
 
 

Dealing with Difficult People 
Four Roles and Response Styles 

Role Type Do Think Feel Strategy 
Bully 

 
1. Aggressive     

 2. Passive 
Aggressive 

 

   

 3. Instigator    

 4. Hostile Advocate 
 

   

Hero 
 

5. Warrior 
 

    

 6. Thread-Bearer, 
Unsung Hero 

   

Victim 
 

7. Real 
 

    

 8. Perceived, Injury 
Collector 

   

 9. Masochist 
 

   

Witness 
 

10. Bystander 
 

    

 11. Good Citizen 
 

 

   

 12. Troublemaker 
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What are your Triggers?  
Why things set you off 

 
Incident Autopsy  

Please put on your red stilettos and love yourself enough to be brave and honest 
 

Please ponder how you handle your people pet peeves on your very worst day. Jot dot the facts about a recent incident. 
Include when, where, who participated, noting what everyone did to contribute. Ask yourself: 
 
1 .  What happened? 

 
 
  

 
 

2. How did I react? 
 
 
 

 
 

3. How am I difficult for others?  
 
 
 

 

4. Why did this set me off? 
 
 
 

 

5. Do I owe an apology? 
 
 
 

 

6. What needs doing now? 
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Assertive Communication 
Four Response Styles 

Response 
Styles 

Aggressive Passive Aggressive Passive Assertive 

Difficult 
Personality 

Know-it-all 
Bully 
Narcissist 
Angry person 

Whiner-Complainer 
Gossip, Saboteur 
Blamer 
Yes, but… 

Professional victim 
Leave me Alone 
It’s not my Job 
Quitters 

Identifies the issues 
Fact-based 
Clear expectations 
Speaks up productively 

Behavior Aggressive verbally, 
physically, sexually, 
financially, spiritually, 
emotionally 

Saboteurs 
Not accountable 
Can’t take a stand 
Yes, but doesn’t do it 

Stay in the background 
It’s not my job 
Contribute minimally 
Say nothing 

Relaxed, Pleasant 
Understanding 
Neutral, Direct 
Clear, Accountable 

 
Questions and Statements for any Response Style 

 
 What’s the issue?  You have a point. Since we cannot go back in time, let’s 

focus on what to do now. 
 How could we do this better? Improve? 

 
 Let’s give the other team members a chance to… 

 Could/Would you expand your idea with more specifics?  Could we put this on the table? Discuss it later? 
 How could we/would you handle this situation? 

Consequences? How could/would affected people respond? 
 Shall/could we reexamine our …mission, goals, objectives, 

strategies, plans, agenda? 
 How could we make it more interesting, successful, useful, 

practical, creative, viable, robust….? 
 What part do you want to play? Would you be willing to…? 

Could you…? 
 Could you give me a specific example? 

 
 What do you think others could/would say or do?  

 I’m not following; please walk me through it again. 
 

 What are the risks? Downsides? Potential problems? 

 What are the facts? How could we get more information? 
Are there other sources of information?  

 Is this what you are saying?  

 Is that the only interpretation of the facts? Could we recheck 
the information or verify it independently? 

 I agree, that is an issue… I’ve had a similar experience… 
and… 
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