage people in your job and find it a bit difficult to relate to some of your direct reports’ problems at times.
a. Never. My favorite part of my job is managing people and helping them deal with life’s problems, both professionally and personally.
b. Sometimes, but I do try to understand my staff so that I can be as compassionate as possible.
c. Yes, this is definitely true! I find myself losing patience quite often with my staff and all their personal problems.
 

	You are appropriately sympathetic to other people when necessary; however, you really like to stick to business if you can.
a. No way. People are human and I think that just sticking to business is a little cold.
b. I am well aware of my job and the accomplishments I need to achieve; however, I prefer a very balanced approach to interacting with others at work.
c. Yes, I agree with this statement. If I focus on business only, it makes it easier to get things done.
 

	You are interviewing a candidate for an open position that reports to you. You:
a. Focus your questions on the person’s motives and emotional and psychological state.
b. Balance your questions between behavioral, skill-related, and the candidate’s motives.
c. Ask the candidate questions mostly about his work history.


Flexibility


Choose the answer you agree with most.
 
	You have a proposal to write, your biweekly report is due tomorrow, and you need to reply to at least thirty-five e-mails. Your boss pops his head into your office and asks you to stand in for him and give a quick speech at a lunch meeting today. You:
a. Say, “Sure, no problem,” sighing inwardly because you know it’s going to be another day of burning the midnight oil.
b. Smile at him and jokingly say, “Hope my annual increase is really big this year.” When he leaves, you decide to stop and reprioritize your projects.
c. Scowl, then say, “Do you have any idea of the deadlines I have this week? Can’t you get Josh to do it?”
 

	Your client sends you an e-mail asking if you can send her all the documentation you have on the project you’re working on with her. She doesn’t tell you why she wants the information. You:
a. Respond that you’ll get everything to her by noon tomorrow even though you know you’ll have to drop everything to get it done.
b. Send her an e-mail asking if you can schedule a phone call or, better, a meeting to understand exactly what she needs.
c. E-mail her telling her that you’re really busy this week and that you’ll try to get to it by next week.
 

	You’re self-employed and business is slow. One of your few clients calls you asking you to do some work immediately with no lead time and at a low fee. You:
a. Say you’ll do it right away without trying to negotiate anything.
b. Tell him how thrilled you are that he thought of you for this project, and ask him if you can spend some time discussing the project scope, budget, and his expectations.
c. Tell him that you couldn’t possibly do work this immediately and at that kind of fee!
 

	It is halfway through your company’s fiscal year and the department you work in isn’t hitting its numbers. Your manager asks you and your coworkers to reassess the way you’re doing your jobs to measure productivity and profitability. You:
a. Respond, “Anything you need me to do boss!”
b. Tell your manager that you’d like to be a partner with him in helping him rationalize the department’s viability.
c. Skulk out of his office, vowing not to cooperate in this plot to ruin your department.
 

	Your coworker tends to rely on you a little too much to help him with his weekly reports. He happens to be your boss’s nephew. You:
a. Never say no to helping him.
b. Help him only when you can take the time from your work.
c. Tell him that you think he leans on you to finish his work because of his relationship with your manager and that you refuse to help him ever again!


Humor


Choose the answer you agree with most.
 
	True or false: There isn’t a situation at work that couldn’t use a little humor.
a. True by all means! Humor is absolutely a must in every situation!
b. Not necessarily, it depends on the situation and who is involved.
c. False, humor does not have a place at work.
 

	You tend to take your work and yourself a little too seriously at times.
a. No way! I joke and laugh as much as I can at work.
b. I really balance using humor and being serious well.
c. Yes, this is the feedback I’ve gotten from people.
 

	The last time you laughed out loud at work was:
a. Within the last day.
b. Within a few weeks.
c. I can’t remember.
 

	When you are dealing with someone at work with a difficult personality, you remember to use humor as a technique for getting along with him or her.
a. Are you kidding? I joke all the time no matter whom I’m interacting with.
b. Yes, I do realize that this can work and try to do it whenever possible.
c. No, because I think that most difficult people are too self-absorbed to have a sense of humor.
 

	When something goes wrong at work, you immediately try to see the humor in it instead of dwelling on the negative aspects.
a. Yes, it’s my favorite technique for dealing with a tough situation!
b. Sometimes this works, sometimes it doesn’t.
c. I find it hard to see the humor in a situation that goes wrong right away because I’m usually too stressed.


Intelligence


Choose the answer you agree with most.
 
