
Managing
Difficult

Interactions
Expert Solutions to
Everyday Challenges

Harvard Business Press

Boston, Massachusetts



Contents

Mentor's Message: Why Learn How to Manage Difficult

Interactions? ix

Managing Difficult Interactions: The Basics 1

What Are Difficult Interactions? 3

Helpful information about why managers avoid dealing with

difficult interactions at work.

Examples of difficult interactions 5

Removing barriers to dealing with conflict 6

Understanding that improvement is possible 8

What Causes Difficult Interactions? 9

Insights into the many kinds of differences that can trigger

difficult interactions.

Differences in positions and interests 10

Differences in perceptions, motivations, and styles 11

Differences in life experiences and cultural backgrounds 11



Deciding Which Difficult Interactions to Address 17

A process for prioritizing the conflicts you encounter at work.

Determining whether you're part of the problem 18

Examining your motives 19

Identifying important relationships 20

Gauging the chances of improvement 20

Step 1: Assessing the Facts 23

Suggestions for clarifying what's really happening during a conflict.

Sharing perceptions of what's going on 24

Discovering intentions 26

Acknowledging contributions to the problem 27

Step 2: Addressing the Emotions 29

Strategies for dealing with the intense negative feelings that conflict

raises.

Identifying your feelings 31

Reframing destructive thoughts 33

Expressing feelings productively 35

Step 3: Managing Threats to Your Self-Image 37

"" Tips for helping yourself and others deal with self-image threats.

Understanding the threat 38

Handling the threats 40

Helping others handle self-image threats 41

vi Contents



Step 4: Solving the Real Problem 43

Helpful ideas for removing the problem behind a difficult interaction.

Framing the problem productively 44

Sharing and listening 44

Developing a plan for change 47

Helping Your Employees Manage Difficult Interactions 51

Recommendations for mitigating conflict among your direct

reports.

Deciding whether to intervene 52

Facilitating resolution 53

Coaching employees to improve their skills 56

Tips and Tools 59

Tools for Managing Difficult Interactions 61

Worksheets to help you identify the source of a conflict, decide

which difficult situations to deal with, articulate differing percep-

tions behind a difficult interaction, assess your effectiveness in dis-

cussing a conflict, create a plan for change, and resolve a difficult

interaction between two employees.

Test Yourself 69

A helpful review of concepts presented in this guide. Take it before

and after you've read the guide, to see how much you've learned.

Answers to test questions 73

1 Contents vii



To Learn More 77

Further titles of articles and books if you want to go more deeply

into the topic.

Sources for Managing Difficult Interactions 83

Notes 85

For you to use as ideas come to mind.

viii Contents


