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ABSTRACT

If you improve your ability to read and respond to
nonverbal communication and to hear and respond to
the hidden meanings in what your teams and clients
say, then you can deal with many difficult
facilitations. In this workshop and paper, you will
learn an easy system for categorizing the behavior
that you see, apply your observations to help your
groups proceed smoothly through the VE process,
brainstorm solutions to specific types of interpersonal
problems, and develop the confidence you need for
dealing with tough facilitations.

DIFFICULT PEOPLE
AND THEIR IMPACT ON FACILITATIONS

The VE Process can be thwarted by disruptive
individuals who are resistant to change, the process,
and/or intervention by individuals outside of their
immediate organization. One way to understand how
to deal with difficult people is to understand their
preferences, fears, and natural tendencies under
pressure. Another way to cope with difficult people is
to understand your own natural style as a VE
facilitator.

To improve your interaction with difficult people,
it helps to take the behaviors you observe during
your facilitations and analyze them. The analyses will
yield strategies for coping successfully with these
behaviors.

The top difficulties reported anecdotally for
facilitations relate to interaction problems, including:
excessive aggression or passivity, resistance to
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change or procedure, off-task distractibility or
inability to focus, and preoccupation with details and
lack of structure, such as during brainstorming. Let’s
examine these one at a time.

Excessive Aggression: Overview

VE facilitators may encounter individuals who
compete with you for control and influence. In
general style, they are loud, combative, critical,
verbal, and anxious to run the meeting in their own
way via strong suggestions to the VE facilitator.
Under pressure, they may even be belligerent or
manipulative. Subtlely manipulative individuals may
seem like saboteurs. Their focus is on dominating
and getting tasks done. They fear being viewed as too
soft and losing social status. At their best, they
contribute many VE ideas. At their worst, they
compete for power with the VE facilitator.

They affect the VE session by being disruptive
and challenging, often creating a negative tone and
defensiveness in the VE facilitator. They can cause
quieter team members to inhibit their participation
for fear of harsh, public criticism by these aggressive
individuals. They will struggle with brainstorming
because they want to judge ideas quickly. On a
subtler level, aggressive individuals can use sarcasm,
side-bar conversations, and clever insults to assert
themselves inappropriately.1

Excessive Aggression: Solutions

One of your first actions for dealing with a very