	When you undertake a new responsibility in your job, you:
a. Stop and analyze what you already know and what you have to learn, and then start doing whatever it is you have to.
b. Try to find someone else who has done it before, and talk to him first before doing anything.
c. Put your head down and just start doing whatever it is you need to get done.
 

	When you make a mistake, you:
a. Sit and spend a lot of time thinking about why you made the mistake and what you’d do differently in the future.
b. Shrug and reassure yourself that everyone makes mistakes.
c. Get annoyed with yourself and focus on the mistake rather than on what you could have done differently.
 

	You are working on something that involves a large amount of detail. When you’ve finished, you:
a. Ask someone else in your department to read it carefully.
b. Sit down and read through it very slowly and carefully.
c. Give it to your boss after skimming it quickly because you’ve done it so many times before.
 

	You notice that some numbers don’t make sense in a report that you compile regularly using data other people provide. You:
a. Call or e-mail the people who give you information for the report, asking them to recheck their numbers and resend them.
b. Read through the report again to check if you made a mistake.
c. Make assumptions about why the numbers are off and send out the report the way it is.
 

	You’ve tried to do something technical several times without success. You:
a. Go to the person who explained it to you and ask for it to be explained in a different way.
b. Keep trying with the hope that you’ll figure it out eventually.
c. Throw your hands in the air and stop trying.


Optimism


Choose the answer you agree with most.
 
	It’s been a bad day—you had a flat tire, you were an hour late for an important meeting, and your child was sent home from school sick. You:
a. Think to yourself that this is all part of life and you’re grateful to be healthy.
b. Call your best friend and joke about “bad luck coming in threes.”
c. Get depressed and wonder what bad thing is going to happen next.
 

	You get laid off from your job. You:
a. Feel very excited about finding a new job or even changing careers despite media reports of high unemployment.
b. Sit and think about the opportunities and obstacles that exist in your situation.
c. Immediately call the bank to apply for a loan to refinance your mortgage.
 

	Life has been pretty tough for a while now. Your marriage isn’t great, you and your boss aren’t getting along, and you’ve incurred several large unexpected expenses. You:
a. Tell yourself that you have no right to feel sorry for yourself because you and your loved ones are all healthy.
b. Remind yourself that things will get better and that you are the only one who can improve them.
c. Feel that you’re the cause of all your troubles and that things are never going to improve.
 

	You gave a speech at your company’s sales meeting and afterward your boss pulled you aside and suggested that you hire a presentation-skills coach. You:
a. Nod and tell him that you intend to become the best professional speaker he has ever heard in his life.
b. Thank him for his suggestion and go right back to your office and begin researching presentation-skills coaches.
c. Feeling very embarrassed, tell him that you were never good at public speaking and that you never will be.
 

	You believe that someone who is lucky:
a. Is someone who creates it for himself.
b. Possesses a combination of right time, right place, and effort and skill.
c. Someone who is born with it.


Perseverance


Choose the answer you agree with most.
 
	One of your colleagues was just promoted into a position you think you should have been considered for. You:
a. Decide to launch an all-out campaign to let everyone know that you want to be seriously considered as a candidate for the next similar position that becomes available.
b. Discreetly begin to network with some of the key players in your organization to learn how to get noticed.
c. Retreat into your office or cube and feel sorry for yourself.
 

	You think that setting goals is important to do; however, when the goal is too difficult, you tend to get discouraged and give up.
a. Never! I very rarely stop persisting until I achieve my goals.
b. I usually try hard to accomplish a goal, but I need to have the right support and resources in order to do so.
c. I’m not very goal oriented.
 

	You believe that motivation is a combination of external and internal forces.
a. It’s great to have a healthy support system and environment, but deep down I know that motivation comes mostly from inside me.
b. It’s a constant balance to keep motivated consistently, especially when times are tough, but I do try.
c. Actually, I am not very motivated if I don’t get constant recognition and support from my boss and my family.
 

	People who know me describe me as passionate, focused, and hardworking.
a. Absolutely!
b. Yes, if I’m interested in something.
c. Probably not.
 

	True or false: If someone is motivated and persistent about reaching his goals, he was born this way.
a. False. Anyone can learn these things.
b. It depends. These qualities are somewhat related to personality, which people are born with.
c. True, and if they aren’t born with these traits, it’s very difficult to acquire them.


Respect


Choose the answer you agree with most.
 
	Professionalism and sensitivity seem to be disappearing in the workplace.
a. Yes, I’ve noticed this, and I pride myself on having impeccable manners and displaying courtesy to others at all times.
b. Probably, and I know I’m a little guilty of being rushed and abrupt with others at times.
c. I think it varies from person to person.
 

