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Coping with Difficult People, Chapters 4-6: Study Guide
	Questions
	Answers

	(a) What are the key behaviors of the Clam?  


	

	(b) Why do Clams behave the way they do?
	

	(c) What are the two types of non-verbal signals?
	

	(d) How can you get a Clam to talk? 
	

	(e) What should you do when a Clam finally opens up?
	

	(f) What should you do if a Clam never opens up?
	

	(g) What are the key behaviors of Super-Agreeables?
	

	(h) Why do Super-Agreeables behave the way they do?
	

	(i) What techniques can you use to deal with Super-Agreeables?
	

	(j) What are the key characteristics of a Negativist?
	

	(k) Why do Negativists behave the way they do?
	

	(l) What techniques are there for dealing with Negativists?
	

	(m)  What distinguishes productive contingency planners from Negativists?
	

	(n) What distinguishes Complainers from Negativists?
	

	(o) Why is it important not to rush to propose solutions to a Negativist?
	

	(p) What is a horror floor?
	


