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An Easy Way to Deal with a Difficult Person
So you’ve got a difficult person to deal with. Here’s a simple strategy to use that will help. 

Step 1: Identify what you want your difficult person to do
This can be a very hard question to answer because when you are faced with a difficult person you generally tend to think about what you want them to stop doing. Think about your interactions with the individual and work out how you like them to behave. If you are struggling with this step, think about someone else who is easy to deal with and identify what that person would do in the same situation. That should give you the information you need.
Step 2: Make it specific. 
Something like ‘Show me respect’ is no good, because it’s too open to interpretation.  You need to state it in terms of what you want them to do, not what you don’t want them to do. So, not ‘Stop shouting at me’ instead, ‘Speak to me at a normal volume.’
Step 3: Work out what to say
Once you have done this, you can speak to them using this structure: If you would like me to XXXX please YYYYY. ‘If you would like me to finish this report by Friday, please just say ‘Nancy, would you finish this report by Friday?’ 

Very often people have no idea how badly they are behaving. Just asking them to behave more appropriately (as above) can really make them stop and think.

Here’s another example (for an annoying ‘wet blanket’ type person): ‘When I bring an idea to you I’d like you to consider the idea and the benefits before giving me any concerns you may have.’ Or (in response to vague criticisms and insults) ’It would help me a great deal if you could give me a list of the specific changes you would like me to make in the document, then I will have them done by Friday.’
Step 4: Practise
This may sound silly, but it’s really worth practising this till you feel confident you are going to get it right, and it flows quite naturally.
Step 5: Do it
It may be you want to try it out in an easy, low risk situation. Or you might want to try it out on a friend first to see how he or she thinks it comes across. Once you feel confident, do it for real.  This even works on bullies. One of my clients (we’ll call her Andrea) had terrible trouble with her manager who bullied her mercilessly. Just using this strategy (the actual words above) made a huge difference to his behaviour.  Instead of getting her report back covered in red ink, he simply asked Andrea to make three small alterations. You will be amazed what a difference this simple tool can make.
Why This Works
You may not realise it, but very often, what you are doing is making the situation worse. I know this is not your intention, but very often, it’s true. When you change what you do, you change the whole situation.
Andrea told me how shocked she was at how easily she managed to improve her situation. Then she said: “It’s my fault, isn’t it? If I could change it this easily and this quickly it must have been something I was doing.” 
Now I don’t think it was her fault. But what I do know is that we all – and that includes you – have the power to do something about your situation. 
Usually it’s nothing like as difficult as you think it’s going to be, so have a go.

http://www.vinehouse.co.uk/DffPersonTool.htm
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