
Dealing With 
Difficult 
People
UNDERSTAND & IDENTIFY
BUILD TOOLS & STRATEGIES



What Is Our Goal?
oSurvive
oShow them we are right
oBring out the best in others when 
they are at their worst.
oWe will need to be at our best

oUse effective speaking and listening skill 
to deal with difficult people.  



Difficult People Agenda
oUnderstand Types of Difficult People

oWho & Why
oUnderstand the Why don’t focus on the Who

oTools & Strategies
o5 Steps to Good Listening
oBody Language



Difficult People Agenda
oDifficult People in the Office

oSome people have Bad Gas

oDifficult Customers
oExcellent Customer Service even when they don’t 

deserve it

oRegulating Difficult People
oWhen we can’t just walk away

oLooking Forward 



Toxic People in the Office

oThrive on talking about problems
oNot interested in solutions

oDrama Kings & Queens

oExciting and Addictive & Poisonous

oYou play a role whether intentional or not



Toxic People in the Office
oAcknowledge your role

oSet Limits
oHow much time am I willing to throw away

oDrive the conversation
oPoint out the positive
oCompliment the person and transition
oFind humor
oSlap them with reality – confront if they persist



Dealing with Difficult 
People
oWe have choices

1. Stay / Do Nothing
2. Walk Away
3. Change Our Attitude
4. Change Our Behavior

oChange Your Attitude First then Behavior
oFirst step in changing your attitude is 
understanding the difficult person



Identifying Difficult 
People
oIdentifying the Person’s Intent

oBe attentive to communication patterns
oWords, Tone, Body Language

oEvery Behavior has a Purpose or Intent

oDuring times of stress people tend to move out of 
their comfort zones and become more assertive or 
more passive



Identifying Difficult People 

Normal Zone AggressivePassive

Task Focus

People Focus

Intent:
Get It Done

Intent:
Get Appreciated

Intent:
Get It Right

Intent:
Get Along



Strategies for Dealing 
with Difficult People
oConflict in a relationship occurs when 
emphasis is on differences rather than 
similarities.  
oReducing differences or reducing emphasis 
on differences is key
oFind Common Ground
oBlend & Redirect



Understanding 
Difficult People
oBlending Depends on Good Listening

oWhen people speak they want 2 things
oEvidence they have been heard
oEvidence they have been understood



5 Steps to Good 
Listening
1. Blend

Nod your head, make eye contact
Help them see you understand

2. Backtrack
Repeat Using their words

3. Clarifying
Open ended questions

4. Summarize
Make sure everyone is on the same page

5. Confirm
Are you satisfied?



Body Language 
Matters
1. Open and at Ease

Never fold arms
2. Relax Your Face

Tense facial expression send mixed messages
3. Turn Toward the Person
4. Make Eye Contact

Hands away from face



Winning with 
Difficult 
Customers
EXCELLENT CUSTOMER SERVICE 
EVEN WHEN THEY DON’T DESERVE IT



Winning With Difficult 
Customers
oCustomer Service Mode

oSet aside feelings that its not your fault

oTelegraph Your Intent
oMy goal is to resolve this issue



Winning With Difficult 
Customers
oKeep Your Cool

oMaintain your professionalism
oYou control your actions
oLose control of your emotions and lose 
control of the situation

oLet the Customer Vent
oMay be all they need
oActive listening, good body language



Winning With Difficult 
Customers
oEmpathy

oFocus on the Solutions

oHaving Difficulty Identifying the Issue
oWhat can I do to resolve the issue?

oGive the Customer a Plan



Winning With Difficult 
Customers
oSummary

oTake a deep breath
oListen
oEmpathy
oBe positive
oBe helpful

oDo Not Take It Personally



Regulating 
Difficult 
People
WHEN WALKING AWAY IS NOT AN 
OPTION



Regulating Difficult People 

Normal Zone AggressivePassive

Task Focus

People Focus

Intent:
Get It Done

Intent:
Get Appreciated

Intent:
Get It Right

Intent:
Get Along



Regulating Difficult 
People
Identifying the Person’s Intent
◦ Tanks & Grenades

Establishing Common Ground
◦ No one cooperates with anyone who seems to 
be against him  



Regulating Difficult 
People
Blend
◦ Alter our facial expressions
◦ Degree of animation
◦ Posture
◦ Match speech cadence and volume 
◦ **** DANGER*****

Reduce the differences
◦ Failure to blend has serious consequences



Regulating Difficult 
People
Redirect
◦ Ask the difficult person for help in correcting the 
situation.

