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About the book

In a world where interactions and relationships are an inevitable part of life,

"Coping With Difficult People" by Robert M. Bramson offers invaluable

insights and practical strategies for navigating the complex dynamics that

arise from challenging personalities. Whether at work, home, or in social

settings, we all encounter individuals who test our patience, provoke our

emotions, and disrupt our peace of mind. Bramson masterfully unpacks the

psychology behind difficult behavior, equipping readers with the tools to

manage these interactions constructively rather than reactively. With

relatable anecdotes and actionable advice, this book invites you to reclaim

your power and foster healthier relationships, making it a must-read for

anyone seeking harmony in the face of adversity.
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About the author

Robert M. Bramson was a renowned psychologist and author known for his

expertise in communication and conflict resolution. With a career spanning

several decades, Bramson dedicated himself to understanding interpersonal

dynamics and the complexities of human behavior, particularly in

challenging environments. His work emphasized practical strategies for

managing difficult interactions in both personal and professional contexts,

which culminated in his influential book "Coping With Difficult People." As

a sought-after speaker and consultant, Bramson not only provided insights

through his writing but also engaged audiences in workshops and seminars,

helping individuals navigate the often tumultuous waters of human

relationships with confidence and skill.
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chapter 1 Summary: INTRODUCTION

This introductory chapter of “Coping With Difficult People” by Robert M.

 Bramson sets the stage for a practical guide aimed at helping individuals

effectively deal with challenging personalities in various environments,

particularly workplace settings. It acknowledges that while some readers

might be fortunate enough to avoid encounters with such people, many will

find themselves continually challenged by them. The book's purpose is to

equip readers with the tools to identify, comprehend, and manage

interactions with these difficult individuals.

1. Identifying Difficult People: The author introduces two archetypal

 difficult individuals, Frank, who struggles with an indecisive boss named

George, and Nate, who complains about a hostile colleague named Seth.

These examples illustrate how difficult people can hinder productivity and

morale, affecting everyone around them. Bramson emphasizes that while

everyone may exhibit difficult behavior at times, difficult people

consistently display these traits, creating an ongoing negative impact on

those they interact with.

2. Research Foundation: The techniques detailed in the book stem from

 extensive research conducted over decades by the author and his associates.

They gathered insights from individuals across diverse organizations,

learning that certain behavioral patterns recur among difficult people. These
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patterns include hostile-aggressives, complainants, silent and unresponsive

individuals, super-agreeables, negativists, know-it-all experts, and

indecisives. Identifying these behaviors lays the groundwork for developing

effective coping strategies.

3. Coping Defined: Coping is presented as a proactive approach to

 dealing with difficult individuals. It contrasts with acceptance, which can

lead to feelings of martyrdom, and attempts to change the person’s core

personality, which is often impractical and costly. Instead, coping seeks to

rebalance power dynamics in the interaction, allowing both parties to engage

more constructively. Bramson discusses how the right coping strategies can

disrupt the habitual patterns of difficult behavior, leading to a more

productive interaction.

4. Ethical Considerations: While the coping methods can be seen as

 manipulative, the author asserts that they are ethical when intended to

benefit both parties involved. The goal of these strategies is not to exploit

others but to restore a functional dynamic, enabling effective collaboration

and minimizing the impact of difficult behavior.

5. Outline of the Book: The following chapters will delve deeply into

 specific types of difficult behaviors, providing recognition techniques,

insights into underlying motivations, and practical coping strategies for each

type. A comprehensive overview of the coping process will be covered,
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equipping the reader with steps to analyze and address their relationships

with difficult individuals. Additional chapters will focus on maintaining

composure during confrontations and strategies for self-management in the

presence of difficult colleagues.

In summary, this chapter illustrates the necessity of understanding and

addressing the challenge posed by difficult people in various settings. The

methods presented aim to enhance personal and organizational effectiveness

while minimizing frustration, thus promoting a more harmonious work

environment. Through a blend of research insights and practical

applications, Bramson's guide seeks to empower readers to navigate their

interactions with challenging personalities successfully.
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chapter 2 Summary: A HOSTILE-AGGRESSIVE
TRIO:SHERMAN TANKS, SNIPERS, AND
EXPLODERS

In the exploration of Hostile-Aggressive personalities, specific archetypes

 are categorized and strategies to cope with them are delineated. The chapter

discusses three types of Hostile-Aggressive individuals: the Sherman Tank,

the Sniper, and the Exploder, each exhibiting distinct behaviors and

requiring tailored coping mechanisms.

1. The Sherman Tank epitomizes unyielding aggression, marked by

confrontational behavior that seeks to overwhelm opponents through

intimidation. They often disregard the perspectives of others, using overt

criticism and hostility to assert dominance. Victims of Sherman Tanks

frequently report feelings of confusion, fear, or helplessness under their

pressure. Understanding the motivations behind Sherman Tank behavior is

crucial; their aggression stems from a deep need to assert their correctness

and superiority. To cope with a Sherman Tank, it’s essential to stand one's

ground, refrain from engaging in a combative confrontation, and employ

strategies such as giving them time to vent, ensuring eye contact, and

asserting personal viewpoints without directly attacking theirs. The focus

should remain on maintaining self-respect while diffusing their aggressive

energy.
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2. The Sniper, unlike the overtly confrontational Tank, employs covert

attacks, often laced with sarcasm or underhanded remarks that undermine

their targets subtly. This behavior is designed to evade direct confrontation

yet still inflicts harm. Snipers thrive on creating discomfort and hesitation in

others, generating a climate of distrust. Coping methods include surfacing

their veiled attacks by asking clarifying questions about their intent and

seeking collective input to counteract their negative assertions. This

encourages a more constructive dialogue while diminishing the Sniper's

tactics.

3. The Exploder exemplifies a dramatic emotional outburst, reacting to

perceived threats with uncontrolled rage akin to an adult tantrum. This

behavior often leaves others shocked and bewildered, creating a toxic

atmosphere. Coping involves allowing them time to express their anger,

firmly but calmly redirecting the conversation when necessary, and

demonstrating seriousness about the issues at hand. It’s vital to interrupt

unproductive outbursts while encouraging the Exploder to regain

composure, helping to steer the interaction back to a constructive level.

In summary, these Hostile-Aggressive types can disrupt workplace

dynamics, generating emotional turmoil. To effectively manage encounters

with Sherman Tanks, Snipers, and Exploders, individuals should equip

themselves with coping strategies that affirm their self-worth while

addressing hostile behavior. These include practicing assertiveness,
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managing emotions, and fostering open dialogue, thus paving the way for

healthier and more productive interactions in the workplace. By recognizing

behavioral patterns and employing specific techniques tailored to each type,

individuals can take charge of challenging encounters, diminishing the

likelihood of being overwhelmed or side-lined by Hostile-Aggressive

dynamics.
Type Description Coping Strategies

Sherman
Tank

Unyielding aggression,
confrontational, seeks to
intimidate and assert
dominance.

Stand one's ground, avoid combative
confrontation, give time to vent, maintain
eye contact, assert personal viewpoints
respectfully.

Sniper

Covert attacks, uses
sarcasm and underhanded
remarks, creates discomfort
and distrust.

Surface their attacks with clarifying
questions, encourage collective input,
foster constructive dialogue.

Exploder

Dramatic emotional
outbursts, reacts with
uncontrolled rage, creates a
toxic atmosphere.

Allow time for anger, redirect calmly,
encourage regaining composure, steer
back to constructive discussion.

Summary
Hostile-Aggressive types
disrupt dynamics, create
emotional turmoil.

Equip with strategies that affirm self-worth,
practice assertiveness, manage emotions,
foster open dialogue for healthier
interactions.
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Critical Thinking

Key Point: Understanding and Coping with Sherman Tanks

Critical Interpretation: Imagine stepping into a meeting where the

tension is palpable, and suddenly, you find yourself face-to-face with a

Sherman Tank—a colleague who bulldozes through discussions,

trampling on ideas with aggressive criticism. Understanding this type

of hostile personality can transform your approach to conflict. Instead

of retreating in fear or losing your voice under their relentless barrage,

envision yourself standing firm, using strategies to maintain your

composure. You could take a moment to breathe, allowing the Tank to

voice their frustrations while you keep eye contact, asserting your own

viewpoints calmly and clearly. This knowledge empowers you; it

gives you the tools not just to survive the encounter, but to navigate it

with confidence. Realizing that their hostility often stems from

insecurity invites you to respond with assertiveness rather than

aggression. In this way, the encounter becomes not just a battle to

withstand but an opportunity for growth, teaching you to respect

yourself while deftly handling the storm of others' tempers.
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chapter 3: “AND ANOTHER THING
…”—THECOMPLEAT COMPLAINER

In the realm of workplace dynamics, dealing with Difficult People,

particularly Complainers, poses a significant challenge. Complainers are

characterized by their incessant grievances that often portray an underlying

message that someone else—typically you—should bear the responsibility

for addressing these issues. They can be demanding and exhausting, often

luring you into a cycle of defensiveness. 

