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            Preface

         
 
         Brain surgery – easy; rocket science – a walk in the park; air traffic control – simple! I doubt very much if any brain surgeon, rocket scientist or air traffic controller would agree with me on this, but I believe that managing people and particularly difficult ones is the hardest job in the world. No one shows you what to do, there are very few training programmes, and most people believe it is just something you can or can’t do.
 
         Frederick the Great once said: ‘The more I get to know people, the more I love my dog.’ For most of us, managing dogs is not an option; we have to manage people be they our staff, our customers, our colleagues or our nearest and dearest. The reason it’s such a hard job is that every human being is different. Just because you successfully manage one in a particular way, does not mean to say you’ll be successful with others. Humans are the most complex and complicated pieces of equipment you’ll ever have to deal with. Many of them have similarities but every one of them is different and they all work in a slightly different way. They are totally driven by their emotions and are unlikely to respond to any logical argument.
 
         Every time I run a customer service, sales or management seminar we always have a section on managing difficult people. Of all the articles I’ve written and posted on the internet, managing difficult people and managing difficult staff are the most downloaded. 
         
 
         I spent 15 years as a manager dealing with staff and customers and I have the bruises to prove it. I understand the real challenge of managing difficult people and I’ve written this book to make life a little bit easier for others. There is no magic formula here, only some proven techniques for managing yourself and managing difficult people. If you gain a better understanding of yourself, build your confidence and use the techniques, then you’ll make your life a whole lot easier.
 
         I want to thank some of my buddies who helped me along the way. Dynamic Diane for her writer’s input, and the occasional beer; John for his unvarying encouragement, and the occasional beer, and Linda for being there.
 
         I wish you every success.
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            There’s No Such Thing as 
Difficult People
            

         
 
         IT’S WHAT YOU SAY
         
 
         
            ‘Good morning Bob, how are you today?’
 
            ‘What’s good about it, and why are you being so sarcastic? You know I’m up to my eyes in work and my back is really playing up.’
 
            ‘I’m not being sarcastic; we’re all busy and I don’t know what’s wrong with your back. I think you’re just being grumpy.’
 
            ‘Being grumpy! Do you know how much pain I’m in most of the time? It’s alright for you, you don’t have my problems!’
 
            ‘You think you’ve got problems Bob. Let me tell you a few things – you don’t know the half of it!’

         
 
         Does any of this sound familiar? Have you been involved in conversations like this? Who do you think is the difficult person here? I hear you saying: ‘It’s Bob – he’s a grumpy old so and so’. But are you sure it’s Bob who’s being difficult?
 
         Let’s assume that you know Bob. He’s 59 years old and hasn’t kept well for a long time. He lost his wife a few years ago, he lives alone and he rarely sees any of his dispersed family. 
         
 
         Do you think ‘How are you today?’ was the best thing to say? In  your mind, you were only being pleasant and ‘How are you today’  is what you normally say to people you come into contact with.  But perhaps you could have opened the conversation differently.  You could have said something like:
 
         
            ‘Good morning, Bob. I bet you’re glad that football team of yours  had a win last night.’

         
 
         It’s not what you say to other people that matters, it’s how they  interpret what you say. I know that‘s difficult to get your head  around, but it all depends on their map of the world. Say, for  example, you compliment a colleague. You might say:
 
         
            ‘Hey, you’re looking really smart today – that suit looks great!’

         
 
         They come right back at you with:
 
         
            ‘What you’re really saying is that I usually look a mess and it’s about  time I tidied myself up.’

         
 
         The problem you have here is that the person receiving the  compliment may have low self-esteem. They probably believe that  they look a mess most of the time and don’t deserve a compliment.  Perhaps they were brought up in a family where complimenting  other people wasn’t encouraged.
 
         Some couples fall out because one of them puts their own spin on  what the other person is saying:
 
         
            ‘Sorry Jill, I’m not able to visit your family this weekend.’
  
            ‘What you really mean, Jack, is that you don’t like my mother.’
 
            ‘No, that’s not what I mean. I have to work this weekend.’
 
