
Dealing with  
Difficult People 
(AND HOW TO BRING OUT THE BEST IN OTHERS) 



Hi.  
We’re  
Darin  
and  
Kate.  



So… 



So… 
people  
are  
annoying. 



We’re going 
to try to help. 



THE “YES” PERSON 



They say yes without thinking things 
through.  

They commit to the most recent of asks, 
and sometimes forget about past 
commitments, getting overwhelmed and 
eventually resentful. 



How many of you 
know someone like this? 





How many of you can  
sometimes BE this person? 





YOUR GOAL:
Get commitments you can count on 

   Make a space where they feel  
safe to tell you how they really feel  

about something  



Make it safe to 
be honest. 



Help them learn 
to plan. 



Strengthen the 
relationship so they 
feel comfortable 
acknowledging 
concerns. 



Remember that 
they mean well.



THE “MAYBE”  
PERSON 



They procrastinate in the moment of 
decisions, hoping that a better choice will 
present itself.  



YOUR GOAL:

Provide options that make for 
easier decision making 

   
It’s all about how you frame it 



Establish a 
comfort zone. 



Surface conflicts 
and clarify 
options. 



Reassure them that 
there are no perfect 
decisions. 



THE NOTHING  
PERSON 



Does not contribute to the conversation—
nothing, neither verbal or non verbal. 



YOUR GOAL:
Persuade them to talk 

  



Ask open-ended 
questions.



Allow time for 
them to process.



Lighten things up. 
When nothing else 
is working, a little 
humor can go a 
long way. 



Put yourself in their 
shoes, guess what 
they might be 
thinking. Propose 
something and see 
how they react. 



THE “NO” PERSON



This person kills momentum and creates 
friction.  

Looks for what could go wrong and defeats 
big ideas with a single syllable. Deadly to 
morale. 



YOUR GOAL:
Turn negativity productive 

   Why are they so quick to say no? They probably 
have ideas on how to improve things.  



Allow them to be 
negative (trying to 
convince them 
otherwise will make 
them double down). 



Use the person as a 
resource.



Leave the door open. 

"Why don’t you think about 
this for a while, and report 
back any ideas you have."



Bring up negatives 
before they do. Play 
on the hopelessness 
of the situation. 



Acknowledge the 
person’s good intent.



THE WHINER 



The standard is perfection, and no one and 
nothing measures up to it.  

Misery loves company, so they always 
brings up their problems.



YOUR GOAL:

Help them solve the problem 
   



Listen to main 
points. 



Shift the focus to 
solutions. 



“Yes, and…” 



Give them 
something to 
look forward to. 



THE KNOW-IT-ALL



Seldom in doubt, these people have low 
tolerance for correction and contradiction. 

The Know-It-All speaks with authority and 
is quick to blame things on you. 



YOUR GOAL:
Open their minds to new ideas  

   



Be prepared and 
know your stuff. 



Repeat back to them 
what they think so 
they feel heard. 



Show how your idea 
factors in what they 
said. 



Use “we” pronouns 
to get on the same 
team. 



Be willing to learn 
from them—they will 
see you as less of a 
threat. 



THE  
THINK-THEY-KNOW-IT-ALL



They know how to learn just enough about 
a subject to sound like they know what 
they are talking about.  

They are addicted to exaggeration as an 
attention-getting technique. 



YOUR GOAL:
Reveal the shortfalls of poorly 

thought out ideas



Give the person 
attention 
(acknowledge their 
positive intent). 



Ask for specifics. 



Tell it like it is. 



Resist the temptation 
to embarrass them. 
Become an ally by 
giving them a way out.  



Actively look for  
what this person is 
doing right, and give 
them credit. 



THE TANK 



These people are confrontational, pushy  
and aggressive. 



YOUR GOAL:
Command respect  

(without becoming the tank yourself)  



Be assertive,  
hold your ground  
and try not to  
get emotional. 



Get their attention 
(use their name) and 
state their main 
point back to them.  



Respond with your 
POV—say “The way  
I see it” or “From my 
point of view” so 
they can’t argue. 



THE SNIPER 



Snipers use rude comments, biting 
sarcasm, or a well-timed roll of the eyes.  

They take shots at you to make you look 
bad or to try to undermine you. 