To help navigate interactions with Complainers, it’s essential to recognize

and understand their behavior and motivations, which can be summarized as

follows:

1. <strong>The Nature of Complaining</strong>: Complainers exhibit a

continuous pattern of finding fault without seeking to resolve underlying

issues. Their communication style tends to be lengthy and circular, often

laden with accusations and little room for constructive dialogue.

Recognizing this distinction is crucial; unlike individuals with legitimate

complaints, Complainers revel in venting without aiming for solutions or
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chapter 4 Summary: CLAMMING UP: THE SILENT
ANDUNRESPONSIVE PERSON

In the fourth chapter of "Coping With Difficult People" by Robert M.

 Bramson, the author delves into the complexities of dealing with individuals

who react with silence and unresponsiveness, termed as "Clams." The

chapter presents insightful anecdotes and observations regarding interactions

with these difficult personalities, providing strategies on how to cope

effectively. 

1. The Silent Response: The chapter opens with a narrative describing

Helen, who, after delivering an engaging presentation to potential clients, is

met with silence. This silence not only frustrates but undermines her

confidence. Similarly, Tom experiences a suffocating quiet when addressing

his neighbor about parking issues. These illustrations depict the essence of

dealing with Clams—people who respond minimally or not at all in crucial

conversations.

2. Understanding Clams: Clams exhibit unresponsiveness for various

reasons. Some resort to silence to avoid potential conflict, while others wield

their silence as a form of control or aggression. There are also those who

struggle to articulate their thoughts, preferring to remain quiet to evade the

difficulty of expression. Interestingly, distinguishing Clams from simply

quiet individuals can be challenging, as both may initially present similar
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behaviors.

3. Nonverbal Communication: Understanding nonverbal cues becomes

crucial when dealing with Clams. Nonverbal signs can be broadly

categorized into symbolic gestures, which are generally more interpretable,

and physiological reactions, which can hold varied meanings. A Clam's

silence could indicate discomfort, confusion, or deep thought, making it

difficult to ascertain their feelings or needs without further engagement.

4. Engaging Clams: To effectively manage interactions with Clams, it is

essential to encourage them to speak. The use of open-ended questions can

prompt conversation, as opposed to closed questions, which can stifle

dialogue. Coupled with an expectant demeanor—what the author calls the

‘friendly, silent stare’—can create an environment conducive to sharing.

5. Techniques to Elicit Responses: The chapter outlines several techniques to

coax Clams into speaking. This includes maintaining calm and patient

silence, avoiding filling the conversational void with one’s own dialogue,

and addressing the silence directly by commenting on what is happening. If

they continue to remain tight-lipped, one can help break the tension by

encouraging them to express what's making it difficult to speak or asking

more targeted questions about their feelings.

6. Handling the Silent Agreement: Even if a Clam responds with “I don’t
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know,” various coping strategies can help move the conversation forward.

Implementing a time limit for discussions aids in ensuring the interaction

remains focused and productive, as it adds a sense of urgency.

7. Closing the Dialogue: If the Clam continues to be unresponsive despite

various efforts, it is advisable to avoid a polite ending that allows them to

walk away without resolving the issues at hand. Instead, one should

assertively conclude the conversation while expressing the need to revisit the

topic. Follow-through on promised future interactions is essential to

demonstrate commitment.

8. Follow-Up and Resolution: Ensuring continuity by scheduling follow-up

discussions reinforces accountability and creates further opportunities for

candid dialogue. As illustrated through the interactions between Pete and

Joe, establishing clarity regarding expectations and commitments is vital in

preventing misunderstandings and fostering more productive relationships.

By utilizing these techniques to navigate conversations with Clams,

individuals can improve communication, minimize frustration, and address

unresolved issues more effectively. Through patience, open-ended inquiry,

and strategic engagement, one can facilitate dialogue even in the most

challenging interactions.
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Critical Thinking

Key Point: Encouragement of open communication with silent

individuals.

Critical Interpretation: Imagine facing a conversation where silence

hangs heavily in the air, creating an atmosphere thick with

unexpressed tension. Instead of retreating into frustration, you can

take the initiative to draw out those elusive words with open-ended

questions. Picture yourself leaning in slightly, wearing a genuine,

friendly expression that invites vulnerability. By using this technique,

you not only empower the other person to share their thoughts, but

you also cultivate an environment of trust and respect. This

transformative approach can invigorate your relationships, not just

with difficult individuals, but in all aspects of your life. With every

gentle prompt, you’re not only seeking resolution from the other

person, but you’re also learning to embrace patience and empathy—a

reminder that communication is a two-way street that goes beyond

mere words.
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chapter 6 Summary: WET BLANKET POWER:
THENEGATIVIST AT WORK

Chapter 6 of "Coping With Difficult People" by Robert M. Bramson delves

 into the challenges posed by Negativists in the workplace, illustrated

through the experience of a new employee, Gary Hanning. Assigned to

improve outdated accounting practices under the guidance of Richard

Sheldon, Gary finds himself thwarted at every turn by Sheldon's pervasive

negativity, which he terms "wet blanket power." Despite Gary's

well-intentioned proposals, Sheldon dismisses them with a litany of reasons

why any change is impossible, leaving Gary feeling defeated and unsure

about the potential for improvement.

Negativists, as described by Bramson, are individuals who tend to

discourage others with their constant refrains of “it won’t work” or “there’s

just no way." They possess an unwavering conviction in the futility of

efforts to bring about change and often undermine collective

problem-solving efforts within a group. This behavior can have a

significantly detrimental effect on team morale, as demonstrated in a social

service staff meeting where negative remarks led to a pervasive sense of

helplessness instead of actionable plans.

Understanding Negativists requires acknowledging their belief in forces

beyond their control. They often feel victimized by their circumstances,
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leading to deep-rooted feelings of pessimism and powerlessness. This

negativity stems from a fear that they cannot influence the world around

them, amplifying their tendencies to emphasize obstacles rather than

opportunities. Unlike those who engage in productive critical thinking,

Negativists view hurdles as immovable barriers, which leads to a collective

downturn in group morale and the stifling of motivation.

To effectively cope with Negativists in a professional environment, several

strategies can be employed:

1. Avoid Getting Drawn In: Recognize your vulnerability to

 discouragement. Pay attention to negative comments as signals to maintain

your optimism and not get sucked into a shared despair.

2. State Your Own Realistic Optimism: Counteract Negativism with

 your own examples of past successes. This can help foster a more optimistic

outlook amidst negativity while reinforcing your conviction.

3. Don’t Argue: Avoid the trap of trying to convince a Negativist that

 their perspective is incorrect, as this will often lead to fruitless debate and

further negativity.

4. Don’t Rush into Proposing Solutions: Take time to define the problem

 thoroughly before jumping to solutions. This approach allows for deeper
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engagement with the issue, steering the conversation away from negative

conclusions.

5. Set a Horror Floor: When brainstorming solutions, discuss the

 worst-case scenarios to contextualize fears and differentiate between

realistic concerns and irrational anxieties.

6. Use Negativism Constructively: Acknowledge the insights that a

 Negativist can offer in contingency planning. Their focus on potential

failures can be beneficial if framed within a broader context that also

considers positive possibilities.

7. Be Prepared to Go It Alone: If a group remains paralyzed by

 Negativism, be ready to take individual action. This shows initiative and

may motivate others to engage positively.

8. Beware of Creating Negativism: Be mindful of how your actions and

 directives might unconsciously elicit negative responses in others,

particularly those who require thorough preparation before taking on new

tasks.

In sum, while Negativists can present formidable obstacles within a work

environment, understanding their behavior and employing specific coping

strategies can help mitigate their impact. By fostering a culture of realistic
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optimism and constructive dialogue, individuals can navigate the challenges

posed by Negativism and encourage a more proactive atmosphere within

their teams.
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Critical Thinking

Key Point: Avoid Getting Drawn In

Critical Interpretation: Imagine walking into your workplace, where

the air is thick with negativity, and every proposal you make seems to

be met with a flurry of dismissive comments. You feel that urge to

sink into despair, but then you remember the wisdom of not getting

drawn into that vortex of pessimism. Instead, you hold onto your

optimism like a buoy in rough seas. You recognize that the negativity

isn’t about you or your ideas, but rather a reflection of someone else’s

insecurities. As you consciously choose to shield yourself from their

doubts, you cultivate your resilience, showing that hope and positivity

can thrive even in the most challenging environments. This newfound

strength not only fuels your ambition but also inspires those around

you, proving that one determined spirit can bring light where shadows

loom.
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chapter 7: BULLDOZERS AND BALLOONS:THE
KNOW-IT-ALL EXPERTS

Chapter 7 of "Coping With Difficult People" by Robert M. Bramson delves

into two distinct types of know-it-all experts in the workplace, characterized

as Bulldozers and Balloons. These individuals often leave their colleagues

feeling frustrated, powerless, and overlooked. Understanding and navigating

interactions with these types is essential for maintaining productivity and

well-being in professional settings.

