
Dealing with difficult people in
organizations:

intelligence approach
Stephen Dugguh, Ph.

Centre for Entrepreneurship and Service Learning,

Federal University, Kashere

sdugguh@fukashere.edu.ng

ABSTRACT

Understanding the significance of 
applying emotional intelligence (EI) to 
deal with difficult people is a key to 
building a strong, effective as well as a 
competitive team in the organization. In 
the corporate world, where one is 
watched for his behaviour and conduct, 
emotional intelligence is crucial for 
strong leadership, effective team 
building and organizational conflict 
resolutions. Difficult people and 
behaviours are inevitable in 
organizations and that is where the 
problem lies. The aim of the paper is to 
apply EI in dealing with difficult people 
and behaviour in organizations.
paper adopts the descriptive research 
method and reviews relevant literature
drawing largely on the work
Goleman, Yeung, Belak, Ford, Salovey & 
Mayer. Literature findings indicate that
applying emotional intelligence can be 
an effective strategy in dealing with 
difficult people. The paper 
recommends that managers should 
strategically apply emoti
intelligence in dealing with difficult 
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people and behaviour in order to change
the emotions and feelings of people to 
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goal accomplishment.  
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1. INTRODUCTION

What organizational leaders can and 
ought to do in order to motivate, bring 
out best performance and change 
employees is aged-old. However,
and managing people using emotional 
intelligence continues to 
leaders, managers and organizations. In 
today’s business environment which is 
dynamic and complex, value
processes are intangible resources and a 
web of relationships management 
based. For a leader to succeed, he must 
give attention to managi
intangibles and what may appear to
soft dimensions of intentions, 
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interpretations and identify which must 
be balanced with hard variables. 

In leading organizations to succeed 
considering the fact that leadership is 
both personal and inherently collective, 
a leader has to apply emotional 
intelligence in dealing with people 
especially the difficult ones. 
emotional intelligence is meant utilizing 
all emotions intelligently and embarking 
on the path of self-actualization. 
the key challenges in organization today 
is about helping leaders to act tangibly 
to support a positive emotional work 
climate on regular and ongoing basis. 
Unless a leader is isolated, he has to 
interact with people, creating and 
developing relationships both within 
and outside the organization. Managing 
relationship in workplaces has assumed 
a significant dimension because of the 
chain of relationships: m
supervisors, subordinates, customers, 
and other stockholders.

Developing an alternative strategy to 
mange relations other than the 
traditional approaches has become 
important because people spend more 
time in their work places. Therefore, 
finding an appropriate strategy in 
dealing with people different
people is crucial. In well managed 
situations, employees feel oblige
committed, on-board, motivated, 
satisfied and more productive. This is so 
because the employee feels valued: his 
needs are looked after and met, his ways 
of working after are accepted and his 
contributions acknowledged.  One way 
of managing employee relations and 
dealing with different peoples is the 
application of emotional intelligence. 

By emotional intelligence is meant the 
ability to identify, understand and 
mange moods and feeling
ourselves and other people (Yeung, 
2009)1.  In other words, it is the ability 
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to manage oneself and to build better 
relationships with others for a 
successful influencer. The success of a 
manger, his organization and profession 
depend largely on his ability to r
other peoples signals and react 
appropriately to them. Using emotional 
intelligence in dealing with in 
organizations is vital for organizational 
success. The objective of the paper 
therefore, is to assess the anchors that 
determine the emotional intell
and climate that shape the behaviour of 
people especially difficult people in 
organizations.

2. CONCEPTUAL CLARIFICATIONS

2.1 Difficult people and behaviour 

Difficult people abound in most 
organizations making them 
war zones. These people can complicate 
the work of a manager, drain his energy, 
compromise, his sanity, derail his 
projects completion time and may even 
destroy his career. They divert people’s 
attention from the real work of the 
organization, destroy morale and impair
retention, interfere with cooperation 
and information sharing.
behaviour is capable of causing ripples 
destroying the organization’s c
and affecting people far beyond the 
point of impact.

The ability to deal with difficult pe
and behaviour has significant impact of 
corporate success. Managers who are 
able to recognize difficult people quickly 
and understand what makes them tick 
will be in the best position to protect 
themselves and the organization. 
Difficult people are part of life and how 
they affect a mangers life and 
organization depends upon the ability 
and skills the manger develops to deal 
with them. This behaviour can impr
by taking significant step to find and 
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contain those who are most destructive. 
One of such steps is through the use of 
emotional intelligence.

