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Stay Calm and Remember It's Not Personal
When a student, parent, co-worker, or faculty member comes to you angry or upset, remember that it is not a personal attack on you.  Let them talk about the issue, not only to get it off their chest, but also to be able to thoroughly explain the problem.  Listen carefully.  You cannot adequately address what you don't understand, so be sure to ask enough questions to learn what is bothering them. 
Work on being as objective as you possibly can.  Work on removing as much subjectivity as you can in handling difficult people. The more subjective you are, then the more emotional you will be.  Once you do become highly subjective and emotional then you are no longer able to really think or act clearly.  So aim to remain calm, stay in control of your emotions and remain objective by trying to look at the facts, not your emotional reactions to that person and the situation.
Listen With Both Your Eyes And Ears

If you were to ask, “What should I concentrate on more – the words someone is saying or their body language?” The answer is always to focus more on their body language, because this makes up over 70% to 80% of how human beings communicate.  “Listen” with your eyes to the body language of the other person.  It will tell you so much more about the true meaning behind the words that another person is using.  In the same way, check your own body language—what are you communicating to the other person?  
You Do Not Have to Accept Abusive Behavior

Immediately draw boundaries when the other person chooses to be aggressive, argumentative, loud or disruptive in an unacceptable way.  Always remember who you are dealing with and respond appropriately to both the person, their status and the situation.
Hey Rocky, did you get the license number… of the truck that run over your face? 

In a  scene from the 1976 movie, Rocky is talking with his loan shark friend Gazzo, when the latter’s driver asks this question. Trying to calm Rocky’s furious reaction, Gazzo says, “Look Rocky, some people, they just hate for no reason.”

Sometimes, people are difficult simply because of who they are. It might have nothing at all to do with you. That person might be that way with everyone. 
BUT—Remain Respectful
Dealing with difficult people may stretch your ability to still be respectful towards them.  You may find the constant barrage of students, parents and others annoying and frustrating, but remember being rude and disrespectful only demonstrates a lack of control on your part. So work hard, no matter how very difficult it seems, to always be respectful in your communication in dealing with people, particularly those who stretch your patience. 

Work on Providing Good Communication

Effective communication is always important, but never more so than when you are dealing with a difficult person.  Many times, an argument will develop because of communication breakdowns.  When someone is talking, listen carefully and make sure you understand that person’s point before you respond.  Likewise, make sure the other person understands your own point.  Using a statement that contains “I” involves less risk than a statement that contains “you.” The first pronoun doesn’t sound like an accusation, so people are less likely to react negatively.  If you sense that a communication breakdown has occurred, address it immediately. The following phrases can be useful, and their contexts should be obvious: 

· “That’s not what I said.”

· “That was not my question.”

· “Please let me finish.” 
· “We’re [actually] saying the same thing.”

Resolve Their Problem, Not Yours

Recognize that not all situations are the same and therefore not all remedies should be the same either.  If the frustrated student has made it clear what will satisfy him/her, then you may need to clearly explain the college’s policy or protocol.  If you have written materials provide them.  Don’t repeat yourself to make yourself understood. 
Difficult people often have strong opinions. Sometimes they’re right, but other times they might be wrong. And when they’re wrong, a more effective way to point this out is to ask questions rather than to make statements.  By asking questions, you might be able to help the person recognize the issues in his or her own position, with less risk of a confrontation. 

Try to step back and look at the situation from the outside looking in. As if you were an observer. This will help you see the bigger picture in dealing with difficult people. Looking from the outside in allows you to work at seeing a wider perspective in the overall situation. 
Don’t Allow Them to Engage You in an Argument

Don’t engage in arguments with students (or others).  Even if you're right, somehow, you'll end up being wrong.  Keep conversations as neutral as possible.  In dealing with difficult people you need not be a doormat, but you also need not be as rude as the other person is being.  Simply stick to the issue at hand and remain professional.  This doesn't mean you should give them carte blanche if they complain. What it does mean is that if you can't easily provide the assistance they seek or answer their questions, then you will need to either refer them to the appropriate office, politely ask them to leave if they are being disruptive, move them to a less public (but not private) area of the office or call for assistance.  You need to control the situation politely and directly.  Do not let your emotions take over--or allow the situation to devolve into yelling or shouting.  Many problems can be handled with the right tone of voice, but also know when to end a discussion.
Don’t Over-Promise and Under Deliver

Find out what the student (or others) is seeking as an end result.  Then be clear about possible resolutions.  Showing empathy in communicating with someone who is angry or aggressive can be effective, but don’t propose solutions to problems unless you have both the authority to do so and can deliver that promise consistent with college policy.  Know when to refer or seek additional guidance from a supervisor.  If you do need to refer, then facilitate the connection.  
Be Sure to Express Appreciation When Appropriate
Even if someone has a difficult personality and comes across as aggressive or defensive at the beginning of your interaction, if the situation is resolved express your appreciation for their understanding, or their listening, or their calming down.  If you do express your appreciation, do so sincerely (or not at all).
Document Abusive, Aggressive, Disruptive Interactions
Immediately upon resolution of an abusive or aggressive interaction with a student or others document the situation.  Be sure to identify date, time location and the names and status of those involved.  Write down what happened as factually and non-emotionally as possible.  This information should be provided to your BIT.
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