### 1. Characteristics of Bulldozers  

Bulldozers are highly knowledgeable and confident individuals who

dominate conversations and decision-making processes. They possess the

following traits:

- <strong>Authority and Certainty</strong>: Their tone conveys unwavering

certainty, often making others feel inferior or belittled.

- <strong>Rightness</strong>: Despite their sometimes overbearing nature,

Bulldozers tend to be correct in their assertions, leading others to feel inept

when their views are challenged.

- <strong>Resistance-Inducing Behavior</strong>: Their arrogance can
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chapter 8 Summary: INDECISIVE STALLERS

In the intricate dynamics of workplace relationships, indecisive individuals,

 referred to as “Stallers,” present unique challenges. These people, while

often well-intentioned and eager to help, inhibit progress due to their

persistent hesitance in making decisions. Several key characteristics and

strategies can define their behavior and influence how to cope with them

effectively.

1. Nature of Stallers: Stallers, like Donna and Mack, are typically

 supportive but struggle under the pressure of having to make decisions that

may upset others. Their inability to decide stems from a genuine fear of

disappointing colleagues or subordinates, which can lead to delays and

confusion. This behavior can cause frustration for those dependent on their

approval and decisions.

2. Motivations and Psychological Conflicts: The desire to be helpful

 conflicts with their need to make decisions, creating a cycle of avoidance.

Stallers prioritize quality and the well-being of others but often fail to

recognize that prolonged indecision can be detrimental to both their own

effectiveness and the productivity of those around them.

3. Communication Patterns: Stallers often resort to indirect

 communication, providing vague feedback that leaves others unclear about
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their true sentiments or the status of decisions. Rather than confronting

issues directly, they may hint at problems or delay responses, resulting in

feelings of anxiety or frustration for those seeking resolution.

4. Coping Strategies: Surface the Issues: To effectively manage

 interactions with Stallers, it’s essential to bring underlying issues to light.

Rather than waiting passively for a decision, individuals must create a space

for open dialogue. This includes encouraging Stallers to express their

concerns candidly, thus reducing the perceived risk of causing distress.

5. Problem-Solving and Support: Once the issues have been uncovered,

 it should focus on collaborative problem-solving. Acknowledging any

weaknesses or past issues can foster trust, allowing Stallers to feel more

secure in their decision-making. Proposing structured plans can also ease

their apprehension about potential negative outcomes.

6. Limit Alternatives: To prevent paralyzing indecisiveness, it can be

 beneficial to limit the number of choices Stallers have to make. Prioritizing

options by desirability can lead to clearer decision paths and help Spur

Stallers into action by presenting their choices as manageable fragments

rather than overwhelming tasks.

7. Emphasize Quality and Service: Highlighting how a potential decision

 aligns with core values, such as quality or the welfare of the team, can
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motivate Stallers to act. By linking proposals to the broader impact they will

have, individuals can provide Stallers with a rationale that encourages more

decisive action.

8. After the Decision: Following up on decisions, whether formal or

 informal, is crucial. Stallers often revisit their choices, and ongoing support

can reinforce their confidence in those choices. Checking in after a decision

can also mitigate any second-guessing that ensues once pressures are

relieved.

9. Maintain Initiative: Controlling the timeline for decision-making is

 essential when working with Stallers. Establishing clear deadlines and

expectations can encourage them to engage when the pressure to decide feels

most manageable. Setting specific follow-up times prevents unnecessary

delays and keeps the momentum of progress intact.

10. Watch for Signs of Overload: Recognizing the warning signs of

 Stallers becoming overwhelmed and potentially explosive is vital. If

tensions rise, it might be prudent to step back to give them space to process

their emotions. This strategy helps safeguard against impulsive

decision-making rooted in stress rather than thoughtful consideration.

The interplay with Stallers necessitates patience and strategic

communication. By understanding their motivations and applying targeted
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coping strategies, individuals can navigate these complex dynamics to foster

collaboration and ensure progress in their endeavors. Ultimately, fostering

an environment of transparency and support can transform the interactions

with Stallers, turning frustrating indecision into constructive dialogue and

action.
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Critical Thinking

Key Point: Emphasize Quality and Service

Critical Interpretation: By recognizing the potential within Stallers to

hesitate out of concern for quality and team welfare, you can inspire

change by framing decisions in a way that resonates with their values.

When you highlight how making choices can enhance quality or

positively impact your team, you not only alleviate their apprehension

but also spark their motivation to act decisively. This approach

transforms your interactions, creating a more collaborative and

productive environment where everyone's contributions are valued,

enabling you to push past frustrating indecisions towards meaningful

outcomes.
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chapter 9 Summary: TOWARD EFFECTIVE
COPING:THE BASIC STEPS

In coping with difficult individuals, whether in professional settings or

 personal relationships, it is crucial to adopt a structured approach to

effectively manage interactions. Six fundamental steps guide this coping

process, ensuring that the effort leads to constructive outcomes regardless of

the nature of the difficult person involved.

1. Assess the Situation: The first step is to accurately determine whether

 you are dealing with a consistently difficult person or merely someone

displaying temporary difficult behavior due to circumstantial factors. It's

essential to distinguish between chronic difficulties and situational

frustrations. To aid in this assessment, consider if the individual has

exhibited similar behavior in past situations, if your reaction seems

excessive relative to the circumstances, if a specific incident triggered their

behavior, and whether open discussion may address the issues at hand.

2. Stop Wishing They Were Different: Acknowledging that it is futile to

 hope for a difficult person’s change is vital. Wishing for a different reality

can drain energy and yield frustration without affecting the situation.

Recognize that blaming them often stems from personal biases, leading to a

cycle of resentment. Letting go of these unrealistic expectations opens the

door to a more productive coping strategy that focuses on the reality of the
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relationship as it stands.

3. Get Some Distance: Achieving a degree of emotional and conceptual

 distance is important when dealing with difficult behavior. This perspective

helps to avoid getting caught up in their negativity. By labeling their

behavior according to recognizable patterns (e.g., "complainer" or

"hostile-aggressive"), you can regard them more objectively and not take

their actions as a personal affront. Understanding the context of their

behavior and viewing it from a distance reduces emotional involvement and

assists in formulating a coping strategy.

4. Formulate a Plan: After distancing yourself and gaining

 understanding, it’s time to develop a strategy for managing interactions with

the difficult person. The key lies in recognizing the interactional nature of

behavior; how you respond is always linked to how they respond to you. By

altering your own behavior, you can influence the quality of the interaction.

Identify specific, constructive ways to engage that might elicit more positive

responses from the other person.

5. Implement Your Strategy: Execute your coping plan thoughtfully,

 considering the timing of your approach. Choose a moment when the

difficult person is not overwhelmed with other stresses, as they are likely to

be more receptive. Prepare for the encounter by rehearsing what you plan to

say and how you’d like it to unfold. Anticipating various responses can
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increase your confidence and effectiveness in handling the situation.

6. Monitor Progress and Modify as Needed: After implementation,

 closely monitor how your strategy is affecting the interaction. If your

approach is not yielding the desired results, it may be necessary to reassess

the situation and adapt your methods. Should your attempts consistently fail,

don’t hesitate to seek distance from the difficult person, whether by

changing your work environment or altering the dynamics of your

relationship. Recognize that preserving your well-being is paramount, and

sometimes stepping away is a valid choice.

Through these steps, individuals can equip themselves with the tools

necessary to navigate challenging interpersonal dynamics with more

resilience and effectiveness, transforming potentially negative encounters

into opportunities for understanding and growth.
Step Description

1. Assess the
Situation

Determine if the person is consistently difficult or temporarily acting
out. Consider past behaviors, your reactions, triggers, and the
potential for open discussion.

2. Stop
Wishing They
Were
Different

Acknowledge that hoping for change is futile; it creates frustration. Let
go of unrealistic expectations to focus on the current reality of the
relationship.

3. Get Some
Distance

Gain emotional and conceptual distance from the difficult behavior by
labeling it objectively (e.g., "complainer"). This helps reduce emotional
involvement and fosters a clearer perspective.
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Step Description

4. Formulate
a Plan

Develop a strategy for interaction that recognizes the link between
your responses and theirs. Identify constructive ways to engage that
might provoke positive responses.

5. Implement
Your Strategy

Execute your coping plan thoughtfully, considering timing and
preparation. Rehearse what to say and be ready for different
responses to enhance effectiveness.

6. Monitor
Progress and
Modify as
Needed

Observe the outcomes of your strategy. If it fails, reassess and change
your approach. Sometimes, stepping back from the relationship is
necessary for your well-being.
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chapter 10: THINKING STYLES: AN
ADDEDDIMENSION IN COPING WITH OTHERS

In the exploration of coping with challenging interpersonal dynamics,

Chapter 10 of "Coping With Difficult People" by Robert M. Bramson delves

into the intricacies of varying thinking styles and their implications on

behavior. To comprehend the nuances of interactions with difficult

individuals, it is pivotal to recognize that behavioral patterns exist on a

spectrum, influenced significantly by distinct thought processes. The chapter

introduces a framework aimed at understanding these styles, fostering a

deeper comprehension of how they manifest in diverse situations and affect

relationships.