	You are often reluctant to express an opinion in meetings unless it’s positive.
a. Of course not. I don’t care if I am controversial as long as I’m heard.
b. It really depends on the issue or topic being discussed and who’s in the meeting.
c. Yes, this is true. I am more concerned about hurting other people’s feelings and being professional than about contributing my ideas.
 

	You have sworn at work, yelled at someone, or asked someoFne to do something without saying please or thank you more than twice in the last month.
a. Never!
b. Well, maybe, but it’s not usual behavior for me.
c. Yes, even more than twice.
 

	Once in a while you are guilty of taking the last cup of coffee or not filling the copier with paper—you’ve even “borrowed” someone’s soda or yogurt from the refrigerator.
a. Absolutely not.
b. Yes, on rare occasions I’ve done these things.
c. Oops, more often than I want to admit!


Self-awareness


Choose the answer you agree with most.
 
	During a recent performance review with your boss, you found yourself quite surprised by his feedback about your attitude or behavior.
a. No, I can honestly say that this hasn’t ever happened to me.
b. Maybe a little bit, but once I had time to think about what he said, I realized his feedback was on target.
c. Yes, this actually did happen to me, and it wasn’t the first time in my career either!
 

	You always stop and think about how the things you say and do will affect others before you move ahead.
a. Yes, nearly 100 percent of the time. It’s so important to me to be completely in tune with myself and how I impact others.
b. Yes, but only when I am going to make an important presentation or face another significant event.
c. No, I can’t say that I really ever stop to think about the implications of my actions and words.
 

	You believe that you can change your attitude and behavior very easily to suit any situation.
a. Oh, without a question! I am always able to shift my attitude and behavior because I am aware of myself in every situation.
b. It really depends on the situation.
c. No, I am who I am, and at this point in life, I really don’t think I can change.
 

	When someone you know tells you that you’re not listening or are behaving badly, you are sometimes taken aback by their comments.
a. Yes, I do take this kind of feedback seriously, especially because I already am aware that I am behaving this way, and the reinforcement is helpful.
b. It really depends on who is giving me the feedback. I think I know whether or not their feedback is accurate.
c. This is usually true. I am often surprised by other’s perception of me.
 

	Think back to a situation at work you were involved in that was contentious. Did you lose control of your emotions?
a. Actually, I haven’t ever lost control in stressful situations with other people. I’m too aware of what the negative impact would be.
b. Yes, I have on occasion but managed to gain control.
c. Unfortunately, I am always emotional when I get into a conflict or have to deal with a difficult person.





SCORE KEY
 
Beginning with Confidence, write the total times you answered a, b, or c for each of the Eleven Keys.
 
Confidence
a. ______
b. ______
c. ______
• If most of your answers were a, you may have an inflated level of confidence.
• If the majority of your answers were b, your confidence is healthy.
• If most of your answers were c, you could possess a low level of self-confidence.
 
Curiosity
a. ______
b. ______
c. ______
• If you answered mostly a, you could be labeled as very curious or possibly even nosy.
• If many of your answers were b, you are relatively curious.
• If most of your answers were c, you are not really very curious.
 
Decisiveness
a. ______
b. ______
c. ______
• If you chose a answers, you may have a tendency to make decisions very quickly.
• If b was your primary choice, you have a balanced approach to decision-making.
• If you primarily chose c answers, you may suffer from indecision.
 
Empathy
a. ______
b. ______
c. ______
• If you chose a answers, you have a tendency to let empathy for others overrule your actions.
• If b was your primary choice, you probably balance well between empathy and business.
• If you primarily chose c, you may not be very empathetic.
 
Flexibility
a. ______
b. ______
c. ______
• If you chose a answers, you have a tendency to be overly flexible.
• If b was your primary choice, you probably show a balanced approach to flexibility.
• If you primarily chose c answers, you may not be very flexible.
 
Humor
a. ______
b. ______
c. ______
• If you chose a answers, you have a tendency to overuse humor in situations where it may not be appropriate.
• If b was your primary choice, you probably balance humor with being serious appropriately.
• If you primarily chose c answers, you may not use or appreciate humor often enough.
 
Intelligence
a. ______
b. ______
c. ______
• If you chose a answers, you have a tendency to rely most on thinking things through in situations that would benefit from intuition and emotion as well.
• If b was your primary choice, you probably balance intelligence with the other Keys.
• If you primarily chose c answers, you may not take an intelligent approach as often as you can.
 
