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8 § dealing with difficult people

about this book

This is not a book to be read from cover to cover. It is not War
and Peace, although with a bit of luck it will give you some ideas
on how to have more peace than war.

It is a book to dip into, look for the character or situation
you're having problems with, find a solution, apply it and move
on. Life is too short to spend it having a row with people.

This is a book to scribble on the pages, rip bits out and do all
the things with that your old school would give you detention
for! This is a source book but not a reference book. A book to
dive into but not to get immersed in.

This is a book you can use to improve your own perfor-
mance or use as a source of ideas to work in groups to improve
the performance of your team.

If all else fails it is a book just heavy enough to throw at
someone who is being really difficult, without the risk of doing
them any serious damage!

To the uninitiated, difficult people can the bane® of your life,
a blot on your landscape and a real pain to worke with. This
book is designed to help you to enjoy difficult people. Once you
have the key, you can unlock them, influence them, get them
working for you and theyll never notice.
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what else will you find---?

Q|
l—Q—J Think about it!

The light bulb will prompt you to think about an idea, spare
a thought for a new approach or to take on board something
different

Hazard waming

The hazard wamings point out fraps and problems for the
unwary . They say, “Beware, get this right, or you“re in frouble!”

These are good ideas, short cuts and ways to cut through, the| .
dross®and the jungle.

The coffee cup says, it“s time to read something
thoroughly, so make yourself comfortable . Or it says enough is
enough, take a break!
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dealing with difficult people

The first rule:
There is no such thing as a difficult person, there are just
people we need to learn how to deal with. . .

The second rule:
Re-read the first rule. . .
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a short course in
human relations

This book is all about dealing with difficult people. Get it? Not
difficult situations or difficult issues. Its the people we are focusing
on. Certainly difficult people will give you a bad time, horrible
situations and awkward® issues to overcome. However, at the
centre of it all are the people. By understanding people, how
they tick, what they think and why they act like they do, we can
avoid the bad times and horrible situations, and over- come the

awkward issues.

The six most important words: ‘1 admit, | made a mistake .’
The five most important words:  * You did a good job .

The four most important words:  * What & your opinion?

The three most important words:  * Would you mind?

The two most important words;  “ Thank you.’

The one most important word;  “ We .’

The least important word: ‘1