            ‘I bet you arranged that so you didn’t have to see my mother!’

         
 
         This may or may not be true, but perhaps Jack does have to work and Jill has totally misread the situation. Break up and divorce may be on the horizon over a failure to communicate.
 
         The other challenge you face is that human beings are totally driven by their emotions. Take the example above: Jack is stating quite logically that he has to work at the weekend. Jill, responding emotionally, feels that there is a hidden agenda. Of course, Jack may not like his mother-in-law, but that’s not what this is about at this time.
 
         Joe and Mr Smith
 
         Let’s listen in on a phone conversation between Steve, a business owner, and Joe, a customer rep, at one of his suppliers:
 
         
            ‘Good morning, FDC Supplies. How can I help you?’
 
            ‘How can you help me? I’ll tell you how you can help me. You can get that order out to me that I placed with you last week. If it isn’t delivered tomorrow, you can forget it!’
 
            ‘What’s your name and account number please?’
 
            ‘My name is Steve Smith and I don’t know my account number. My shop is called Smiths at 24 the High Street.’
 
            ‘Hold on and I’ll try and find your account from your name and address, how do you spell your name?’ 
            
 
             ‘S-M-I-T-H! And could you get a move on, there are people in my shop waiting to be served.’
 
            ‘I’m going as fast as I can but there are a lot of Smiths in our database.’
 
            ‘Well that’s not my fault!’
 
            ‘I’ve found it. According to my records, we don’t have all the items in stock to complete your order.’
 
            ‘Why didn’t you tell me that when I placed the order – your service stinks!’
 
            ‘It’s not company policy to contact customers when we don’t have items in stock. We told you that when you opened the account.’
 
            ‘You did not tell me that. I want to speak to a manager.’
 
            ‘You can’t speak to the manager – he’s in a meeting.’

         
 
         I could go on with this, but I’m sure it’s something you can relate to from either side of the conversation. So, who is the difficult person here? I’m sure that Joe would blame the customer for being unreasonable, aggressive, unpleasant and demanding. The customer may be all of theses things, but in this situation, Joe made it ten times worse! There are at least ten mistakes that Joe made with this customer. These mistakes added fuel to the customer’s anger and made the whole thing much worse; it’s like pouring petrol on a bonfire. This customer has probably been building up to this phone call. Perhaps he’s under stress, business isn’t going too well or there may be problems at home. 
         
 
         It’s all in the mind
 
         I’m reminded of the story about Tom the farmer, whose milking equipment broke down just as he was about to milk his cows. He remembered that his friend Sandy, who owned the next farm, had a portable milking machine. So Tom jumped in his Land Rover and headed down to Sandy’s farm. As he was driving, he was thinking: ‘I hope Sandy will lend me his machine – after all I’ve been a good friend to him. Maybe he won’t want to lend it, which I think is a bit unfair, after all, I’ve lent him things in the past. I’m going to be really annoyed with him if he won’t lend me the machine, after all, what have I ever done to him?’ Tom got himself so worked up and when he drove into Sandy’s farmyard, Sandy called out:
 
         
            ‘Good to see you Tom, how are you today?’
 
            ‘I’m fine, and you can keep your rotten milking machine. I never wanted to borrow it in the first place!’

         
 
         Before people make contact with you, particularly an angry customer, a lot of other things could be going on in their mind. Those first few seconds with you will decide how long the anger continues. Anger doesn’t really last that long – after about 20 seconds the anger chemicals start to subside. I’m sure you’ve heard the saying: ‘Allow them to let off steam’, and that often works. You’ve probably been in the situation where you ask your manager to phone an angry customer and suddenly the customer becomes Mr Nicey-Nicey!
 
         In the Joe and Mr Smith case, the customer isn’t handled well and the anger continues and gets worse. If Joe had used some different techniques and better words, he could have made life much easier for himself, never mind the customer. He wouldn’t necessarily have turned this customer into ‘Mr Nicey-Nicey’ but he could have poured some cool water on the bonfire and defused the customer’s emotions.
         