2.2 EMOTIONAL INTELLIGENCE

Emotions are a complex state of feeling 
that results in physical and 
psychological changes that influence our 
behaviour. Emotion is often the driving 
force behind motivation: positive or 
negative. It is the positive or negative 
experience that is associated
particular activity. Emotion is also 
linked to behavioural tendency. For 
example, extroverted people are more 
likely to be social and express their 
emotions, while introverted peop
more likely to be more socially with a 
drawn and concealed emotion. 
Components of emotions may include: 
cognitive appraisal, bodily symptoms, 
action tendencies, expression and 
feelings. Others are anger, disgust, fear, 
happiness, sadness and surpris
Intelligence is the ability to learn about, 
learn from, understand, and interact 
with one’s environment.     

Goleman (1996)2 defined emotional 
intelligence as the ability to manage 
oneself and to build better relationships 
with others. He further 
emotional intelligence as a process that 
strip the ‘irrationality’ from 
emotionality, thereby enhancing 
‘managers intelligent’ and rational 
control. Emotional intelligence assumes 
that we can somehow quantify our 
ability to manage our emotions. Th
who are able to do it well are said to 
have a higher emotional quotient (EQ) 
than those who do not. Cooper & Sawaf 
(1997)3 had earlier added value to the 
definitions of EI by saying that
ability to sense, understand, and 
effectively apply the power and acumen 
of emotions as a source of human 
energy, information, connections and 
influence. Fineman (2004)4 believes that 
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being able to manage our emotions and 
make sense of the emotions of others 
within the bounds of our society and 
cultures is a key social skill, and one that 
is becoming increasingly valued by 
organizations. In addition, emotional 
intelligence is the ability to express and 
control our own emotions as well as 
understanding, interpreting and 
responding to emotions of others. 
Understanding when, for example, a 
friend or an employee was angry is 
referred to as emotional intelligence. 

Salovey & Mayer (1990
earlier given a comprehensive 
of emotional intelligence as
to monitor one’s own and other’s 
feelings and emotions to discriminate 
among them and use this information to 
guide one’s thinking and goal
behaviour’. The emotions can actually 
enhance rationality. They 
conceptualized EI into three branches: 
appraisal and expression of emotion, 
regulation of emotion, and utilization of
emotion. They further categorized the 
skills that encompass the main branches 
of EI as: flexible planning, creative 
thinking, redirected attention and 
motivation. Emotional intelligence is 
complex and in addressing
complexity, Salovey & Mayer
that:

The emotional intelligence person
attends to emotion in the path toward 
growth. Emotional intelligence involves 
self-regulation appreciative of the fact 
that temporary hurt feelings 
emotional restraint is often necessary in 
the service of greater objective, 
(1990.201).

Thus, negative or positive and painful 
emotions are seen as being inherently 
flawed or useless, but as a necessary 
component of personal growth. 
home their arguments, the cited an 
example of where a person helps others 

being able to manage our emotions and 
make sense of the emotions of others 
within the bounds of our society and 

ey social skill, and one that 
is becoming increasingly valued by 
organizations. In addition, emotional 

lity to express and 
control our own emotions as well as 
understanding, interpreting and 
responding to emotions of others. 

nding when, for example, a 
friend or an employee was angry is 
referred to as emotional intelligence. 

Salovey & Mayer (1990.189)5 had 
given a comprehensive definition 

as ‘the ability 
to monitor one’s own and other’s 
feelings and emotions to discriminate 
among them and use this information to 
guide one’s thinking and goal-oriented 

. The emotions can actually 
enhance rationality. They 
conceptualized EI into three branches: 
appraisal and expression of emotion, 
regulation of emotion, and utilization of
emotion. They further categorized the 
skills that encompass the main branches 
of EI as: flexible planning, creative 
thinking, redirected attention and 
motivation. Emotional intelligence is 
complex and in addressing the 
complexity, Salovey & Mayer5 assert 