◦ Focus on Solutions, NOT on the problems
◦ Attempt to change trajectory or direction only 
after we have established common ground

◦ Redirecting too soon looks like we don’t 
understand or don’t care



Regulating Difficult 
People
How do we create common ground with 
someone who is…
◦ A terrible installer
◦ A lazy restaurant owner
◦ A fraudulent pool operator
◦ A shady consultant

Use Greek Mythology



Pygmalion 
Affect

Greek Myth of 
Pygmalion 

Golem Effect



Regulating Difficult 
People
Pygmalion phrases
◦ I know you take tremendous pride in your work.
◦ I know you want your work to be done right.
◦ I know you would never take shortcuts.
◦ You are the type of contractor who will not leave 
until the job is done right.

Danger
◦ Anything you say may be used against you 







Can I tell you a story?

(an “oldie” but a “goodie”)

Presenter
Presentation Notes
 6 years ago  - we were in the embassy suites in Orlando I and I told you a story



Race to the South Pole 

1911

Presenter
Presentation Notes
Do you remain the story I told 6 years ago?



Robert Scott- England Roald Amundsen- Norway

Presenter
Presentation Notes
About the race to be the first person to reach the south pole.



Amundsen and Norway Team
First to the South Pole

Presenter
Presentation Notes
Amundsen and the Norway team got their first. And celebrated.. The pole. And they all made it back safely to Oslo Norway.



Scott and England Team
34 Days Late 

Presenter
Presentation Notes
Scott and the England team arrived at the pole to find the Norwegian flag.



…. all from the England team 
perish on the return trip

Presenter
Presentation Notes
So why did Amundsen and his team succeed? I come back to this later in this year’s story . 



Amundsen  

Sled Dogs
Skis

Fur Clothing

Presenter
Presentation Notes
Amundsen studied, prepared, and planned., Lived he learned from others and developed habits to that would lead to his success.



Amundsen

“ …. nonetheless we 
have done our 20 
miles”

Presenter
Presentation Notes
“If one is tired and slack, it may easily happen that one puts off for tomorrow what ought to be done today; especially when it is bitter and cold…… and that plays a not unimportant role in a long journey”. Daily habits are important!



Scott Choses Unproven Methods

Presenter
Presentation Notes
Motorized sledges that had not been tested 



Ponies

Presenter
Presentation Notes
The English loved their horses. Scott used ponies – horrible in deep snow. The ponies died.



Scott -
Inconsistent 

Daily 
Distances 

Presenter
Presentation Notes
And scott resorted to manhauling the sleds.



Presenter
Presentation Notes
Here is Amundsen and crew – made it – by sticking to a plan and advancing 20 miles a day.



What’s Your 20 Mile 
March?

• Local Revolutions
• Opportunity Conversions 

through Demos
• Exceptional Presentations



Can I tell you a new story?

Presenter
Presentation Notes
SO it’s a Sunday morning about 6 weeks ago. I’m thinking at a story to tell at the ASM – thinking maybe its time to another story about my life – some people seemed to appreciate the story I once told about my 360 degree review. But I was concerned about telling a life story – I just didn’t think that many people would be interested in the finer parts of rodeo clowning. SO I sat down on the couch and opened the paper and discovered.



December 2, 
2018

A race to the 
South Pole is 
underway! 

Presenter
Presentation Notes
A race to the south pole was on – it was underway – how could I have missed this. We were 23 days into the race and I hadn’t heard about this. Nothing on ESPN nothing on Fox sports., But the NYT was covering this. Just like they did 100 years earlier with the Amundsen /Scott race.