1. The Influence of Thinking Styles: The essence of this framework rests on

two foundational beliefs: the connection between an individual's thought

processes and their behavioral outcomes, as well as the existence of limited,

identifiable thinking styles. Understanding one’s own thinking style

enhances self-awareness, allowing for tailored responses in interactions with

difficult persons.
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chapter 11 Summary: APPLYING THE METHODS:
GETTING AFIX ON THAT DIFFICULT
PERSON;COPING WITH YOUR BOSS AND
WITHYOUR OWN DEFENSIVE BEHAVIOR

In navigating the challenging dynamics with difficult individuals,

 particularly in professional settings, we often find that these interactions can

elicit our most defensive and unproductive behaviors. Understanding the

nature of defensive behavior—both our own and that of others—is crucial

for fostering better communication and coping strategies. This summary

delves into key insights on defensive behaviors, managing interactions with

difficult bosses, and developing an effective coping plan.

1. Understanding Defensive Behavior: Defensive behavior typically

 manifests when individuals feel threatened, which often leads to emotional

disruptions. These threats may not always stem from overt situations but can

arise from subtle comments or actions that undermine one's self-worth. For

instance, an individual may feel devalued in a group setting after their

contributions are overlooked. Such moments provoke psychological

reactions that can lead to ineffective responses, ranging from internalized

self-blame to outward aggression toward others.

2. Patterns of Defensive Reactions: Various recognized patterns emerge

 in stress-laden situations. Examples include:
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   - Self-Blame and Giving In: Individuals may abandon their arguments

 due to perceived inadequacies highlighted by others.

   - Blame Others and Fight: An aggressive reaction occurs when an

 individual feels threatened and responds defensively by attacking.

   - Dig In and Withdraw: Some people choose to remain silent and

 unyielding in their positions, often retreating from conflict.

   - Distract and Make Nice: In an attempt to diffuse tension, individuals

 may resort to humor or compliance, which may veil underlying frustrations.

3. Coping with Defensive Behavior in Others: Navigating interactions

 with someone exhibiting defensive behavior requires a thoughtful approach

aimed at minimizing inadvertent threats. Recognizing the triggers that

induce defensiveness in others can help in crafting a non-threatening

dialogue. For instance, proactively addressing potential misunderstandings

or offering opportunities for collaboration can diminish defensive responses.

4. Managing Your Own Defensive Reactions: Self-awareness is vital in

 coping scenarios. Individuals are encouraged to monitor their emotional

cues meticulously to identify when they are resorting to defensive strategies.

Pausing before reacting to defuse immediate tension can offer the chance to

respond more constructively. This involves recognizing when one is about to

engage in defensive behavior and consciously deciding to take a step back

for perspective and calmness.
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5. Dealing with a Difficult Boss: The inherent power dynamics with a

 supervisor add complexity to already difficult interactions. A proactive

approach is necessary, as waiting for tensions to escalate can lead to

destructive outcomes. Building a rapport with a boss involves recognizing

their potential for unintentional impacts and tactfully addressing grievances

while remaining respectful of their authority.

6. Building Intentional Communication: When expressing concerns to a

 boss, framing discussions to highlight their unintentional consequences

rather than directly attacking can create more fruitful outcomes. For

example, addressing how one feels in specific situations will pave a path for

open dialogue without putting the boss on the defensive.

7. Preparation and Follow-up: Anticipating potential reactions during

 discussions and planning for various outcomes demonstrates self-awareness

and respect for the dynamic. Following up on previously raised concerns

enhances accountability and reflects genuine interest in resolving issues.

8. Crafting a Coping Plan: Developing an actionable coping plan

 tailored to specific difficult individuals involves reflecting on their

behaviors, identifying past reactions, and devising strategies that promote

constructive interactions. This might include seeking feedback from trusted

colleagues to gain perspective on how to approach the situation effectively.
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In conclusion, while dealing with difficult individuals can be challenging,

particularly when they are authority figures, employing a combination of

self-awareness, strategic communication, and proactive engagement can lead

to more positive outcomes. Building resilience against defensive reactions

within ourselves fosters healthier interactions, and by practicing these

methods, one can navigate even the trickiest relationships more successfully.
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Best Quotes from Coping With Difficult People by Robert
M. Bramson with Page Numbers

chapter 1 | Quotes from pages 10-14

1. If your life is free from hostile customers and co-workers, indecisive vacillating

bosses, overagreeable (but do-nothing) subordinates... consider yourself extraordinarily

lucky.

2. The purpose of this book is to show you how to identify, understand, and cope with

the Difficult People who come into your life.

3. Their impact is large. They are responsible for absenteeism, significant losses in

productivity, and lost customers or clients.

4. Difficult People are seen as problems by most of the people around them, not just

those who are incompetent, overly sensitive, or weak.

5. The techniques for coping with the Difficult People... have been tried out and tested

by many people who have found that they benefited.

6. Coping enables you and the Difficult Person to get on with the business at hand.

7. Coping methods work because they interfere with the 'successful' functioning of

difficult behavior.

8. The coping methods described in this book are not designed to use people’s motives

against them.

9. What makes purposive behavior ethical or evil is the intention of the doer.

10. Coping with the Difficult People in your life will never be enjoyable. But this book

provides the means for doing it with more ease and greater success.
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chapter 2 | Quotes from pages 15-34

1. Hostility and aggression appear together so much it’s easy to think of them as either

inseparable or interchangeable, but they are not.

2. Standing up to Sherman Tanks in the way I’ve described seems to work even when

carried out in an uncertain, somewhat timid manner.

3. If you let yourself be pushed around by aggressive people, you simply fade into the

scenery for them.

4. It is possible to be aggressive without being hostile and vice versa.

5. You have a right to say anything you want to about my work, but you don’t have a

right to make me feel that I don’t amount to anything at all.

6. Although the executive committee only budgeted half of what was asked for, they

did not do it as a kind of reluctant compromise.

7. When you stand up to a Sherman Tank, not having been able to overwhelm you, yet

not feeling that you are a competitor, sees you now as worthy of respect.

8. Expect to feel distraught, angry, or awkward, but say something of a standing up

nature anyway.

9. Coping with a person having a tantrum is chiefly a matter of helping him or her

regain self-control.

10. The basic principle of standing up to someone without fighting lies behind

successful coping with all Hostile-Aggressive people.

chapter 3 | Quotes from pages 35-49

1. "Listening is a powerful interpersonal tool for connecting solidly with anyone,
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difficult or not."

2. "Complaining can be understood as the only kind of active behavior that

seems possible to those who feel powerless to determine their own fate."

3. "It’s not that they don’t respond actively to confessions, especially when

they are accompanied by an apology. It’s that they respond in a way that

interferes with any practical resolution of the problem."

4. "The opportunity that this learned sequence gives to a wrongdoer is surely

hard to resist."

5. "Each time Rex is called lazy without rebuttal, Sam is affirmed in his

perception."

6. "However, I suggest that you are on shaky grounds if you try to convince

Sam that you are right about Rex and that he is wrong."

7. "State your disagreement as soon as you can get it in."

8. "To feel put upon, one must have an image of the way things ought to be

and a galling sense of injustice that they are not that way."

9. "Complainers have a strong sense of how others ought to behave; they

feel genuine, if sometimes disguised, anger when those others do not

conform."

10. "Complaining keeps them appearing blameless, innocent, and morally

perfect, at least to themselves."
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chapter 4 | Quotes from pages 50-68

1. "Clams are silent, unresponsive people who won’t or can’t talk when you need

conversation from them."

2. "Your major coping task is to get them to talk."

3. "To figure out what is meant in any particular situation, we go on to seek clues in the

Clam’s other forms of nonverbal communication."

4. "It’s extremely unwise just to guess what is going on inside a Silent and

Unresponsive person, because if your guess is wrong, you can create problems that

didn’t exist before."

5. "When the Clam opens up, be attentive and watch your own impulse to gush."

6. "The only way to do that is to get that Clam to talk."

7. "Expect to feel like doing just this. We were all taught to ease embarrassing

situations when we could."

8. "Open-ended questions are particularly effective when they are accompanied by a

stance that I’ve heard characterized as the 'friendly, silent stare.'"

9. "Sometimes even more than you’ve bargained for, responses can lead to valuable

discussions at a follow-up meeting."

10. "It looks as if we just can’t get anywhere with this right now. It’s an important issue

to me and I just can’t let it drop."

chapter 6 | Quotes from pages 69-76

1. Poor conditions cannot always be alleviated. The forces that maintain them may

truthfully be overwhelming. Yet there are always choices, alternative ways of moving
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with or against the stream.

2. Even if the payoff is only in clarification, self-worth, and enthusiasm, it is

enough.

3. Recognition of your own vulnerability to discouragement can help you

avoid being drawn into an underlying purpose of negative behavior.

4. Negativists drag us down so easily because most of us have at least

remnants of the strong emotions that once filled that well of deep

disappointment.

5. To a Negativist, however, these forces are absolute, immutable barriers,

rather than obstacles that one just might go around, through, or over.