The emotional intelligence person . . . . 
to emotion in the path toward 
Emotional intelligence involves 

n appreciative of the fact 
temporary hurt feelings and/or 

estraint is often necessary in 
the service of greater objective, 

positive and painful 
are seen as being inherently 

wed or useless, but as a necessary 
component of personal growth. To drive 
home their arguments, the cited an 
example of where a person helps others 



in the long-term, which may require self
sacrifice and even emotional endurance 
in the short-run. They further proposed 
four branches of emotional intelligence:

2.2.1 Perceiving emotions

To perceive accurately emotions is the 
first step in understanding emotional 
intelligence. Heller (2001)6 emphasized 
that important clues to people’s 
emotions can be found in non
behaviours such as gestures and facial 
expressions. Such body language 
behaviours may indicates indifference, 
defensiveness, resistance, forming 
behaviour with the speaker or 
withdrawal. 

2.2.2 Reasoning with emotions 

This involves using emotions to 
promote thinking and cognitive activity. 
Emotions help prioritize what we pay 
attention and react to people respond 
emotionally to things that gamer their 
attention.

2.2.3 Understanding emotions

The perceived emotions can carry a 
wide variety of meanings. For example, 
if a manager is acting angrily, it might 
mean that he is dissatisfied with the 
work of an employee or it might be a 
case of transfer of aggression 
from his wife, children, in-laws 

2.2.4 Managing emotions

Emotions are complex state of feeling 
that results in physical and 
psychological changes that influence our 
behaviour. They are often the driving 
force behind motivations, positive or 
negative associated with a particular 
pattern of physiological activity. 
Emotions are also linked to behavioural 
tendency. For example, extroverted 
people are more likely to be social and 
express their emotions, while 
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psychological changes that influence our 
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force behind motivations, positive or 
negative associated with a particular 
pattern of physiological activity. 
Emotions are also linked to behavioural 
tendency. For example, extroverted 
people are more likely to be social and 
express their emotions, while 

introverted people are more likely to 
more socially withdrawn and conceal 
their emotions. Components of 
emotions include: cognitive appraisal, 
bodily symptoms, action tendencies, 
expression and feelings. Eknam (1992)
on his part, classified emotions into: 
anger, disgust, fear, happiness, s
and surprise. These variables can be 
managed.     

Emotional management 
requires regulating emotions, 
responding appropriately to the 
emotions of others are all important 
aspect of managing
Goleman’s2 models of EI outline
constructs namely: self-awareness, self
regulation, social skills, empathy and 
motivation. The implication of this 
definition is that emotions can actually 
enhance rationality. They believe that 
emotionally intelligent individuals 
accurately perceive their emotions and 
use integrated and sophisticated 
approaches to regulate them as they 
proceed toward important goals. They 
realize that there is a bigger picture at 
work that dwarfs the limited perceptive 
that we all too easily confine ourselves 
by. 

Yeung (2009)1 further split EI into three 
domains. The first domain is self
awareness. This involves being able to 
identify moods and feelings in ourselves 
and understand how these affect other 
people. According to him, many people 
are blind to the true impa
have on others. The second domain is 
the self-direction. This involves altering 
those emotions and setting goals to 
someone’s advantage. The domain 
revolves around a person’s mental state. 
Knowing, for example, that a person is 
angry or tired and unhappy is not 
helpful enough but being able to change 
one’s mood to calm and enthusiasm. The 
third domain is the interpersonal sav
That is being able to identify and 
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manage emotional states in other 
people.  This is the skill of finding out 
what makes other people tick so that 
you can influence and persuade them. 
This is the dark art of pushing other 
people’s buttons and manipulating them 
to achieve goals. These domain
hierarchical in nature. Another domain 
relates to self-direction: alter
mood and emotions on demand. 

These domains lead us to organizational 
savvy – the application of the three skills 
of emotional intelligence to tackling 
teams and organization-wide problems 
and opportunities. In each of the 
contract of EI, Goleman2 included a set 
of emotional competencies defined as
learned capabilities that must be 
worked on and can be developed to 
achieve outstanding performance. He 
further posits that individuals are 
with general emotional intelligence that 
determines their potential for learning 
emotional competencies.
Petrides & Furnham (2003)8 introduced 
the concept of trait EI. They referred to 
trait El, as an individual’s 
perception of their emotional abilities. 
They emphasised that El encompasses 
behavioural dispositions and self 
perceived abilities, which have proven 
highly resistant to scientific 
measurement. To foster EI therefore, 
the manager must ensure that he i
leading by example, organizing training, 
stressing the consequences, measuring 
outcomes and teaching through bonding 
(regular interactions). 