Goal:  Cross the 
Antarctica Alone 

– shore to shore without 
any aid or support

Louis Rudd
Age 49 
British Army Captain

Presenter
Presentation Notes
You’ll recall that Roald Amundsen and Robert Falcon Scott had set up to make a similar trek with large teams – of men and beasts – sled dogs and horses.. In Scotts case he also had the motorized sledges. Others had done subsequently made the trip with using Kite to pull them along the snow. But Rudd would do it solo, unsupported, a step at a time - towing a 300 lb sled full of gear.Rudd – shown here preparing his course –  932 miles, solo,  across a frozen desert.  A journey that planned for  60 days or skiing 10 -12 hours per day.Rudd was an inspired man. Inspired to make this journey due to a loss. You see 3 years ago Louis Rudd was driving toward his home in Hereford, England when he heard the shocking news. A colleague called to tell him that his close friend, Has died  in an attempt to cross the South Pole solo.



… after 71 days, 126 miles short of his goal

Presenter
Presentation Notes
Rudd was shocked as he took the call  - Henry Worsley was the man who taught Rudd everything he new about the “dark arts” of Polar exploration.  Rudd pulled over to the side the road, and, as the cars rattled by and thought about his friend. He remembered an expedition that they made together in 2011 – 2012 in which they had reenacted a the race to South Pole, a century earlier between Norwegian explorer Roald Amundsen and a British party lead by Robert Scott. Rudd and Worsely had successfully followed the Amundsen Route.  That 800 mile journey 7 years ago was Rudd’s baptism into polar exploration. 



Rudd learned from Worsley

• Survival in – 60 F

• Navigation in 
whiteouts

• Identifying scars in 
the ice marking 
crevasses

• “Get wet, you die”

Presenter
Presentation Notes
Worsley patiently taught him Rudd to survive in temperatures that fell to minus sixty degrees Fahrenheit, and amid winds that blew at gale force. He showed Rudd how to navigate through blinding whiteouts and how to identify scars in the ice sheet that marked crevasses: one misstep, Worsley warned, and Rudd would plunge into a bottomless chasm. Rudd thought about the time when he made a slight mistake that nearly cost him his life. Pausing for a drink, he poured some water into a cup; suddenly, a gust of wind sprayed the liquid, soaking his gloved hand. In an instant, his fingertips froze. Worsley helped him to quickly dry them and restore circulation, and he shared with Rudd some advice that he’d learned from another polar explorer: “Get wet, you die.”Rudd also recalled that, each night in their tent, Worsley excitedly read aloud passages from Amundsen’s diary, often as a blizzard of ice particles pelted the flimsy roof over their heads. Worsley instilled in Rudd his almost mystical passion for Antarctica, a place as beautiful as it is treacherous. With Worsley guiding their party, they beat their rivals to the South Pole. By then, Rudd revered his friend as if he were Shackleton himself.



Carrying the 
flag

Presenter
Presentation Notes
In 2017 Rudd decided to attempt Worsley’s solo journey across the South Pole.  Rudd would carry a flag with Worsley’s family crest on the journey to honor his friend. As Rudd planned his journey, he would strip all other provisions down to such bare essentials that he didn’t carry a change of underwear. But he carried Worsley’s flag “



Training in Iceland

Presenter
Presentation Notes
Like Amundsen him, Louis Rudd trained. He took into account everything that he had learned from Worsely to plan his daily habits in the Artic,



Presenter
Presentation Notes
Rudd with  pull a Pulk – a 300 - 400 lb Norwegian Sled loaded with gear  -Loaded with tent,  gear and all the high calorie food needed for journeyHe would carry every thing he needed for a 60 day journey through the white. No restocking along the way. No restocking along the way, no support from others – just 900 miles across the freezing snow solo. 



A Surprise Announcement - Colin O’Brady

Presenter
Presentation Notes
Just a few days.  before departing for the trip, Louis Rudd learned that Colin O’Brady, a 33 year old endurance athelete from Portland Oregon would be making the same journey across the pole a the same time.  To Rudd it was never a race. It was about the journey to honor Worsley.