Optimism
a. ______
b. ______
c. ______
• If you chose a answers, you may be overly optimistic and not acknowledge reality.
• If b was your primary choice, you probably react and behave optimistically in a balanced way.
• If you primarily chose c answers, you may have a pessimistic viewpoint more often than not.
 
Perseverance
a. ______
b. ______
c. ______
• If you chose a answers, you usually achieve goals and take action easily.
• If b was your primary choice, you balance analysis and introspection with action and persistence.
• If you primarily chose c answers, you may lack goal orientation, persistence, or follow-through.
 
Respect
a. ______
b. ______
c. ______
• If you chose a answers, you are described by others as professional and courteous.
• If b was your primary choice, you probably exhibit a mix of sensitivity and professionalism with impatience or abruptness.
• If you primarily chose c answers, you may be less sensitive and courteous to others than you could be.
 
Self-awareness
a. ______
b. ______
c. ______
• If most of your answers are a, your self-awareness is very astute and you could even manipulate others with your emotions and drives at times.
• If the majority of your answers were b, your self-awareness is quite balanced.
• If most of your answers were c, your self-awareness may be very deficient.
 
Now it’s time to learn more about the Eleven Keys and how to use them to improve your communication and interactions with people at work.



Difficult People
Everyone has a bad day once in a while, but for those whom every day is a bad day, we have a polite name: “difficult.” Every kind of workplace has a few resident difficult people with toxic personality traits and bad business habits. Their behavior ranges from poor listening, indecisiveness, and rigidity to erratic, insensitive, or even borderline psychotic behavior. It’s tempting and very natural to want to avoid someone who offends or provokes you; however, wisdom and logic dictate that it’s a better strategy to find a way to get along with them and become more immune to their particular “style” of doing business. Regardless of what interpersonal deficiencies people suffer, a connection can always be made using one or more of the Eleven Keys.
There are five general kinds of difficult people. They are listed below along with the Key(s) that the person is likely to be missing.
1. THE POOR COMMUNICATOR
Challenging Trait or Behavior:
Doesn’t listen—You know this is a problem when you have to repeat yourself more than once or when the poor listener’s reaction doesn’t match your message appropriately.

 
Someone who doesn’t listen may lack:
	Respect for others and their thoughts and perspectives.
	Curiosity about people, information, and ideas.
	Empathy for someone else’s situation.
	Self-awareness about his inability to listen to other people.
	Confidence, yet appear to be overly confident.
	Or, Flexibility. If he’s not interesting in changing, he may not see the point of listening to other’s ideas.

Challenging Trait or Behavior:
Talks too much or constantly—The constant chatterer seems to talk endlessly about any topic and is usually repetitive as well.

 
A frequent or incessant talker may lack:
	Confidence, which can cause someone to overcommunicate or be repetitive and redundant.
	Self-awareness.

Challenging Trait or Behavior:
Interrupts others—This person barges into every conversation and cuts people off before they can finish their sentences.

 
Someone who interrupts coworkers in conversations, meetings, and on the phone may be:
	Overly Decisive and has already made up his mind about what to say or do next.

	Respect for other people’s opinions or knowledge.
	Curiosity about anything other than his own perspective.
	The interrupter is certainly without Self-awareness of his troublesome communication habit.

Challenging Trait or Behavior:

	Confidence about expressing ideas or opinions.
	Decisiveness—If someone doesn’t speak up, he may be unable to make up his mind to express what he thinks or believes.
	Curiosity.
	Empathy.

Challenging Trait or Behavior:

	The Flexibility to communicate with different types of people.
	Empathy—a necessary ingredient for creating communication aimed toward the needs of others, rather than himself.
	Confidence—something successful communicators always have.

	An ineffective communicator rarely prepares, lacking an important element of Perseverance.
	A communicator who isn’t clear is not in tune with himself, missing Self-awareness.

Challenging Trait or Behavior:

	Optimism, because they are usually so mired in a cycle of negativity that they don’t know how to be positive.
	Flexibility, because change represents disaster for them.
	Confidence. People who are confident are realistic. Complainers are definitely not realistic because everything is miserable.
	Respect because a complainer/whiner is oblivious to how irritating his constant complaining is to others.

	May use Humor as a tool, most do not, and can rarely lighten up and certainly can’t laugh at themselves.

Challenging Trait or Behavior:

	Self-awareness, a crucial Key for realizing the important impression that nonverbal communication makes on others. Without it, it is easy to misstep body language, gestures, and other types of nonverbal communication.
	Confidence.
	Empathy. A person who demonstrates inappropriate nonverbal communication may not realize that a successful communicator is always geared toward his audience rather than himself. Empathy is the Key that fuels this outward orientation.