 
         Of course, we can’t tell from the dialogue above what Joe’s tone of voice was like or his body language. And before you write to me, body language does matter over the telephone! I was listening to the radio while driving one day. The presenter was running a phone-in competition and a contestant called Wendy was on the phone. There was the usual preliminary chat: where are you from and what do you work at, sort of small talk. Wendy said that she worked in the customer service department of a large insurance company, dealing with clients on the phone. It was so apparent from her tone of voice that Wendy was a warm and friendly person – you could hear her smiling down the phone. At one point the presenter said, ‘Wendy, if I ever phoned your company to complain about something, I’d probably forget all about it within minutes of speaking to you.’
 
         Joanne and the Boss
 
         
            ‘Joanne, could you get the board report finished for me tonight.’
 
            ‘It’ll take me a couple of hours and I was hoping to get away on time tonight.’
 
            ‘I appreciate that Joanne, but I really need that report tonight.’
 
            ‘Could you ask Susan to do it, I know she wouldn’t mind.’
 
            ‘I’d prefer you to do it Joanne, because you always do it better that anyone.’ 
            
 
            ‘I promised my husband I’d be in on time tonight, because we want to go out later.’
 
            ‘I understand that Joanne, but in these difficult times we all have to put in a bit more effort. You know it won’t take long and I’d really appreciate it.’

         
 
         Here we have a manipulative boss who’s giving no thought to Joanne’s needs. Nevertheless, Joanne could have handled this situation much better by being a bit more assertive. Now I realise you may be thinking, ‘You have to do what your boss wants and if you stand up to them then you’ll only make life more difficult for yourself.’ It’s true to say that you won’t always win, but I’m going to show you what to say and what to do in order to make life easier for you in this kind of situation. It’s not a case of standing up to your boss it’s a case of communicating your needs and still getting the job done.
 
         We all get stressed
 
         I’m sure you can relate to all of these situations, from either side of the fence. They make life difficult, they contribute to stress and all the negative consequences of that. Dealing with other people is one of the main causes of negative stress. I continually hear comments such as:
 
         
            ‘Why does he want me to do that?’
 
            ‘How am I supposed to know what she’s thinking?’
 
            ‘Why do they behave like that?’

         
 
          
         We can get extremely stressed when people don’t see things the way we do. Let me make something really clear: other people don’t see things the way you do, or the way I do, and they might never do.
 
         Every human being in this world is different from each other; we’re all as different as our fingerprints. Some of us are very similar and that’s why we become friends with some people and even share our lives with them. However, as you well know, even your closest friends and the person you share your life with still see the world differently from you. Your customers, staff, boss and colleagues see, hear and experience situations in different ways from you. They’re not necessarily doing or saying something just to annoy you; it’s just the way they see it. In any situation that you face, there will always be:
 
         The way you see it – The way they see it – The way it is.
 
         
            ‘Great Spirit, help me never to judge another until I have walked a mile in his moccasins.’ – Sioux Indian saying
            

         
 
         THERE IS A SOLUTION
         
 
         You’ve purchased this book to find out how to manage difficult people, and that’s what you are going to find out. It won’t include beating them on the head with a baseball bat, putting poison in their tea or nailing them up in a crate and shipping them to Outer Mongolia. You will find out what to say and you’ll develop the confidence to communicate your thoughts and needs. 
         
 
         This book will show you:
 
         
            [image: ] How to deal with a difficult customer.
            
 
            [image: ] How to manage difficult staff.
            
 
            [image: ] What to say to a manipulative boss.
            
 
            [image: ] How to handle any other Difficult Person you come into contact with.
            

         
 
         However, we need to examine both sides of the interactions we have with other people. You need to consider what your role is in any interaction.
 
         Are you a difficult person?
 
         When I’m running a seminar on How To Manage Difficult People, I often say to the group:
 
         
            ‘Please put up your hand if you’re a difficult person who makes problems for other people.’

         
 
         Guess what – not one person raises their hand! Now you’re probably thinking that nobody is going to admit to this, particularly in public. But I believe that no one, in any way, regards themselves as a difficult person.
 
