
Working with Difficult People 
 

 

I. Think of someone you have interacted with who made it difficult to do so. This could be at a 

job, in a class, in a group, at a religious event, etc. 

a. What made it difficult to be around them? 

b. How did you handle the situation? 

 

II. Watch this video clip from NBC’s The Office. 

a. https://www.youtube.com/watch?v=ulkAfiT3KxU 

b. Was that an effective way to deal with a difficult coworker? Why? 

 

III. According to Susan Heathfield, a Human Resources columnist it’s important to remember a 

few things: 

a. These types of people will always be there. 

b. There is no label for difficult people. They come in all forms and personality types. 

c. If you are unable to deal with difficulties, you might be a difficult person. 

 

IV. So how can we deal with difficult people (and situations)? Based on a large database of 

information, these are the top 5 ideas: 

1. Keep your cool and stay calm 

i. First priority is controlling you. Expect good behavior of yourself. If you are at 

risk of losing control, take a break or count to ten. 

2. Listen to them 

i. Show them you care about their opinion. Confirm that you understand. That 

doesn’t mean you have to agree. Sometimes people just need to vent. 

3. Be proactive, not reactive – Pick your battles 
i. No matter what that person does, you choose your reaction. You can control the 

conversation and engage it how you want. Make you own decisions, don’t let 

your emotions decide. 

ii. Think positively and in terms of solutions 

iii. Decide if engaging with that person is worth it. Sometimes it’s easier to not 

engage and just let it pass (an angry caller or customer) 

iv. Watch this clip from Boy Meets World - 

https://www.youtube.com/watch?v=vIRuytyuzoY 

4. Separate the people from the problem 

i. Don’t attack the person, deal with the problem directly. Don’t think, “You’re 

stupid,” but rather, “That was stupid.” 

ii. Smart people can do dumb things. Separate them. 

5. Communicate accurately and appropriately 
i. I/You language cautions 

ii. Don’t exaggerate or embellish 

iii. Use irony and humor appropriately 

iv. Be firm when you need to be 