Challenging Trait or Behavior:

	Respect. Someone who is consistently angry, upset, or frustrated shows a lack of Respect for others because of the uncomfortable environment he or she creates.
	Confidence. Someone who cries, angers easily, or is overtly emotional usually lacks Confidence. Humor is a Key that can be used to defuse emotionally charged situations; people who rely on anger or frustration usually are unable to genuinely laugh at themselves or with others.

2. THE DISRESPECTFUL PERSON
Challenging Trait or Behavior:

	Respect!
	Confidence, because the only way he can make himself feel worthy is to make others feel meaningless or bad. A confident person doesn’t need to put down others in order to feel good about himself.
	Humor. Bullies don’t tend to be lighthearted and funny, although they can laugh at their victims.
	Curiosity about what matters to other people.

Challenging Trait or Behavior:

	Empathy for others. A large part of proper etiquette is focusing on others.
	The Confidence to believe that he can perform smoothly in every interpersonal situation.

Challenging Trait or Behavior:

	Confidence, because someone who relies upon illegal or unethical behavior doesn’t believe in themselves.
	Respect for others, because people are usually hurt by unethical or illegal behavior.
	The Intelligence not to behave unethically, break laws, and go against norms.
	Empathy for the victims of unsavory behavior.

Challenging Trait or Behavior:

	Seriously lacks EmpathyandRespect for others.
	Appears to be arrogant, pompous, or self-absorbed—qualities that seem to require a high level of Confidence. Indeed, the person appears overly confident, which is nearly always a mask for low Confidence.
	Views herself as the most important person in the world and has very little Curiosity about other people.
	Hasn’t developed any sense of Humor.
	Seriously lacks Intelligence because she doesn’t realize that her coworkers are instrumental to her success.

3. THE RIGID PERSON
Challenging Trait or Behavior:

	Flexibility. Along with this lack comes the words “No,” “Can’t,” and “Won’t.”
	Decisiveness and Confidence—two Keys necessary for taking different approaches and undertaking risk.

Challenging Trait or Behavior:

	Clearly lacks Flexibility.
	Isn’t willing to think about changing, and as a result tends to possess much less Optimism than someone who is.
	Doesn’t have the Decisiveness to make choices to adapt or change.
	Doesn’t possess Intelligence, because if he did he’d realize that most employers expect their employees to change at the drop of a hat.
	Has a low level of Confidence. Healthy Confidence is a necessary ingredient for changing.

4. THE NO-COMMON-SENSE WHEEL REINVENTOR
Challenging Trait or Behavior:

	Doesn’t have “street smarts” and therefore clearly lacks Intelligence.
	Doesn’t have the Curiosity to learn how things work.
	Doesn’t possess many of the elements of Perseverance, such as being motivated, persisting, and developing skills and habits to make things happen.

Challenging Trait or Behavior:

	Doesn’t exhibit Decisiveness or Optimism in coming up with applicable solutions and concrete outcomes.
	Lacks Intelligence, which is fundamental to handling situations and resolving problems.
	Lacks Curiosity about how other people have handled similar situations successfully.

Challenging Trait or Behavior:

	She definitely has a serious lack of Confidence.
	Can demonstrate an overuse of Intelligence because of an overreliance on facts or data.
	May lack Optimism and therefore distrust her instinctive hunches because she doesn’t have faith that they’ll be correct.

5. THE DYSFUNCTIONAL DECISION-MAKER
Challenging Trait or Behavior:

	Doesn’t have the ability to gather enough information or the right information in the appropriate timeline; this is caused by poor Intelligence.
	Can absolutely lack Curiosity about how to make sound decisions.
	Naturally is missing Decisiveness!
	Doesn’t tend to have a positive outlook, thus is missing Optimism.

Challenging Trait or Behavior:

	Can’t make decisions at all or when under duress, so usually doesn’t have Confidence in himself and his decision-making abilities.
	Is lacking an outlook filled with Optimism.
	Doesn’t exhibit Flexibility about timing, working with other people, and gathering information.
	Doesn’t know how to make things happen, which is integral to Perseverance.

Challenging Trait or Behavior:

	Overuses Confidence because he usually is convinced that he is right and doesn’t need to consider other people’s opinions.
	Also overuses Decisiveness.
	Moves quickly and typically will overuse Perseverance.
	Can even have too much Optimism about his decision-making prowess.
	May not have enough Empathy or Respect. He may disregard other people’s feelings or situations in the interest of making a hasty decision.
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