3. DIFFICULT PEOPLE AND BEHAVIOR

One of the most important goals of any 
organization is to maximize employee 
performance in order to achieve 
organizational goals. But in carrying out 
this very important function, it must be 
realized that no two persons are the 
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BEHAVIOR

One of the most important goals of any 
organization is to maximize employee 
performance in order to achieve 
organizational goals. But in carrying out 
this very important function, it must be 
realized that no two persons are the 

same. People differ in many 
height, emotions, motivation, behaviour, 
feelings, levels of accomplishment and 
so on. They are complex in their 
behaviour: they may think and behave 
irrationally, they are at times 
uncoordinated, unorganised and in 
many cases, put forth a funn
towards other people and situations. 

The crux of organizational behaviour 
therefore is to identify and understand 
how people, groups and organizations 
behave. An essential part of 
understanding relates to recognizing the 
differences between people considering 
the fact that we are all different. These 
differences may be visible or they may 
be harder to see and recognize. 
Understanding these differences in 
people and recognizing that people are 
diverse is an important factor in 
appreciating how organizations operate. 

Research indicates that people join 
organisations to accomplish what they 
desire.  As managers, administrators, 
chief executive officers etc, we need to 
work or compromise with people who 
we perceive are difficult in order to 
succeed in the task of effectively 
accomplishing organizational goals.
cost of dealing with difficult people is 
negligible compared to the cost of 
leaving difficult behaviours and people 
unresolved. Since a manager devote 
much of his time and activities in 
dealing with difficult issues in the 
organization, care must be taken to 
attend to both real and perceived unfair 
treatment, emotional abuses, 
discrimination, disparate treatment, 
gender issues, cultural diversity, anger, 
hostility, or potential violence
2004).9

Difficult people are essentially those 
who inhibit the performance of others. 
Their behaviour, left alone, 
worse, affect more people and continue 
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to incur hidden costs for the 
organization. Difficult behaviours could 
be as a result of intentional thought, 
accidental or it may be sporadic and 
takes the organization by surprise. It 
may be ongoing and may be patterned. 
Difficulties basically arise as a result of 
needs: psychological, physical 
procedural which have not been 
satisfied. The needs that are capable of 
bringing about difficult people 
for control, recognition, affection, 
respect, and so on (Ford, 2001)

A difficult person may be one who:
constantly triggers other people
not listen to good advice, takes
work he/she has not done, wastes time 
with trivial issues, acts like a know
talks only about himself and c
criticizes others. In fact they may be 
termed as bulldozers, bullies, fire hose, 
waffles, silent types, indecisive, snipers
‘why me always’, ‘nothing is always’
(http://www.bethanyhome.org/dealing 
with difficult people.htm)
20.3.2014.

These people may be employees, 
conference/workshop participants, in
laws, customers, parents, suppliers, 
wives, students, teachers, husbands, 
children, managers, directors, next door 
neighbours etc. Unless you choose to 
live a life where you have no contact 
with anyone else, you will probably 
have to deal with one difficult person 
after another. Difficult people are 
everywhere. So, we must find a way of 
‘dealing’ with them as well as difficult 
situations in order to succeed in the 
organization and in life.

4. TYPOLOGY OF DIFFICULT P

a. No commitment to work: they put up 
an ‘I don’t care’ type of attitude
others.
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f intentional thought, 
accidental or it may be sporadic and 
takes the organization by surprise. It 
may be ongoing and may be patterned. 
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PEOPLE

they put up 
type of attitude towards 

b. Their performance is very low: 
are ineffective and inefficient
performance.

c. They put up traditionalist behaviour. 
They are unwilling to change and 
more interested in
unscientific methods in solving 
organizational problems.

d. They give excuses and argue ‘blindly’
advancing no superior argument
discussions.

e. They disrespect seniority, constituted 
authorities and the environment

f. They have a tendency to accommodate 
bad friends and associates.

g. They are very impatient
issues and to deal with people’

h. They are either extremely introvert or 
extrovert.

i. They have a propensity to tell lies
always finding reasons for their failure.

j. They exhibit a lukewarm attitude
toward work and people
enthusiastic, innovative and creative.

