

DEALING WITH DIFFICULT PEOPLE
Dealing with Difficult People - Self-Assessment Questionnaire
We all face difficult situations in business. They come from customers, suppliers, team members and others. These aren’t “difficult people”, but if they challenge us as individuals then we find them difficult.
People react to the way you treat them so the way you approach someone will be reflected in their behavior. The more capable you are when dealing with others, the more positive the outcomes will be.
But do you know yourself?
By answering the questions in this assessment, you’ll gain insight into the way you manage those who you find challenging. This will help guide you to become more skilled when facing challenges.
Look at the following statements. Decide how they describe your usual behavior and check off the columns that apply most closely.

	
	Never
	Hardly Ever
	Some-times
	Mostly
	Always

	I have a positive attitude
	
	
	
	
	

	I am honest with others when something goes wrong
	
	
	
	
	

	I know how to manage my anger
	
	
	
	
	

	I understand why I react the way I do in challenging situations
	
	
	
	
	

	I listen carefully to what others say before intervening
	
	
	
	
	

	I am careful to deliver bad news as sensitively and as kindly as I can
	
	
	
	
	

	I give people the time they need to express their feelings
	
	
	
	
	

	If a customer shouts at me out of frustration, I can see that it’s not a personal attack
	
	
	
	
	

	I take the time to calm myself before speaking to an irate customer
	
	
	
	
	

	I have a support network in place for when I get stressed at work
	
	
	
	
	

	I am fully prepared to acknowledge when I’m in the wrong
	
	
	
	
	

	I take full responsibility for my actions and don’t blame others
	
	
	
	
	

	I am focused on finding solutions to every problem
	
	
	
	
	

	I help people understand the point without my sounding impatient or irritated
	
	
	
	
	

	I try to find common ground in situations when there’s a dispute rather than take an opposing viewpoint
	
	
	
	
	

	I’m respectful of people’s feelings and know they may be different from my own
	
	
	
	
	

	I know how to calm an aggressive conversation
	
	
	
	
	

	No matter what the situation, I feel comfortable around someone in tears
	
	
	
	
	

	I know my limits when trying to calm an enraged person
	
	
	
	
	

	I follow up on promised actions 
	
	
	
	
	

	TOTAL for each column:
	
	
	
	
	




TOTAL SCORE: _________________


Scoring
Rate yourself using the following scores:
Never = 1
Hardly ever = 2
Sometimes = 3
Mostly = 4
Always = 5

Score of 75-100. You’re skilled and experienced in managing challenging situations with “difficult” people. You’re also aware of yourself and your emotions and how they influence a situation. Keep learning as you can always improve

Score 55-74. You have some skill when dealing with people you consider “difficult” and a certain level of self-awareness. Identify where your weaker areas are and think about what you could do to improve your scores. 

Score 54 or under. You’re either very honest or you’re underestimating yourself. You need to do more work on understanding yourself and your emotions as well as how to manage other people’s emotions and what makes them “difficult”. Come up with an action plan and follow it.




Action  
Write down what you plan to do to improve your scores:
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