11/3/18 
The Journey 

Begins

Presenter
Presentation Notes
On November 3rd  just a little over 2 months ago – both Rudd and O’Brady took  on the same ski plane to the starting point on the Ronne Ice Shelf. “Good luck” Rudd told O’Brady  “I think we are both going to make it”. Keep in mind – while many had tried (including Rudds friend Henry Worsley, no one had made this journey successfully.  As the American O’Brady strapped on this sled, the plane drove over the ice to a point a mile away  to Rudd’s parallel starting point giving Brady a 10 minute head start. 



Presenter
Presentation Notes
Obrady and Rudd take a similar days approach to the days work.  Obrady breaks the day up into 90 minute segments. Rudd skis in 8 or 9 70 minute segments. After each segment the men strop for 5 minute breaks – taking a sip of water or eatinc a snack. Rudd the 49 year-old passed time by listening to 80s music and 3 biographies of Winston Churchhill. Obrady, the 33 yo American listens to podcasts and Paul Simon albums.The biggest challenge of the first week was the shear weight of the pulk  - 300 -400 lbs. 



11 More Steps

Presenter
Presentation Notes
Most days Rudd skis for more than 10 hours. Whenever he feel like stopping, he marches an 11 extra steps before he sets up camp. You see, it was calculated, that if the English explorer Robert Falcon Scott had taken 11 more steps each day on the their expedition in the early 1990s, they would have survived. TAKE THE STEPSThat little bit extra – would have saved Scott and his team over 100 years earlier, That tiny bit of learning and effort can sometimes make a huge difference.



Scott and England Team
11 More Steps

Presenter
Presentation Notes
You’ll recall - Scott and the England team arrived at the south pole in 1911 – but didn’t make it home. 11 more steps a day and they would have safefly returned.



Presenter
Presentation Notes
After completing his last 11 steps.On a good day it takes 20 minutes to set up camp. But in 40 mile an hour wind, it can take a harrowing 90 minutes to set up camp.



Day 30 - Battling Sastrugi

Presenter
Presentation Notes
Both men chased the difficult challenge of Anartic sastrugi – sever wave-like speed bumps that can catch there sled from behind and yank then down. An incredible challenge. Solo, unaided.



Day 41 

At the Pole

“Go Lou Go!

Presenter
Presentation Notes
On December 13th – Rudd cranks out 18 miles and takes his last 11 steps arriving at the south Pole. There he receives a heros welcome from the scientists who man the Amundsen-Scott South Pole gathered at the candy-striped ceremonial pole. Someone has placed a sticker on the pole reading “Go Lou Go!”There where around 15 to 20 people were waiting to cheer Rudd on. He could talk to them, but not go inside, or even accept so much as a cup of tea without his trip losing its “unsupported” status.By satteline phone Rudd reported that he “I stayed for about an hour and as I skied off it was quite daunting to suddenly be on my own again,” he said. “I didn’t stay too long deliberately, as I was keen to get away from temptation.”



Day 54

24.5 miles – a personal best

+ 11 more steps



Worsley’s Flag 
Completes 
the Journey 
with Ruddd

December 28, 2018 
Day 56



Day 56 – 11 More Steps to Success

Presenter
Presentation Notes
Rudd made it to find the 33 O’Brady had arrived on the Ross Ice shelf 2 days before him. Rudd was thrilled that both made it. And the two explorers celebrated their unique solo pole crossing expereince.



Presenter
Presentation Notes
If your interested in learning more about Louis Rudd – check out this broadcast from CBS news last week. In this interview he talks about his 11 more steps – that little bit exrtra based on what he learned from a previous Pole expidtin. 



11 More Steps

Presenter
Presentation Notes
11 more steps can make a huge difference. I got thinking about what are the 11 more steps that our sales team takes. What have we learned and turned into habits that allow us to find opportunities to and grow sales. SO I decided to ask our recent sales MVPs from the least 2 years. What are the little extra things you do – perhaps small that make a big difference,
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