YOUR GOAL:
Bring them out of hiding 

   Because their comments are subtle, once you 
have exposed what’s going on, their behavior 

becomes useless  



Zero in on them. 



Ask questions that 
make them state 
their real intent.   
 
(“When you say that, what are you  
really meaning?”)



THE GRENADE 



Usually out of the blue, this person 
explodes into ranting and raving about 
things that have nothing to do with the 
present circumstances. 



YOUR GOAL:
Take control of the situation 

   This person might not realize they’re hitting a 
breaking point. Try to take back control to take 

some of the stress off.  



Get the person’s 
attention.



Show your genuine 
concern for their 
problem—listen 
closely. Let them 
complain. 



Give them time to 
cool down. 



Find the root cause. 
Identify triggers and 
then work to avoid 
them.





Yes Person 
Maybe Person 
Nothing Person  
No Person  
Whiner 
Know-It-All 
Think-They-Know-It-All  
Tank  
Sniper  
Grenade 



Let’s apply these ideas. 



Email



Doughnuts.







Really? Did you leave  
your dorm room?



Dropping the Ball.





First  
Draft 

We’re concerned by your statement and assure you 
that Rec Sports strives to provide the most inclusive 
and safe environments for our students and 
members.  

When looking at the overall academic calendar,  
we needed to fit the season into the academic 
calendar, allowing all students to participate without 
interfering with the examination schedules. 

PLEASE NOTE: These emails are not representative of actual emails sent by 
the University of Michigan and only reflect scenarios as examples.   



First  
Draft 

We’re concerned by your statement and assure 
you that Rec Sports strives to provide the most 
inclusive and safe environments for our students 
and members.  

When looking at the overall academic calendar,  
we needed to fit the season into the academic 
calendar, allowing all students to participate without 
interfering with the examination schedules. 

PLEASE NOTE: These emails are not representative of actual emails sent by 
the University of Michigan and only reflect scenarios as examples.   



Second 
Draft 

Thank you for bringing our attention to this.  

We completely apologize for what is clearly an error in 
our scheduling, and please know that we did not intend 
to exclude any students from participating. 

Rec Sports’ goal is to offer programs and spaces for all 
students, and we will rectify this in the future.  

To make that happen, would you be willing to sit down 
with us? We value your comment and would value to 
hear your thoughts on how to better our programs.  

PLEASE NOTE: These emails are not representative of actual emails sent by 
the University of Michigan and only reflect scenarios as examples.   



Confirm that you heard them loud 
and clear. Gratefully.



Apologize. Don’t defend.

Confirm that you heard them loud 
and clear. Gratefully.



Commit to making it right.

Apologize. Don’t defend.

Confirm that you heard them loud 
and clear. Gratefully.



Offer them a chance to give feedback 
OR to be a part of the solution.

Commit to making it right.

Apologize. Don’t defend.

Confirm that you heard them loud 
and clear. Gratefully.







SHOW YOU’RE  
ON THEIR SIDE 



AGREE IN 
PRINCIPLE 



BEWARE THE 
CLIFFS OF 
PASSIVE 
AGGRESSION



BEWARE THE 
CLIFFS OF 
PASSIVE 
AGGRESSION

“Sorry you’re upset.”



BEWARE THE 
CLIFFS OF 
PASSIVE 
AGGRESSION

“Per my last email.”

“Sorry you’re upset.”



BEWARE THE 
CLIFFS OF 
PASSIVE 
AGGRESSION

“We apologize for 
the inconvenience.” 

“Per my last email.”

“Sorry you’re upset.”



DON’T  
DEBATE 
Clarify



STOP 
THE 
MERRY 
GO 
ROUND  

Most emails  
only need  
5 sentences.  
Then gallop  
away!



SKIP  
THE  
EMAIL 
ALTOGETHER 



SKIP  
THE  
EMAIL 
ALTOGETHER 

The hotter the 
conversation,  
the better off  
you are talking  
on the phone. 





If anything, remember… 



Try to understand where  
they are coming from. 



Try to understand where  
they are coming from. 

You can only control you. 



Try to understand where  
they are coming from. 

You can only control you. 

You can’t take things back. 



Thank you! 

Darin Martin 
dcmart@kkpsi.org

Kate Rohrich  
katerohrich@kkpsi.org