5. FACTORS THAT MAKE PEOPLE 
DIFFICULT

A numbers of factors may individually 
or jointly cause a person to be difficult. 
Basically, unfulfilled needs which 
manifests in poverty (no salary, 
rewards, poor farm output, under or 
unemployment), corruption: especially 
in Nigeria (which ranks very high on the 
world index of most corrupt nations),
autocratic leadership style
training, counselling, coaching and
mentoring, no or wrong promotion in 
the work place, oppression (
useful information, dependency 

is very low: they 
ineffective and inefficient in 

t up traditionalist behaviour. 
unwilling to change and are 

employing 
unscientific methods in solving 

ve excuses and argue ‘blindly’-
no superior argument in their 

seniority, constituted 
authorities and the environment.
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to attend to 
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syndrome), lack of motivation
(monetary or non-monetary) and so on.

6. OVERCOMING DIFFICULT PEOPLE 
USING EMOTIONAL INTELLIGENCE

Based on the works of Bacal (2000)
Ford (2001)10 and Belak (2004)
following strategies are put forward in 
dealing with difficult people: 

6.1 Realize that there will always be 
people in the organisation that will be 
difficult and obstruct you. Focus only on 
what you can change. Don’t take it 
personally. When an emotion is blaz
with anger, frustration, helplessness, or 
confusion over the actions of another 
person who is to be labelled as stupid, 
insecure, hostile, inferior, miserable, 
and so on it is pertinent not to take the 
actions as a personal issue. A person 
cannot change relationships by trying to 
control other people’s behaviour, but by
changing one’s self in relation to them.

            When we lose our self-control and 
restraints, the situation does not 
improve. It is more likely to get worse. 
Under these conditions, decisions made 
are not always the best, and lack the 
benefits of our creativity. The challenge 
here is to stay steady, stable and 
grounded to take on the most difficult 
behaviour.

6.2 Look at your behaviour. Why are you 
always been attacked or harassed? You 
may be     unknowingly attracting the 
wrong people with your own
Examine your past, evaluate your role in 
your assignments and look at it from 
another person’s perspective. Know 
your limitations and strengths.
questions often asked is whether the 
difficult behaviour is in conflicting 
positions or in the conflict between each 
person’s needs, desires, concerns, and 
fears. Interests should be reconciled 

), lack of motivation
) and so on.
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another person’s perspective. Know 
your limitations and strengths. The 
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difficult behaviour is in conflicting 
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instead of positions in dealing with 
difficult people.

6.3 Try to become more aware of your 
own perception of others. Be sensitive 
to the many different ways 
behave. Knowledge of interpersonal 
intelligence: the ability to distinguish 
from another person’s mood, feelings 
and motivations and h
interpersonal intelligence can go a long 
way in dealing with difficult people in 
the organization.

6.4 Choose your battle wisely. You 
would come to terms (compromise) 
with these people. Examine the situation 
and pursue a conversation
requires care listening. Listening is 
widely acknowledged as a core 
communication skill that affects the 
ways people prevent and resolve 
conflicts. Therefore, special efforts 
should be made to hear the other 
person’s side of the conflict issue. This 
validates empathy. If a person 
demonstrates willingness to listen with 
a minimum of defensiveness, criticism 
or impatience, he is giving the gift of 
understanding and at the same time 
earning the right to have it reciprocated. 
You have to suspend your needs to hear 
the other person out. This indicates that 
you are willing to listen. Effective 
communication is not accomplished by
simply taking turns to talk but requires 
very concerted effort at mutual 
understanding. It also requires an 
explicit feedback and confirmation until 
the other party has no doubt that the 
issues and positions are grasped. 
Further, emotional intelligence requires 
that you don’t have to be responsible for 
someone’s feelings to be aware of them 
and to acknowledge them.  

6.5 Pause for a moment and ‘breathe’: 
take a moment to think. This will be 
enough to avoid saying things that will 
only make the situation worse. Choose 

instead of positions in dealing with 
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your words carefully if a person proves 
difficult and confrontational.
react quickly to issues. Take time to cool 
off and gather your emotions. Give 
yourself time to think and remain 
focused on identifying the real needs 
and interests of the other person and 
yourself. Deep breathing and possibly 
counting up to ten is very important. 
Staying centred, steady and stable 
a strong foundation needed to resolve 
conflict and deal with the most difficult 
behaviour. Since it takes two to make 
things worse, energies should be 
devoted to problem solving rather than 
blaming the other person. We should 
also avoid labelling a person as bad, 
unreliable, unreasonable and so on.

