Mc
Graw
Hill

(£ B%-HHRE B HES/E
HRR AL E R ITIEIHE
ZWAELS, BURRHEAE

AN PN

@D ® & 4 o

/  CITIC PUBLISHING HOUSE




=

111
h Difficult

People

it

W

Deal

cult people Deali Difficult p ling with Difficul

with Diffi

Dealing with

Dealing

ople

Eaa
@ with Difficult _xuc.::H i

Dealing with Difficuit people Deal
Dea
people Dealing with Diff

Dealing with Difficult people D«
fficult peopleDealing with Difficult |

t people Dealing with Difficult peop )

ult people

Difficult peo
cult people Dealing with Difficult people [
it people De:

g with Di

sleDealing with D
Dealing with Diffi

ling with Diffi
pleDealing w

ailing with Difficult



BBERKD (CIP) M

BUp AR/ | X AKEESE: FHER gl KT, 20046
154 5 3 Dealing with Difficult People
ISBN 7-5086-0223-4

B 0D f- 2% 0. ABRERE-EGIEY V. C912.1-49
F1E R AR B CIPRIE B F (2004 ) 0540238

Dealing with Difficult People by Dr. Rick Brinkman & Dr. Rick Kirschner

Copyright © 2003 by McGraw-Hill, Inc.

Simplified Chinese translation edition jointly published by McGraw-Hill Education (Asia)
Co. and CITIC PublishingHouse.

ALL RIGHTS RESERVED.

AT R R A ML E RS- A HE (M) HARA A A
WL R E S BEERT, ARUEE 7 E WD RABHEMTES . AH5
R H McGraw-HillA BIVRE . THEH S SHE .

% A RR24 7 52

ZHICHANG RENIJI 24 JIELU

¥ O (RIEBEE-AHKEE BFE-BEA

F K EFE B W B

MEMM: KW F B WUMW: VH

HOM & PEHBR SRR RS A SR TR SR AR S 100600 )
2 WK PEEKSEITERLE

& ED &: ARBBORABRLA

F & 787mmx 1092mm 1/32  EB #: 35 £ ¥ 38FF
R &: 200457 HB1R Bl R: 20044E7 A 81K ERR
HHEE: 01-2004-3246

# #: ISBN 7-5086-0223-4/F - 737

E O 16.805C

KRB - M5
AMARE S, oART, BR, KR, ©ATA 4B, BEAE, 01085322521
http://www.publish.citic.com 010-85322522

E-mail:sales @citicpub.com
author@citicpub.com




E A s A CLRE AR AN i B RS
AL NH SR F /AR REN-—-T—&,
Rt T EAGE AL F B 22 RS A B/R HAB TR S B — T
AR,

FUR B A TR R,

AR ey b5 Al A AL




e -

WE BTSRRI RIE S5,
R T T HPH DT, E R
HETTAGE

MAGRERSHARER, B4,
HISHL A T REFTH

REERITFANEE, HHER
MOEHIIE, A SEITE AL

»