6. Small wonder that they become irritated with you when you persist in

thinking that something might yet be done to save the situation.

7. You should not try to persuade Negativists to admit that they are wrong.

First of all, they may not be.

8. Use Negativism constructively. Recognizing that you don’t have to

explain them away, you can listen to them as useful cautions, aspects of the

situation that need careful attention.

9. Be prepared to take appropriate action by yourself, even if the group

remains under the Negativist’s spell.

10. Beware of eliciting negativistic responses from highly analytical people

by asking them to act before they feel ready.

chapter 7 | Quotes from pages 77-89

1. Balloons seek the admiration and respect of others by acting like experts when they

Scan to Download

https://ohjcz-alternate.app.link/mUs2mMTyRRb


are not.

2. If you should find yourself in Clyde’s position, your own sense of being

an expert aroused, here are some actions that may help.

3. The presence of a real expert suddenly brings to full awareness the

shakiness of the ground on which the phony has been walking.

4. The best way to let them know that you comprehend what they say is to

listen attentively to them.

5. Their certainty that their theories, facts, and procedures are correct makes

sane a world otherwise too unpredictable to contemplate.

6. By consciously choosing to cope, you maintain your self-integrity.

7. It is frequently useful to respond to a Bulldozer’s pronouncements with

something like the following: 'Let me think it over for a while.'

8. The most important gain from paraphrasing is that it defends you against a

flood of expert verbiage.

9. You must, must do your own homework.

10. Not all experts are Know-It-Alls.
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chapter 8 | Quotes from pages 91-103

1. "To make it worse, often there seems to be nothing to do and no way to fight."

2. "Stallers are super-helpful, indecisive people who postpone decisions that might

distress someone."

3. "The terrible conflict faced by Stallers is this: 'However I decide, someone will not

like it.'"

4. "Stallers hint and beat around the bush as a compromise between being honest and

not hurting anyone."

5. "Their primary desire to be helpful is what differentiates Indecisive Stallers from

another type of Difficult Person..."

6. "To handle this conflict, Stallers have learned to converse in a way tangential to the

real issues."

7. "Stallers experience a strong internal pressure to be honest."

8. "Once the underlying issues are out in the open, you are in a position to help Stallers

solve their problem with the decision."

9. "You can help almost anyone who is faced with a dilemma by asking him or her to

describe the problem in as much relevant detail as possible."

10. "Listening for language that seems indirect, evasive, or justifying can provide clues

as to where to focus your attention."

chapter 9 | Quotes from pages 105-116

1. "Stop wishing they were different."

2. "The behavior of human beings is highly interactional."
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3. "Your goal is a detached and distanced view of that Difficult Person."

4. "Understanding can help."

5. "It’s just not me he does this to—he’s that way with everyone."

6. "Blaming isn’t changing."

7. "To the extent that you are trying to wish your tormenting frog into a

prince, you will be less able to minimize that terrible behavior."

8. "Gaining and maintaining understanding is devilishly hard."

9. "Giving up the wish is a letting-go process."

10. "No one is under a moral obligation to remain in the vicinity of another

person whose behavior is demoralizing."

chapter 10 | Quotes from pages 117-124

1. Anyone’s behavior is so broadly based and so deep that no single explanatory

scheme now available can make usable sense of it all.

2. The uniqueness in each of us lies in the way we combine these thinking styles to

think about whatever it is that we think about.

3. Understanding your thinking style and that of the Difficult Person you are confronted

with can help you cope in these specific ways.

4. Different situations call for different ways of thinking and acting.

5. The main concern of Pragmatists is getting on with the job.

6. What can be done right now is all that one can be sure about.

7. It helps to know in advance where you’re going to find the going most difficult.

8. Acknowledging your own predominant styles, with their strengths and liabilities

helps in a number of ways.
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9. The same qualities that make Indecisive A’s occasionally overanalytical also make

them very responsive to any 'structuring' you can apply to the situation.

10. For best results, you should adapt them to fit with your own preferred

styles of thinking.
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chapter 11 | Quotes from pages 126-137

1. Those whom you experience as Difficult People will undoubtedly bring out the worst

in you.

2. In the workaday world, the blows we receive most frequently are psychological.

3. The threat is not usually physical, although it might be, of course.

4. Defensive strategies are not initially consciously employed.

5. The more you know about what motivates a person, the more you know about what

may threaten him or her.

6. Defensive strategies have the quality of getting you out of short-run trouble, but at

some long-run cost.

7. An ounce of prevention is indeed worth a pound of cure.

8. By making an appointment with your boss you indicate that you, and what you want

to talk about, are important.

9. It pays to follow up any complaint or suggestion with an inquiry about what’s

happened.

10. The evidence is substantial that this anticipation of success can help to pull you

along past self-doubts, uncertainty, or unforeseen problems.



Coping With Difficult People Discussion Questions

chapter 1 | INTRODUCTION | Q&A

1.Question:

What is the primary focus of the book 'Coping With Difficult People'?

The book focuses on identifying, understanding, and coping with individuals who are

considered 'Difficult People', such as hostile customers, indecisive bosses, and apathetic

subordinates. It aims to provide readers with methods to manage these interactions

effectively in various settings, particularly in the workplace.

2.Question:

Who is the intended audience for this book, and in what contexts can its techniques

be applied?

The intended audience includes individuals who must work closely in team settings,

such as salespeople, customer service reps, engineers, managers, and anyone who

interacts with others to achieve common goals. The techniques discussed are applicable

not only in professional environments but also in personal relationships and various

social interactions.

3.Question:

What are some examples of Difficult People described in the chapter, and what

characteristics define them?

The chapter gives examples like George, an indecisive boss, and Seth, a hostile

manager. George is characterized by his inability to make decisions, causing frustration

for his subordinates, while Seth is described as aggressive and insulting, making the
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work environment unpleasant for many. These individuals typically display habitual

troublesome behaviors rather than occasional frustrations.

4.Question:

What are the main behavioral patterns of Difficult People identified in

the chapter?

The chapter outlines several patterns: Hostile-Aggressives (bullying and

tantrums), Complainers (complaining without action), Silent and

Unresponsives (minimal responses), Super-Agreeables (making promises

but lacking follow-through), Negativists (dismissing ideas with pessimism),

Know-It-All Experts (condescending attitudes), and Indecisives (delaying

decisions). Each type poses unique challenges in interpersonal interactions.

5.Question:

How does the author define 'coping' with Difficult People, and how does

it differ from acceptance or attempting to change them?

The author defines 'coping' as the actions you can take to manage the power

dynamics and minimize the impact of difficult behavior in a given situation.

It differs from acceptance, which can lead to feelings of martyrdom and

reinforce unwanted behavior, and from attempting to change the individual,

which is often costly and unlikely to succeed. Coping focuses on practical

strategies to enable effective interaction without needing to change the

Difficult Person's underlying behavior.

chapter 2 | A HOSTILE-AGGRESSIVE TRIO:SHERMAN TANKS,
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SNIPERS, AND EXPLODERS | Q&A

1.Question:

What are the three types of Hostile-Aggressive behaviors discussed in Chapter 2 of

'Coping With Difficult People'?

The three types of Hostile-Aggressive behaviors discussed are: 1. **Sherman Tanks** -

These individuals are direct and openly aggressive, often characterized by abusive and

intimidating behavior. They confront others with hostility and are contemptuous of

those they perceive as inferior. 2. **Snipers** - Snipers utilize covert attacks, often

making subtle, indirect comments or criticisms to undermine others while maintaining a

facade of politeness. Their behavior is insidious, creating an uncomfortable

environment without direct confrontation. 3. **Exploders** - This type displays

physical and emotional outbursts resembling adult tantrums. They lose control of their

emotions, often reacting with rage to perceived threats or frustrations, which can

include yelling or even throwing objects.

2.Question:

How does an individual typically respond to a Sherman Tank, and why is it

important to manage that response?

Individuals typically respond to Sherman Tanks with confusion, fear, or frustration,

often leading to mental or physical withdrawal from the situation. These responses can

inadvertently encourage more aggressive behavior from the Sherman Tank. It is

important to manage these responses because acquiescing or showing weakness

provides the Tank with a sense of power and validates their aggressive behavior.

Standing up to a Sherman Tank without engaging in a fight allows the targeted
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individual to maintain presence and composure, which is crucial for not enabling

further aggression.

3.Question:

What strategies are recommended for coping with a Sherman Tank

according to Chapter 2?

Several strategies are recommended for coping with Sherman Tanks: 1.

**Stand Up for Yourself** - It is vital to assert your presence and not allow

the Tank to overpower you. 2. **Give Them Time to Run Down** - Allow

the Tank to express their aggression until they lose momentum, providing an

opportunity for you to interject. 3. **Don’t Worry About Being Polite** - It

may be necessary to interrupt the Tank to assert yourself. 4. **Get Their

Attention** - Using their name directly can help regain control of the

interaction. 5. **Speak from Your Own Point of View** - Use phrases

expressing your own opinion without attacking the Tank directly. 6. **Avoid

Head-On Fights** - Instead of directly confronting their aggression, focus

on your stance and avoid escalating the conflict.

