
 Conflict Resolution - Winning With Difficult People - Personality Styles - DISC 
 
Why are some people, be they friends, clients, family or co-workers, so difficult to deal 
with? How can I talk to them without getting mad? What, if anything, did I do to create a 
tense situation and cause them to lose control? 

The reality is we all have difficult people in our lives. Professionally, they are clients or 
colleagues, or our boss. Personally, they can be people we live with or gave birth to! 

People become difficult for a variety of reasons – some of them justifiable. Perhaps their 
needs are not being met, or they have experienced poor communication or service. 
Perhaps the culprit is the lack of authority to deal with the problem, and they resent 
having to always defer to someone else.  

Some people are quick to anger and take their frustrations out on the nearest person they 
perceive as lower in status than themselves. And, we let them. Worse yet, we react 
negatively by taking their anger personally. We get angry right back at them, and "fire the 
client" by being difficult ourselves. In other words, we have successfully become the 
problem. 

There are two primary types of conflict. One is performance-based. This type of situation 
is caused when a person's work performance -- whether it's an issue of quantity or quality 
-- is not meeting expectations. It creates stress and problems for everyone. 

The second type of conflict is relationship-based. You don't get along with the client or 
business associate for various reasons, but particularly because the other person's 
behavior and personality clash with your preferred communication style. In your opinion, 
they might be overly aggressive or demanding, too detail orientated, or just slow to 
respond. 

Ironing things out 
When you find yourself in a tense situation, one solution is by "results management." 
You should work to become very clear about what the problem seems to be, write it 
down, and work on creating constructive win-win solutions. 

The fact is that we have choices ranging from doing nothing and continuing to feel guilty 
about possibly causing the situation, to changing our attitudes about the other person and 
the event. Our attitudes can range from, "That's just the way they are and I can live with it 
because it's not about me," to a full-blown decision to resolve the situation once and for 
all! 

If you decide to try to iron out the situation, you will have to meet or talk with the other 
person. When you do so, seek to understand them and ask lots of questions. Also, keep 
these strategies in mind: 

* Focus on what happened, not who caused it. 



* Assume a positive intent by them (it may just be that their personality style does not                        
allow them to communicate effectively). 

* Let them know your positive intent -- you want to find a solution. 

* Reinforce what your shared goals are. As the client, their goal is what they hired you   
for; yours is to create and deliver the service. 

* Set a time frame for solving a problem when it arises; let nothing stay unresolved. 
Conflicts are best handled within 48 hours. Remember how bad you felt the last time you 
had a difficult situation and then how good you felt when it was resolved quickly? 

* Resolve to learn from the situation and share your findings with everyone involved so it 
does not happen again. 

* Both parties should commit to changing the cycle of conflict. This might mean more 
frequent communication until trust is re-established. 

Remember, everybody is different in how they manage others and in their expectations 
for how they in turn are managed and supported. You must have different solutions to 
every situation. As Abraham Maslow said, "If the only tool is a hammer, you treat 
everything like a nail." This article suggests several tools, but the best tool is having great 
communication and clarity every step of the way. 

A final reminder: there are two main sources of difficult behavior – the other person, or 
you. Make certain you are not the cause of it! 

Personality Styles 
The easiest way to reduce conflict is to know the other person's basic personality style 
and use it on them! Here is a short but simple way to "read" them. 

The "Director." Direct, strong-willed, to the point, sets lots of goals, makes decisions, 
wants results and punctuality. Can be seen as aggressive. Solution: Go directly to the 
problem, be specific about actions and results. Don't waste their time 

The "Inspirer." Fast-acting, fast-talking, a high-risk taker, competitive, personality plus. 
Exerts influence with high verbal skills. Solution: Talk about ideas, use energy and listen 
to them. 

The "Supporter." Passive and slow to change, flexible about time, cares about people. 
Help is his or her middle name. Gets the work done. Solution: Talk with them to them 
about them. Pace their concerns, take away their fears of being challenged. 

The "Critic." Analytic by nature, number cruncher, well-organized, inquisitive, slow 
acting, low risk taker, follows the rules, co-operative, creative. Solution: Be accurate, 
collect information, show logic and link steps 



             
       DISC PERSONALITY STYLES MATRIX 

                                            How to Recognize and Win 
 

              Dominance             Compliant              Steadiness               Influencing 
              (DIRECTOR)                 (CRITIC)                 (SUPPORTER)               (INSPIRER) 

 VALUE              THE JOB                      THE JOB                  THE PEOPLE                THE PEOPLE 
 
What they           Results                  Standards                       Friendliness                   Verbal skills                                  
look for:              Aggressiveness              Details             Amicable people             Flexibility 

              Goal orientated                                                    Consistency 
 

Action                 Achievers                       What? When?              Accommodating              Social recognition 
tendencies:         Don’t supervise              Where? Who?              Sincere appreciation        “Look at me” 

              Acts quickly                   How? Why?                 “How’s the family?”                                                                       
              “Here’s what                 “Reassure me”                         
                should be done” 
 
 

Motivating          To be challenged           Accuracy            Stability                           Recognition 
needs:                  Control                  Time to analyze           Time to adjust                  Flexibility 

               Power              to changes                      Options 
              Authority               Freedom/speech 

 
Your reaction     Overpowering               Very quiet                  Soft fuzziness                    Impulsive 
to their                 Intimidates                    Indifference               Vague on objectives          Selfish 
communication   Alienates                   Passive                      Low power                        Egomaniac 
style:           Low business skills           Thoughtless 
 
They fear:            Being taken                   Imperfection               Being challenged             No Social 

               advantage of                  Careless acts               Changes                            Recognition 
               Personal criticism         Anger            Personal rejection            Criticism 
                  Changes 
 

Characteristics:   Create results                Well organized           Passive                              Talkative 
                Take charge                  Detail oriented            Slow to change                 Enthusiastic                    
                Create change               Must justify change                                              Idea person 
                     Likes change 
 

When stressed     Openly hostile               Critical           Slow down more              Get emotional 
they become:       Bossy, Loud                   Strict           Sulks             Overly sells 

               Impatient                   Wants to be                Wants to check out           Opportunistic 
               Aggressive                     left alone  
               Expressive 
 

Your recovery     Be specific                     Be accurate                 Talk with them                Talk about ideas 
skills with them: Talk about action           Show logic                  Pace them             Use enthusiasm 

               Talk about results           Link steps                                                     Listen to them 
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