         I’ve asked this question many times and, out of the hundreds of people who’ve attended this seminar, no one has put their hand up. They will, however, go on to tell me about all the difficult customers they have to deal with, their manipulative boss, their problem staff and the neighbours who won’t keep their children under control.
         
 
         These figures don’t add up – we have hundreds of people who don’t believe they are difficult, telling me about hundreds of people who are.
 
         Why is it important
 
         Research tells us that we spend 70–85% of our waking time interacting with other people. These interactions take place at work when we’re:
 
         
            [image: ] Dealing with customers or clients.
            
 
            [image: ] Talking on the telephone.
            
 
            [image: ] Negotiating.
            
 
            [image: ] Managing people.
            
 
            [image: ] Dealing with colleagues.
            
 
            [image: ] Attending meetings.
            
 
            [image: ] Interviewing.
            
 
            [image: ] Conducting appraisals.
            
 
            [image: ] Training.
            

         
 
         In our personal life we interact with husbands, wives, partners, children, friends, family and neighbours. You’d need to live on a desert island or be a hermit in a cave to avoid communicating with other people. The Robinson Crusoes and the hermits of this world are few and far between. Most of us need, and want, to have interactions and relationships with other people. Do you remember how excited Robinson Crusoe was when he discovered a footprint in the sand and eventually met up with Man Friday? Human beings are social creatures and other people are by far the most important factors in our lives.
         
 
         We allow, and you will note I say ‘allow’, these relationships with other people to decide how happy or unhappy we will be. Sad to say, many of these relationships are not good, be they in our personal or working lives. The problem is we just don’t communicate well with each other.
 
         I was recently talking with a guy at the gym who works for one of the major international banks. He was complaining about how he hated going to work in the morning, and that he only lived for the weekends and holidays. It turned out that he actually likes the job he does, and he feels well paid for it. However, his relationships with his colleagues were either poor or non-existent; he appeared to know lots of difficult people.
 
         When I asked him what he was doing to resolve this situation, he said, ‘nothing’. He didn’t believe that he could do anything about it.
 
         Many of us can empathise with this situation – and we know it’s not an isolated case. The question is why does it happen? Why do we have problems with other people? I believe that too many people do not communicate well and find difficulty in expressing what they think and feel. Recent research suggests that 80% of people who fail at work do so because they cannot relate well to other people.
 
         Most people do not communicate well because they haven’t had the chance to learn good communication skills. What we are taught at school does not prepare us for the world in terms of communicating and relating with other uneducated people. Schools concentrate on our IQ and our ability to read, write, calculate and assimilate facts, figures and information. I don’t remember being taught how to:
         
 
         
            [image: ] Persuade an employer to give me a job.
            
 
            [image: ] Really listen to people.
            
 
            [image: ] Be assertive.
            
 
            [image: ] Build rapport.
            
 
            [image: ] Understand other people’s behaviour.
            
 
            [image: ] Motivate myself.
            
 
            [image: ] Be more confident.
            
 
            [image: ] Be more self-aware.
            
 
            [image: ] Deal with people problems.
            

         
 
         It’s fair to say that many schools nowadays do address these issues, but they’re fighting an uphill battle. Many children spend less time interacting with each other than was the case when I went to school. Children are delivered and uplifted from school by their parents. When they return home, they spend more time in their bedroom watching TV and using their computer. They have more Facebook friends than they have face-to-face friends. I spent time with my friends on the way to school and on the way home. When I did get home, I couldn’t get out quick enough to play with my buddies. Of course, life was different then, but we’re looking at our ability to get on with other people, and particularly the difficult ones.
         
 
         As adults, we tend to fall back on any natural communication skills we may have, and pick things up as we go along. However, many people do not have natural interpersonal skills and learn very little as they go through life. We all experience this in terms of bad managers and sales people, poor customer service and, sometimes, difficult relationships with colleagues and friends.
 
         If we were to study any of the successful people in this world (and that means whatever success means to you) you will often find excellent communicators. These people are able to listen and understand, ask the right questions and react to all the non-verbal signals that each of us sends out. They are experts at selling themselves.
 