4.Question:

In what specific ways do Snipers differ from Sherman Tanks, and how

should one cope with Snipers?

Snipers differ from Sherman Tanks in that they attack indirectly rather than

through direct confrontation. They often make subtle remarks or undermine

their target's confidence without being openly aggressive. To cope with

Snipers, one should: 1. **Surface the Attack** - Challenge the Sniper's
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remarks directly, asking for clarification about their intent. 2. **Provide

Alternative Responses** - Frame your questions in a way that allows the

Sniper to respond without confrontation, giving them an opportunity to

reassess their behavior. 3. **Seek Group Confirmation** - Involve others in

the conversation to counter the Sniper's remarks, which helps dilute their

impact. 4. **Address Underlying Issues** - Contact the root of the problem

behind the Sniping behavior, fostering a higher level of open

communication.

5.Question:

What methods are suggested for managing an Exploder, and why is it

essential to handle such outbursts effectively?

To manage an Exploder, the following methods are suggested: 1. **Give

Time to Run Down** - Allow them to express their emotions initially, as

they often need to vent before they can regain composure. 2. **Use

Interruptions** - If necessary, interject with forceful phrases like 'Stop!' or

'Wait!' to break their cycle of outburst. 3. **Show Serious Intentions** -

Reaffirm that their feelings matter, but assert that their current behavior is

unacceptable. 4. **Take a Breather** - Propose a break in the interaction to

allow both parties to cool down. Handling such outbursts effectively is

crucial to prevent escalation of tension and to restore a functional working

dynamic. Adult tantrums can lead to lasting resentment and conflict if not

addressed promptly and appropriately.

chapter 3 | “AND ANOTHER THING …”—THECOMPLEAT
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COMPLAINER | Q&A

1.Question:

What characteristics define a Complainer according to Robert M. Bramson?

Complainers are individuals who often voice their grievances in a manner that can be

characterized as whiny, accusatory, and lengthy. They tend to articulate their

complaints without pauses, using excessive 'ands' and 'buts', creating a singsong quality

that can come off as self-righteous. They express dissatisfaction with everything, from

workplace procedures to personal interactions, and often do so in a way that shifts

blame onto others, particularly the individuals they are addressing. Instead of seeking

genuine solutions, Complainers look for validation for their grievances, positioning

themselves as victims of circumstances or as individuals who are morally superior.

2.Question:

How does Bramson differentiate between Complainers and individuals with

legitimate complaints?

Bramson emphasizes that not all individuals who express dissatisfaction are

Complainers. Genuine complainants are those who highlight specific issues and seek to

discuss them with the intention of finding solutions. In contrast, Complainers tend to

over-generalize their grievances, presenting their accusations in a vague manner. They

may have valid points, but they communicate their complaints with a focus on blaming

others rather than resolving the problems. While legitimate complainants engage

constructively and aim to remedy issues, Complainers often dwell on the problems

without contributing to solutions.

3.Question:
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What are the emotional and psychological factors that drive Complaining

behavior, according to Bramson?

Bramson identifies three core psychological factors that characterize

Complainers: a feeling of powerlessness, prescriptive thoughts about how

others should behave, and a need to maintain an image of moral perfection.

Complainers often believe they lack control over their circumstances,

attributing their woes to outside forces. They hold strong expectations about

how situations should ideally unfold and become frustrated when reality

deviates from these expectations. Additionally, Complaining allows them to

feel vindicated and blameless while projecting their own perceived goodness

onto others, reinforcing their self-image as victims.

4.Question:

What steps does Bramson recommend for coping with Complainers

effectively?

Bramson outlines several strategies to cope with Complainers: 1) **Listen

Attentively**: Provide a sympathetic ear to allow them to vent and feel

acknowledged. 2) **Acknowledge**: Paraphrase their concerns to

demonstrate understanding without agreeing to the blame. 3) **Be Prepared

to Interrupt**: Control the conversation to minimize the rambling and

redirect to solutions. 4) **Limiting Responses**: Challenge the excessive

generalizations ('always' or 'never') and bring focus to specific details. 5)

**Don’t Agree**: Avoid giving in to their accusations, as this may reinforce

their behavior. 6) **State Facts Without Comment**: Present facts neutrally
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to prevent defensiveness. 7) **Encourage Problem-Solving**: Redirect the

conversation towards finding constructive solutions.

5.Question:

What is the 'Triangular Complainer' and how should one handle them?

A Triangular Complainer is someone who complains about others rather

than addressing the issues directly with the individuals involved. They

typically express grievances about a third party, causing their listeners to

become embroiled in unnecessary conflict. To handle Triangular

Complainers, Bramson suggests asking them to address their complaints

directly with the person involved, or to encourage them to initiate a

constructive dialogue with the third party. If they are reluctant, suggesting a

mediated meeting can help facilitate direct communication, which is

beneficial for all parties involved. It is important to maintain boundaries and

not become an unwitting participant in their gossip.
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chapter 4 | CLAMMING UP: THE SILENT ANDUNRESPONSIVE

PERSON | Q&A

1.Question:

What are the characteristics of 'Clams' as described in Chapter 4 of 'Coping With

Difficult People'?

'Clams' are individuals who are silent and unresponsive when interaction is needed.

They tend to avoid giving direct answers to questions or engaging in conversation,

often leading to frustrating situations for others who seek dialogue. Unlike others who

may simply be listening or choosing their words carefully, Clams tend to shut down

communication entirely, making it hard to interpret their silence. They may clench up

due to fear, desire to control the situation, or as a way to evade confrontation by not

addressing issues directly.

2.Question:

What are some motivations behind a Clam's behavior as identified in the chapter?

Clams may exhibit unresponsive behavior for several reasons. Some use silence as a

way to avoid painful interpersonal situations; admitting fault or having to engage might

lead to conflict they wish to evade. Others might wield silence as a form of aggressive

control, watching their counterpart’s frustration grow without contributing to the

interaction. Additionally, Clams might use silence to avoid confronting their own

uncomfortable thoughts or feelings, as speaking can force them to acknowledge the

issues they wish to avoid.

3.Question:
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What strategies does Robert M. Bramson suggest for coping with Clams?

Bramson outlines several strategies for coaxing Clams into communication: 

1. **Ask Open-Ended Questions**: Instead of yes/no questions, use

open-ended ones to encourage a conversational flow. For example, asking

'What’s your reaction to that?' may illicit more engagement.

2. **Use the Friendly, Silent Stare**: Maintaining eye contact and a calm

demeanor can signal to the Clam that you are waiting for them to speak,

thereby prompting a response.

3. **Don’t Fill the Silence**: Allowing silence to linger without

interruption can pressure the Clam into speaking without reinforcing their

avoidance.

4. **Comment on What’s Happening**: Directly address the silence by

asking the Clam why they aren't responding or commenting on the

communication breakdown. This can trigger them to finally share their

thoughts.

5. **Set Time Limits**: Having a predetermined amount of time for

discussions can motivate both you and the Clam to focus on resolving the

issues before time runs out.

4.Question:

How does Bramson propose to address Clams who remain unresponsive

despite attempts to engage them?

If all attempts to engage a Clam are met with continued silence, Bramson

suggests a forthright approach. Avoid polite endings that gloss over the lack
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of discussion; instead, take initiative to end the meeting without the Clam's

input, while still expressing the need to continue the conversation at a later

time. For example, you could say something like, 'It seems we’re not getting

anywhere right now; let’s meet again tomorrow to discuss this further.' This

approach implies that their silence is unacceptable and keeps the pressure on

for follow-up.

5.Question:

What critical point is made about interpreting the 'silence' of Clams?

Bramson emphasizes that interpreting a Clam's silence is complex and

fraught with risk. Silence can signify various underlying emotions—fear,

anger, indifference, or even a desire for control. Therefore, jumping to

conclusions based on their lack of response can lead to misunderstandings.

Instead, he recommends seeking clarification through non-confrontational

inquiries and not reading too much into their nonverbal cues without

verification. This helps to avoid escalating any potential conflicts that might

arise from incorrect assumptions.

chapter 6 | WET BLANKET POWER: THENEGATIVIST AT WORK |

Q&A

1.Question:

What is a 'Negativist' as described in Bramson's chapter on 'Wet Blanket Power'?

A Negativist is someone who consistently dampens enthusiasm and productive ideas

with pessimistic statements such as 'It won't work,' or 'Forget it, it’s no use trying.' They
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have a capacity to undermine the morale of workgroups and often respond to

suggestions with a sense of pessimism that can bring others down with them. Unlike

practical thinkers who engage in constructive criticism, Negativists do not move

towards solutions but instead focus on the reasons why progress cannot be made.

2.Question:

How can Negativists impact a group's dynamics and decision-making?

Negativists can create a profoundly detrimental impact on work groups by

instilling a sense of hopelessness and despair. Their presence can stifle

discussion, suppress creativity, and halt problem-solving efforts, as others in

the group may succumb to their pessimism. This dynamic was illustrated in

the example from the meeting of social service staff, where instead of

discussing solutions to their space problem, the group became paralyzed by

the Negativist's negative outlook, ultimately leading to a lack of productive

action.