6.6 Continue being as polite and 
accommodating as you can. A
good dose of honey can go a long way in 
defusing a potential confrontation’ is 
applicable. For example, when you 
remain pleasant and undisturbed, it 
makes it hard for the other person to 
continue being combative.
attack the problem, not the person. Try 
to understand what the actual problem 
is and generate possibilities for settling 
it. Don’t attack the other person and try 
to see the situation from their point of 
view. Verify assumptions, show respect, 
do not interrupt, and avoid using 
words that may inflame and worsen the 
situation. 

6.7 Talk to your peers about it
the third party approach. 
someone close to the difficult person 
can offer some insight on how to deal 
with him. Do not resort to petty gossips. 
Be careful when voicing your concerns 
to other people. If it gets around to the 
person who you have been having 
difficulty with, it will only make the 
situation worse. Remember that difficult 
behaviour may be intentional, 
aggressive, and extreme. When 
responsible discussions are not 
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it. Don’t attack the other person and try 
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Talk to your peers about it. This is 
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ful when voicing your concerns 
to other people. If it gets around to the 
person who you have been having 

it will only make the 
that difficult 

behaviour may be intentional, 
aggressive, and extreme. When 

discussions are not 

successful, it makes sense to approach a 
third party for help. Consider your 
manager, colleagues, friends and to 
some extent arbitrators.

6.7 Use of formal authority. The use of 
formal authority is appropriate as a last 
resort. When power is used, the 
manager wins and the other person 
loses. Unacceptable behaviour that does 
not change should be addressed as a 
disciplinary matter. Behavioural 
expectations should be embodied into a 
code and specify how infractions will be 
dealt with. Disciplinary procedures 
should be followed to defend a charge of 
discrimination.

7. OTHER USEFUL STRATEGIES FOR 
DEALING WITH DIFFICULT

7.1 Training and Counselling
employees is important to enable them 
develop the necessary skills on the job. 
Training involves activities
helping employees overcome the 
limitations, current or anticipated, that 
are causing them to perform at less than 
the expected (Hellriegel, Jackson & 
Slocum, 1999)12. Some of the training 
methods include job rotation, 
demonstration, work samples, lectures, 
tutorials, discussion groups, case 
studies, apprenticeships business 
games, conferences, workshops, 
learning, action learning, proje
working, and so on (Dugguh
Counselling involves helping an 
individual to improve performance by 
resolving situations from the past and is 
focused on achieving specific, 
immediate goals and providing support 
regarding employees’ personal concer
such as motivation and self
(Butler & Rose, 2011)14.

7.2 Mentoring: This involves helping to 
shape an employee’s beliefs and values 
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such as motivation and self-confidence 

This involves helping to 
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in a positive way; often a longer
career relationship from someone who 
has ‘’done it before’’. Mentoring is 
focused on career as well as personal 
development. Hellriegel, Jackson & 
Slocum12, opined that the mentee sets 
an agenda with the mentor providing 
the required support and guidance to 
prepare him for future roles. It is based 
on ongoing relationships that can last 
for a long time. Mentors can help resolve 
conflict because they are most often 
senior colleagues in the organization 
who provide advice and guidance about 
a variety of career-related concerns. 
This is useful in career advancement. 
Mentors also serve as role models that 
an employee can emulate and provide 
valuable advice concerning the styles of 
leadership favoured in the organization.

7.3 Conducive work environment
Comfortable, safe, attractive and decent 
working conditions: good work
climate, big office space and layout, air
conditioned office, computerized office 
system with telecommuting facilities 
and so on can go a long way in dealing 
with difficult behaviour. This is because 
employees may feel more comfortable 
and more motivated. These types of 
employees are emotionally balanced 
and tend to be more committed to work 
rather than to issues that can generate 
conflict in the organization.