         The most important thing to realise is that everyday of our lives we are selling ourselves – nothing really happens until we’re successful in doing that.
         
 
         Your level of communication will determine how successful you will be with others: emotionally, personally and socially. It will also have a huge impact on your financial success. However, most importantly, your level of success in terms of your happiness, emotional wellbeing or anything else you desire is a direct result of how you communicate with yourself.
 
         The most important relationship you’ll ever have is the one you have with yourself.
         
 
          
         IDENTIFYING DIFFICULT PEOPLE
         
 
         Who do you regard as a ‘difficult person’? It could be someone who bullies, manipulates, annoys you and causes you unhappiness and stress. They say or do things you don’t like or find offensive and unacceptable. And, of course, this creates problems in the workplace.
 
         According to research, 18.9 million working days every year are lost as a direct result of workplace bullying, costing the UK economy 6 billion pounds. This has a massive impact on productivity, creativity, morale and general employee wellbeing. At least one in four people will be bullied at some point during their working lives.
 
         There is a whole range of behaviours that we could classify as difficult. How many of them drive you crazy?
 
         Wow! What a list, and you might want to add more. Take a look down the list and tick the behaviours that you would regard as difficult. Now, you may say ‘all of them’ but when I do this exercise with participants in a seminar, they
 
         
            
                         
                           
                                  
                        	Aggressive             
                        	Biased         
                     
         
                                  
                        	Angry             
                        	Bigots         
                     
         
                                  
                        	Antagonistic             
                        	Blamers         
                     
         
                                  
                        	Anxious             
                        	Bombastic         
                     
         
                                  
                        	Apologetic             
                        	Boring         
                     
         
                                  
                        	Argumentative             
                        	Bossy         
                     
         
                                  
                        	Bullies             
                        	Manipulators         
                     
         
                                  
                        	Change resistant             
                        	Messy         
                     
         
                                  
                        	Charmers             
                        	Miserable         
                     
         
                                  
                        	Cold             
                        	Miserable         
                     
         
                                  
                        	Cold             
                        	Moody         
                     
         
                                  
                        	Competitive             
                        	Negative         
                     
         
                                  
                        	Complainers             
                        	Nit-pickers         
                     
         
                                  
                        	Confrontational             
                        	Patronising         
                     
         
                                  
                        	Confused             
                        	Phobic         
                     
         
                                  
                        	De-motivated             
                        	Selfish         
                     
         
                                  
                        	Disobedient             
                        	Shy         
                     
         
                                  
                        	Embarrassed             
                        	Smarmy         
                     
         
                                  
                        	Forgetful             
                        	Stressed         
                     
         
                                  
                        	Hostile             
                        	Timid         
                     
         
                                  
                        	Impatient             
                        	Unassertive         
                     
         
                                  
                        	Impetuous             
                        	Unenthusiastic         
                     
         
                                  
                        	Indecisive             
                        	Uninterested         
                     
         
                                  
                        	Insecure             
                        	Unrealistic         
                     
         
                                  
                        	Insincere             
                        	Unsatisfied         
                     
         
                                  
                        	Intimidating             
                        	Weak         
                     
         
                                  
                        	Intolerant             
                        	Workaholics         
                     
         
                                  
                        	Late             
                        	Vindictive         
                     
         
                                  
                        	Liars             
                        	Violent         
                     
         
                                  
                        	Loners             
                        	Yes people         
                     
     
                   
               

            

         
 
          
          
          
         The supervisor from hell
 
          
          
          
          
          
         The customer from hell
 
          
          
          
         The relationship from hell
 
          
          
          
         DO WE ALL HAVE THE SAME DIFFICULT PEOPLE?
         
 
          
          
          
          
           
         There aren’t that many about, honest!
 
          
          
         WHY ARE PEOPLE DIFFICULT?
         
 
          
         
             
             
             
             
             
            
         
 
          
         Lack of acknowledgement
 
          
          
          
          
         Don’t beat yourself up
 
          
         
            
         
 
          
          
         
            
         
  
         CHANGING YOU OR CHANGING THEM?
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