GHEEASLE, BRREGE, LEXE,
RHEBHORIEABAMBAIILE;
SRR RAR T LIBT ST,
TR R,

FHEEN B O R R B




e

A5 HE R 1) AFT 22 F LR
Ze ey

R Rl g 7 R— k8B W
L™ L

B A AT B SR T RE A
EACHBABAR,

(UK b B SR I B E BT IE R
PR BRI A X R LR BB -2 R R
I Bl e B R AR AR




H X

Ui A Br24 0% Tt

Dealing with difficult people € 001

Ri508HKE

(#
71'56 ENQ Recognize the 10 most unwanted behaviors © 004

UNC RISt S EFPSE 3

>
%U%Z Choose your approach © 008

EFRIRE XS TR

e /-
H1£3 Understand the four intents © 012

TRAFEM

> /.
ﬂ¢4 Understand the first intent: get it done © 016

HEWME HEN. TRES

e
3‘&@5 Understand the second intent: get it right © 020

EBRECHAEN. CBEXN

- /.
%@6 Understand the third intent: get along € 024

BEMEHARN. SATEAL




VI

x 7
;EZ{$7 Understand the fourth intent: get appreciated ¢: 028

HMBPIMEN. BEINAMK

ey
fl{f%g Recognize the results of threatened intents ¢ 032

INMREMNREMESBNER

K?ig Reduce differences<: 036

THBR L

fg‘(ﬁil O Listen to understand <> 040
TR R B BB 4 b X AR 5 A

f]&:‘?il I Rreacha deeper understanding € 044
MR FTTETT A

/@Z‘/’il 2 Speak to be understood & 048
WEMEA TERIARE

Kﬁil 3 Project and expect the best €& 052

SAEFPERE

e /.
}&{il 4 Bring out the best in the Tank © 056

MIBFRRIBA S RIS

> 4
)‘B’Cfil 5 Bring out the best in the Sniper© 060

MWBEHFERHOAR EREBR S

H@I 6 Bring out the best in the Know-1t-All ¢ 064
MNEBBERSBAS ERBIS

i s
KR 7 Bring out the best in the Think-They-Know-It-All © 068

MEFEBRAAS ERIBRS

e
;Béfil 8 Bring out the best in the Grenade ¢ 072

MFREHBHASR RIS

e
ﬁé I 9 Bring out the best in the Yes Person ¢ 076

M EEROAS ERIER S



HC??Z O Bring out the best in the Maybe Person?.: 080 ;\‘%4.
MIEBAARBIH AR E RS

Sy
}&fﬁz I Bring out the best in the Nothing Person % 084

MZHBHAOEMAS EREHS

;9(‘41?22 Bring out the best in the No Person ¢ 088

MNBEBNAS LR S

ﬂ's(: T£23 Bring out the best in the Whiner . 092

MR A & RIS

}gz. ?%24 Take the first three action steps . 096
KB ERETTE

vil




A BipigiEER

Dealing
with difficult people




RN, IR LR S B
MR BT A—— B A RN S0 VE 2N

At MAEE TEHEE: VRS MDA A X
AWIEEE | BARMIESCR X R A, (HIR]
DL B b H A F e 38 B U AR T

fEX A, B TR T4 R, X
RRB AR ) KR ANBR K £

B, ISR 10 A S HOWrIT A LR,
HHH R AR A PREGE LS AN T
Ho BERMNSFIERAREE, MimEF TRA]
PRI, REZ LB 450 BT B, RAIR
HRERFEMHIN . A IR0 T A mIBUR Y 5 R RTA
HAE—#,

TR, BA1SE BRI @ 151 r 0 #
RIS AESHERBHAITE, AE¥LE
BREEMEXEN BT, R{I1&EFIR—ky
B, IR IR A TR TR RAThS
R @I, BIRBGEKIERTS, DUELHBATE
HHUER R IR,

ZJa, BATERHX 10 R R Z M IT AL RZ




NHAFIB K, ERIRMETAIES ), Dl BRI
5, AR ZIIHE | R T oy
S R B . DR SR A TR TS, e
P20, AT HIEHRAM I FABRLE
AT IR B AR A T R A r L A 1Al 4y i@
R AW ESE e ALY, L % fnf &
BRI AL TRUBRAL. TRl RS EEA(S . AL T FLHA
B 7O RMMET, B CE RN, R TER
PRI TS . HEO) TLIE O ERR, B
LR LU 10 TR R R R e B3
Bl - RSk
BATE MR B H R R SRR X ME B,
RATESEE 8 . SRR TAT
T IXEEEAR, Fofl 1A IAGS, Tl Ik Behsg I
WA IR AT P 2 1 R Rl
E R EARERAWA, RONLELE:
RA MR T 10PIRR RUMEBTT o, Horh s Bt R
REREIFTH.,
BERB BRI R E—X F A BN,

EHAT LA MEMRIZNHIE A A LA
BX. RALBEY - HMTEHES
| NRBEBAMAS EHRHREBA,




Avoid or ignore

difficult people
———

Recognize
the 10 most unwanted behaviors




O FESHSTBTEID L
A AE10RRA 2RO
AT AAR

R ANZHGHE0MIT ARBRM 27 BDAN
XA H AREEE, KBk TS A AR #
BRI H TS S (B TR A LA 14
froaxesm, AEEMESKRLR. RiE T

IEH AL RS F U 28 B I I+ 8 2 RE
TOFAFE 0T AR, XA BRI T AR
AB R EIS SUE M o

BRE S rs, ERnED, RERHE
HIRBOL -~ HEBEENDENFEARBOREE ., 5
BONAAREENIEY, SeIURBEMFER,
R T A 100, b I SRR K,

BEFR XFASED MR EEIRE L
RAOKR, MEHAXEE, MREEHRIRNERA, &
BT SEIGEL . BHIES . RESHARIR,




FHREBH XMAKEE L, RAGSHA
PREAE, BRSIARLHY, Haghifiz e,

FEER X AL AEE (IRBEE R
T XA ASEIEARGE . DR R SRR A

“EARTRADHERILA”,

BEFEER LEIMANENARE, BEM
ITACHM AKX AN, HIRARREM IIKIENE
I, Al TRl BESSIRF IR, 44 VR SR ey H i iR B,

HHEER RABRBEUMIFEED, %8
CHM AR BT, XA R A S8 — AHER L
HHRKENEENE S, REMN ) CEBURER A,
B ELA SRR S i B A

KRAREY YEIFEEREN, XMASE
REriER o E, B UEE AR i THRENN,
£, XHMRERGEhbED fAHK,

EEAROP  RAFTREMX PR B E AT E 50
EEAARAE, FAMI AN RS S ME—FRiS R
BEIER LY, RERBUEETR 5.

BER XMASRE: T SBLEER
B." “HARRMEE, RARTRUBEHLET.,”
BERHHAN DRHBIAS AWM A Bk,

MAED XMAKTECHGK S, RigH




gl fbf sann S A R SN, DEDEEED
IXFE R A S (L b e I, BR IFIREOI 2
HUMEN sR S EXFE

PN IES SN IL R NS VST SF AP <XV 5P~ %
Jiihs

> INRB A EMA L EX10MITASHHAE
: o) R
BRI AR 5 - AR HI ATREIRE AR

—> RIEINR EiRITHHR,

BDOAM BRI AL RESBEARAOR N, 8-
TRAEARA . RERAEFE SRR [EP8EIH,
AR A5 ERIORM T AR ) 5 -FidR(LL

~—~Y AMBCHHRNAE.
RIS AR HOE B, M G AR T
IXEAT AR LA BRI M S5 AR

EXMHER, AT “HaBmA
| AT AR RANEMNT N R A"
| EEAEE, B UABIR,

""Q

Recognize
the 10 most
unwanted
behaviors