3.Question:

What strategies does Bramson recommend for coping with Negativists?

Bramson suggests several strategies for coping with Negativists: 1) **Avoid

Getting Drawn In**: Be aware of one's own susceptibility to negativity and

recognize when a Negativist is present. 2) **State Your Own Realistic

Optimism**: Counter their pessimism with realistic optimism, drawing on

past examples of overcoming obstacles. 3) **Don’t Argue**: Avoid

debating or trying to convince Negativists of their wrongness, as it is

typically futile. 4) **Don’t Rush into Proposing Solutions**: Focus on
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thoroughly discussing the problem before jumping into solutions. 5) **Set a

Horror Floor**: Discuss possible worst-case scenarios of plans to provide

clarity and context. 6) **Be Prepared to Go It Alone**: If necessary, be

willing to take action independently even if the group remains negative.

4.Question:

What is 'negative analysis,' and how does it differ from the behavior of a

Negativist?

'Negative analysis' is a constructive approach used in decision-making where

one identifies potential problems or unplanned effects of a proposed action

before proceeding. It is a practical method that allows for contingency

planning by seeking to prevent or mitigate issues that may arise. This differs

from the behavior of a Negativist, who uses a similar focus on negatives to

shut down discussion and progress. While negative analysis fosters

productive planning and solutions, Negativists simply dismiss suggestions

and halt the momentum of group efforts.

5.Question:

Why does Bramson suggest not to present solutions too quickly when

dealing with Negativists?

Bramson emphasizes the importance of not rushing into solutions because

doing so can prematurely provoke a Negativist's skepticism and criticism,

typically reinforcing their negative viewpoint. Instead, he advocates for

thoroughly discussing and specifying the problem first, as it allows for a

deeper understanding of the issues at hand and can intrigue the Negativist
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without triggering their defensiveness. By focusing on understanding the

problem rather than launching into solutions immediately, the group can

engage in a more thoughtful dialogue that may even lead to a more

collaborative environment.

chapter 7 | BULLDOZERS AND BALLOONS:THE KNOW-IT-ALL

EXPERTS | Q&A

1.Question:

What distinguishes Bulldozers from Balloons in the workplace, according to

Robert M. Bramson in Chapter 7 of 'Coping With Difficult People'?

Bulldozers and Balloons are both types of Know-It-Alls in the workplace. The key

distinction is that Bulldozers are genuinely knowledgeable and competent individuals

who have a high level of expertise and can back up their claims with facts and logical

reasoning. They tend to carry an air of superiority, which can make others feel belittled,

even though they might often be correct in their assertions. On the other hand, Balloons

are seen as phony Know-It-Alls who overestimate their knowledge and speak

authoritatively on subjects they know little about. Their information is often inaccurate

or incomplete, yet they present it convincingly. Balloons seek admiration and respect

by pretending to be knowledgeable without necessarily having a deep understanding of

the topics they discuss.

2.Question:

What are the characteristics of Bulldozers that make them difficult to work with?

Bulldozers possess several characteristics that can create challenges in the workplace:
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1) They exhibit a tone of absolute certainty which can make others feel condescended

to. 2) Their confidence often leads to them being correct, which can leave others feeling

inept. 3) Bulldozers can elicit resistance from collaborators by dismissing their ideas

outright. 4) They tend to leave little room for others' creativity or judgments. 5) Once

committed to a plan, they are very difficult to dissuade, which can lead to disaster if

they are wrong. 6) They often blame others for failures rather than acknowledging their

own misjudgments.

3.Question:

What coping strategies does Bramson suggest for dealing with

Bulldozers?

Bramson outlines a four-step strategy for coping with Bulldozers: 1)

**Preparation**: Come equipped with accurate facts and a solid

understanding of the issue at hand. This includes doing homework to ensure

you are well-informed. 2) **Listen and Acknowledge**: Actively listen to

the Bulldozer and acknowledge their points by paraphrasing them, which

helps to validate their contributions and may diminish their defensive

behavior. 3) **Question Firmly but Don’t Confront**: When raising issues,

use a questioning format instead of making direct challenges. Present your

points as inquiries to avoid putting the Bulldozer on the defensive. 4)

**Monitor Your Own Behavior**: Be aware of your tendencies to bulldoze

others, and strive to avoid condescension or aggressive attitudes in your own

communication.

4.Question:
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How does Bramson characterize the behavior of Balloons, and what are

some common traits?

Balloons are characterized by their inflated sense of knowledge and

authority in areas where they may not be well-informed. Common traits

include: 1) They often seek admiration and respect by acting like experts

despite their lack of true knowledge. 2) Balloons can be quite articulate and

convincing, which makes it challenging to detect their misinformation unless

you are an expert in the subject. 3) They may speak on topics they have

limited knowledge about, sometimes blurring the line between speculation

and fact. 4) Their motivations often stem from a desire to be seen as

competent and knowledgeable, leading them to confidently assert their

opinions even when incorrect.

5.Question:

What are some effective coping techniques for dealing with Balloon

individuals in the workplace?

To effectively cope with Balloons, Bramson recommends: 1) **State Facts

as Alternative Versions**: Present accurate information as an alternative

perspective rather than outright refuting the Balloon's claims, which can help

prevent defensiveness. 2) **Provide a Way Out**: Offer the Balloon a way

to save face, so they do not feel publicly embarrassed or dismissed. This can

make them more receptive to feedback. 3) **Fill the Conversation Gap**:

Be prepared to continue the conversation yourself if the Balloon is unable to

respond adequately after being challenged. 4) **Address Balloons Alone**:
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It may be less confrontational and more effective to address issues with

Balloons in private settings rather than in groups, minimizing the risk of

public embarrassment.
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chapter 8 | INDECISIVE STALLERS | Q&A

1.Question:

What defines an Indecisive Staller as described in Chapter 8 of 'Coping with

Difficult People'?

Indecisive Stallers are characterized by their tendency to postpone decisions that might

distress others. They often struggle with the internal conflict of wanting to help but fear

that their decisions could hurt someone's feelings. This results in prolonged indecision,

especially when those decisions have an impact on others. They are generally

supportive and pleasant while stalling, creating confusion and frustration for those who

depend on their decisions.

2.Question:

How do Stallers typically handle decision-making processes and what challenges

does this present to others?

Stallers often prolong decision-making processes without moving towards a solution,

which can be incredibly frustrating for those who depend on their input to move

forward. They tend to engage in indirect communication, leaving others feeling anxious

and confused. Their indecisiveness can lead to missed opportunities, diminished

enthusiasm, and commitment from teammates, as they frequently evade providing clear

answers or taking action.

3.Question:

What are some common behaviors or phrases used by Stallers that indicate their

indecisiveness, and how can one cope with that?
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Stallers may use vague language such as "I think this is a generally well worked-out

report" or "there’s no doubt in my mind about what should be done" without

committing to action. To cope with this behavior, it’s important to gently probe for

clarity by asking them to elaborate on their comments or reservations. Engaging

Stallers in open discussions about their feelings or uncertainties can help them articulate

the reasons behind their indecision and facilitate problem-solving.

4.Question:

What strategies can be employed to help a Staller make a decision

according to the chapter?

Effective strategies include: 1) Surfacing the issues by creating a safe space

for the Staller to express their concerns. 2) Helping them to articulate the

problem clearly. 3) Rank-ordering alternatives to narrow their focus and

limit overwhelming choices. 4) Linking proposals to shared values around

quality and service to highlight the benefits of making a decision. 5)

Providing support after a decision has been made to reaffirm the choice and

lessen any lingering doubts.

5.Question:

What is the importance of follow-up communication after a decision has

been made with a Staller?

Follow-up communication is critical as it helps reinforce the decision made,

allows for the amendment of any lingering doubts, and supports the Staller

in maintaining commitment to the choice. Checking in after a decision can

also clarify any outstanding issues that may need addressing, ensuring that
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the Staller feels supported and confident in their ability to implement the

decision.

chapter 9 | TOWARD EFFECTIVE COPING:THE BASIC STEPS |

Q&A

1.Question:

What are the six fundamental steps for coping with Difficult People?

The six fundamental steps for coping with Difficult People are: 1) Assess the situation,

2) Stop wishing the Difficult Person were different, 3) Get some distance between you

and the difficult behavior, 4) Formulate a coping plan, 5) Implement your plan, and 6)

Monitor the effectiveness of your coping strategy and modify it as appropriate.

2.Question:

How can one determine whether a person is truly 'Difficult' or simply responding

to a temporary situation?

To determine if someone is a Difficult Person or simply reacting to a temporary

situation, one can ask four guiding questions: 1) Has the person usually acted

differently in three similar situations?, 2) Am I reacting out of proportion to what the

situation warrants?, 3) Was there a particular incident that triggered the troublesome

behavior?, and 4) Will direct, open discussion relieve the situation? If the answers to

these questions indicate that the behavior is consistent and not situational, you are

likely dealing with a Difficult Person.