7.4 Regular supervision
participation in decision making 
process: Employees need regular 
supervision in line with Herzberg 
(1964)15 motivation theory. Supervision 
appears as a hygiene factor in the theory 
and can serve as a satisfier. Further, 
employee participation in decision 
making instils confidence in them that 
the organization is well managed to the 
extent that it can succeed and commit 
employees to follow the leaders 
willingly and enthusiastically. 
Participation removes or reduces 

in a positive way; often a longer-term 
career relationship from someone who 
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motivation theory. Supervision 
appears as a hygiene factor in the theory 
and can serve as a satisfier. Further, 
employee participation in decision 
making instils confidence in them that 

naged to the 
and commit 

employees to follow the leaders 
willingly and enthusiastically. 
Participation removes or reduces 

conflict in the organization thereby 
making it easier to deal with ‘black 
spots’ that may arise.     

7.5 Recognition, praise and reward for 
appropriate behaviour: Employees need 
credit or praises for work accomplished 
in the organization. Those who perform 
jobs creditably deserve recognition, 
praise and rewards for good behaviour. 
These will prompt employees to
continue to put up good behaviour, 
promote team work and spirit. 
application of these motivational 
variables on the employee would make 
him to be emotionally balanced and 
become more satisfied and committed 
to enhance productivity in the 
organization.

Literature findings indicate that difficult 
situations and conflicts within the 
organization involving people revolve
around unfulfilled needs. These needs 
may be physical or mental.

8. EMOTIONAL INTELLIGENCE AND 
DIFFICULT PEOPLE: INTEGRATION

Once a person is able to aware of 
himself in terms of his strengths and 
weaknesses coupled with self
and control with a good interpersonal 
savvy, he would be in a better position 
to manage difficult people. The ability to 
acquire these skills is importa
managing difficult situations effectively. 
An individual who is lacking in 
emotional intelligence may not find it 
easy to deal with difficult people.
major highlight of this integration 
includes motivating oneself, boosting 
confidence, enhancing ones popularity, 
building effectiveness and lasting 
relationships and influencing other 
people within and outside the 
organization.
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9. CONCLUSION

Some studies indicate that managers 
spent 30-40 percent of th
activities on dealing with difficult
people and behaviour in the 
organization. A manager’s inability to 
effectively deal with difficult situations 
in the organization may result in a full 
blown organizational conflict that 
results in huge loss of productivity and 
adversely impact others who 
there. As earlier stated, no two persons 
are the same. We must expect surprises 
from people around us and be prepared 
ever than before to deal strategically, 
with difficult people:  employees, 
members and other stakeholders in the 
organization. Many people have gone for 
years without verbalizing their pains
discontent or irritation toward another 
person. The annoyance sits there inside, 
bubbling away and may result in 
complaining to the wrong people. 
Dealing with difficult people has today 
become a major problem in 
organizations that it has now become a 
course of study where one could
obtain a certificate on completion. This 
goes to show how difficult it may be in 
dealing with people who may have their 
feelings domiciled within them.

Dealing with difficult people also 
requires peaceful coexistence. We are all 
witnesses to the current trend of event 
that has bewildered the country: 
security challenges, high rate of 
corruption, rising rate of 
unemployment, poverty, high rate of 
school drop outs, labour unrests, and 
many other vices that make people 
difficult and to a larger extent, 
unmanageable and ungovernable. 
People must accept and respect 
differences and learn to forgive and 

Some studies indicate that managers 
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forget while taking stand with 
accountability and good govern
Nelson Mandela did in South Africa.

10. RECOMMENDATIONS

Based on the preceding, it is hereby 
recommended that emotional 
intelligence should be applied in dealing 
with difficult people and behaviours. 
Being able to identify, understand and 
manage moods and feelings in ourselves 
and others is important in dealing with 
difficult people. Unacceptable and 
problematic people and behaviour 
should not be rewarded to serve as a 
deterrent to others. In doing this, people 
should also learn to change 
relationships by changing themselves in 
relation to others. When deeply felt but 
unexpressed feelings take shape in the 
words that we share and come back 
clarified, the result is a reassuring sense 
of being understood and a grateful 
feeling of humanness with the one
understands. People should also be 
mindful of the things they can do to limit 
the chances of being labelled or 
perceived as difficult 
Inconsistencies and in-congruencies in 
decision making and achievable 
promises and commitments can lead to 
suspicion and mistrust which may not 
be healthy for the progress of an 
organization.
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