3.Question:

Why is it important to stop wishing Difficult People were different, and what are
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the consequences of doing so?

It is important to stop wishing Difficult People were different because such

wishing distracts from effective coping and reinforces negative interactions.

Instead of focusing on solutions, you waste energy on frustration and

resentment. This cycle prevents you from taking constructive actions that

could alleviate the situation. By giving up the wish, you can redirect that

energy toward productive responses that lead to better interactions.

4.Question:

What strategies can help in gaining distance from a Difficult Person

during an interaction?

To gain distance from a Difficult Person during an interaction, one can

attempt to adopt a detached perspective, viewing the situation as if it were

occurring at a distance. This can involve labeling the person with a type (like

'Complainer') to reduce personal involvement and managing emotional

responses. Additionally, focusing on the interaction's dynamics rather than

personal feelings can lead to a clearer and more effective coping strategy,

promoting a sense of control and reducing emotional intensity.

5.Question:

What should be done if initial coping strategies do not yield positive

results?

If initial coping strategies do not yield positive results, it may be necessary

to monitor and modify the coping approach. If attempts to cope consistently

fail, consider whether to abandon the effort to engage with the Difficult
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Person. This could involve creating distance, either physically or

organizationally, if the relationship remains detrimental to your well-being.

It is essential to prioritize your emotional health and acknowledge that

sometimes walking away or altering the relationship might be the best

outcome.

chapter 10 | THINKING STYLES: AN ADDEDDIMENSION IN

COPING WITH OTHERS | Q&A

1.Question:

What are the key assumptions behind the thinking styles framework presented in

Chapter 10?

The framework is based on two key assumptions: 1) There is a profound connection

between the way a person thinks about the world and how they behave. 2) There are a

limited number of different ways to think about things, resulting in identifiable thinking

styles. These assumptions are supported by empirical evidence and common sense,

suggesting that recognizing these styles can enhance understanding of behavior and

improve coping strategies.

2.Question:

How do Sally and Milt's job-seeking approaches exemplify different thinking

styles?

Sally represents a methodical and analytical thinking style. She carefully assesses her

financial and occupational needs and develops a systematic plan before applying for

jobs. In contrast, Milt exemplifies a pragmatic and opportunistic thinking style. He
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quickly connects with his network and follows leads as they arise, prioritizing

immediate opportunities over thorough analysis. This comparison highlights how

different thinking styles can lead to varying strategies and outcomes in similar

situations.

3.Question:

What are the five main thinking styles identified in the chapter, and

what distinguishes each one?

The five main thinking styles are: 1) **Synthesist**: Sees no basic

agreement about facts and enjoys debate to integrate different perspectives.

2) **Idealist**: Believes in reaching agreements based on mutual goals and

has high standards for solutions, often being supportive but occasionally

inflexible. 3) **Pragmatist**: Focused on getting the job done with a

reliance on immediate, practical solutions rather than ideal outcomes. 4)

**Analyst**: Values logical, methodical approaches and seeks the 'one best

way' to solve problems but can be overly stubborn and narrow-minded. 5)

**Realist**: Grounded in empirical reality; desires concrete results and is

often impatient with analytically-oriented individuals.

4.Question:

How can understanding one's own thinking style aid in coping with

difficult behavior from others?

By recognizing one's own predominant thinking style, individuals can better

anticipate challenges and adapt their strategies when dealing with difficult

people. For instance, if someone knows they have a strong Idealist
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orientation, they might strategize accordingly when faced with a Sherman

Tank person by opting for written correspondence rather than direct

confrontation. Understanding these dynamics allows for tailored coping

methods that can enhance communication and reduce conflict.

5.Question:

How does the chapter suggest dealing with different thinking styles in

others, specifically regarding the 'Indecisive A' type?

To effectively deal with an 'Indecisive A,' who has an Analyst style and may

take a long time to respond to requests, one can apply structure to the

situation. This includes setting clear deadlines or specific times for

follow-up discussions, which appeal to the Analyst's need for thoroughness

and methodical decision-making. By framing requests within a

time-sensitive context, it encourages more timely responses while aligning

with their analytical process.
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chapter 11 | APPLYING THE METHODS: GETTING AFIX ON

THAT DIFFICULT PERSON;COPING WITH YOUR BOSS AND

WITHYOUR OWN DEFENSIVE BEHAVIOR | Q&A

1.Question:

What impact do Difficult People have on a person's behavior according to Chapter

11?

Difficult People often elicit the worst in individuals, pushing their emotional buttons

and thrusting them into defensive modes of behavior. When faced with such persons,

individuals may react defensively out of fear and pressure, leading to emotional turmoil

and irrational decision-making. The chapter emphasizes that the responses to Difficult

People are usually automatic defensive strategies learned from past experiences, and

these reactions can disrupt clear thinking and constructive problem-solving.

2.Question:

What are some common defensive behavior patterns identified in the chapter, and

how do they manifest?

The chapter outlines several defensive behavior patterns that people exhibit when

feeling threatened:

�1�.� �*�*�S�e�l�f�-�B�l�a�m�e� !’� �G�i�v�e� �I�n�*�*�:� �A�n� �i�n�d�i�v�i�d�u�a�l� �m�a�y� �f�e�e�l� �h�u�r�t� �a�n�d� �d�e�v�a�l�u�e�d�,� �l�e�a�d�i�n�g� �t�h�e�m

to accept blame and withdraw from the conflict without standing up for themselves, as

seen in Brewster's situation after his brother's insult.

�2�.� �*�*�B�l�a�m�e� �O�t�h�e�r�s� !’� �F�i�g�h�t�*�*�:� �T�h�i�s� �s�t�r�a�t�e�g�y� �i�n�v�o�l�v�e�s� �r�e�s�p�o�n�d�i�n�g� �w�i�t�h� �a�g�g�r�e�s�s�i�o�n� �o�r

confrontation in defense against perceived threats, as demonstrated by Tom reacting to

Brewster's enthusiasm.
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�3�.� �*�*�D�i�g� �I�n� !’� �W�i�t�h�d�r�a�w�*�*�:� �S�o�m�e� �i�n�d�i�v�i�d�u�a�l�s� �b�e�c�o�m�e� �i�m�m�o�v�a�b�l�e� �i�n� �t�h�e�i�r� �p�o�s�i�t�i�o�n�s� �a�n�d

eventually retreat from the interaction entirely, avoiding resolution. 

�4�.� �*�*�D�i�s�t�r�a�c�t� !’� �M�a�k�e� �N�i�c�e�*�*�:� �I�n� �a�n� �e�f�f�o�r�t� �t�o� �e�a�s�e� �t�e�n�s�i�o�n�s�,� �s�o�m�e� �m�a�y� �a�t�t�e�m�p�t� �t�o� �l�i�g�h�t�e�n

the mood or humorously deflect criticism rather than addressing the conflict directly.

3.Question:

How can individuals manage their own defensive behavior when dealing

with Difficult People?

Chapter 11 suggests several strategies to manage one’s own defensive

behavior:

1. **Self-Awareness**: Individuals should monitor their reactions during

conflicts, detailing how they feel and behave when threatened, with a goal to

identify triggers.

2. **Freezing Behavior**: Recognizing when one is becoming defensive

and consciously stopping the ongoing interaction is advised to gain

composure and prevent escalation.

3. **Identifying Threats**: Individuals should try to pinpoint specific

comments or actions that induce defensive reactions, which helps in

preparing better responses in future situations.

4. **Reflections with Others**: Sharing experiences and defensive

behaviors with trusted friends or colleagues can provide insights and

feedback on managing these tendencies.

4.Question:

What specific strategies does the chapter recommend for coping with a
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difficult boss?

The chapter provides several strategies for effectively interacting with a

difficult boss:

1. **Early Communication**: Start addressing conflicts early before they

escalate significantly, which allows for a more measured approach to

discussions.

2. **Recognizing Unintentional Behaviors**: Understand that many bosses

do not intend to cause distress and may be unaware of their impact, allowing

for constructive feedback instead of confrontation.

3. **Inquiry and Clarification**: Asking follow-up questions about

decisions or directions can demonstrate engagement and prevent

misunderstandings about authority and expectations.

4. **Keeping Ahead of Changes**: Being proactive by providing updates

and using clear communication regarding tasks and responsibilities can

improve rapport and reduce anxiety in the boss relationship.

5.Question:

What is the purpose of the Coping Analysis Form provided in the

chapter, and how should it be used?

The Coping Analysis Form is designed to help individuals systematically

assess and plan their approach to dealing with a Difficult Person, particularly

in high-stress or long-standing relationships. It consists of questions that

encourage detailed reflection on:

1. The difficult person's specific behaviors and the individual's
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understanding of those behaviors.

2. The person's past interactions with the Difficult Person, highlighting what

has worked or not.

3. Identifying and committing to specific coping strategies that might be

effective in future interactions.

4. The need for skill practice in areas that may be challenging.

By thoughtfully answering the questions and reviewing the responses with

an objective confidant, individuals can develop actionable plans tailored to

their unique circumstances.


