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This standardized template was developed by the Emergency Management Institute (EMI) Curriculum Management System (CMS) Working Group. The purpose of this template is to ensure adherence to curriculum development policy and guidelines outlined by the Department of Homeland Security (DHS), Federal Emergency Management Agency (FEMA), and EMI. EMI course managers have the option of providing a contractor with this template as a means of conveying course development requirements. The information provided by this template includes, but is not limited to:
· Dates and versioning information
· Flow and layout of the course material
· Proper use of FEMA and DHS logos
· Completeness of curriculum (template shows all applicable areas)
· Compliance with EMI, FEMA, and DHS policy
· 508 compliance (per EMI SOW Appendix A)
· Standardized branding (immediately recognizable as an EMI product)
This template provides both a requirement and an example for each section. The requirement outlines what is expected and can be identified by yellow highlighting. In contrast, the example is not highlighted and immediately follows the requirement.
In the example below, the highlighted text is the requirement and explains the purpose and intent, while the number “E000” is the example. The Developer will remove all highlighted text before submitting the final course deliverables.

Course ID; this number is the unique identifier for the course and is provided to the contractor by EMI:
(E000)



This template is considered a living document and is expected to be revised periodically. If you have any questions or concerns about this template, please contact the EMI Curriculum Management System (CMS) chairs: Mark Magers (mark.magers@dhs.gov) or Debbie Evans (deborah.evans1@dhs.gov).
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INSTRUCTOR PREPARATION
This part of the Instructor Guide (IG) provides instructors with administrative, logistical, and content support to prepare for and deliver this course. Early review of this section will help you to organize and deliver this course in an effective manner.

COURSE CONTENT
Goal
Please state the course goal in terms of how the participant’s behavior should change upon completion of the course material.

The purpose of this course is to provide the participants with the tools and confidence to become more effective in dealing with difficult people.
Objectives
Describe objectives in terms of actions or behaviors the participant should acquire as a result of this course. The objectives should be written in measurable terms.

Upon completion of this course, participants will be able to:
· Identify the behaviors of difficult people.
· Use various techniques for handling difficult people.
· Explain the differences in dealing with difficult people in crisis situations as opposed to non-crisis situations.
· List ways to recognize if you are being a difficult person.
Course Overview
Keep the course overview short and concise, but comprehensive enough to educate the course instructor on the course theme.
 
This course focuses on identifying the behaviors of difficult people and recognizing that they are found in nearly every situation. This course reviews the do’s and don’ts of dealing with difficult people, and the importance of effective communication skills in dealing with difficult people. The challenges of working in a crisis situation and the aspects of a crisis that can trigger difficult people are discussed with approaches to take when responding to difficult people in a crisis situation.


TARGET AUDIENCE
Be very specific even for groups within the Federal government.

The audience for this course consists of all FEMA personnel at temporary field facilities such as Joint Field Offices, Area Field Offices, Disaster Recovery Centers, Long-Term Recovery Centers, National Processing Service Centers, etc. This includes Disaster Assistance Employees, Cadre of Reserve Employees, Local Hires, and Permanent Full-Time Employees. 
Required Prerequisites
Include courses that are required prior to taking this course. In addition, list any educational requirements or prior job experience needed before the participants may take this course.  

Participant must complete E001 (Intro to Templates) before taking this course.
instructors
Please be specific. If the course manager elects to use the minimal number of instructors, please describe the impact this will have on the course objectives.

One or two instructors are needed to deliver this course. A single instructor teaching the course may be challenged when supporting a large number of groups 
Qualifications
Include educational requirements, job experience, and prior classroom experience needed to successfully deliver this course.

Instructors will be experienced Disaster Field Training Office (DFTO) Training Unit Leaders, Training Specialists, or Program Subject Matter Experts with previous experience working in a Joint Field Office (JFO). If you are inexperienced, request that an experienced instructor co-teach the first session with you.
Methodology
Describe the delivery medium and various options for course delivery.

This course is designed for delivery in the classroom. Lecture, discussion, and multiple application activities have been designed to enable participants to learn, practice, and demonstrate their knowledge.


Duration
Describe total training time and break down each course unit in the following table.

This course has been designed for approximately 16 hours of delivery. This time includes presentation of all material and making use of Level I and II evaluations.
COURSE AGENDA (These are example times only)
	Day 1

	Unit 1:
	50 minutes
	Introductions and Course Overview

	Unit 2:
	4 hours
	EMIS-Overview

	Unit 3:
	3 hours
	Getting Started



	Day 2

	Unit 4:
	3 hours
	The EHP Project Technical Review

	Unit 5:
	4 hours
	Lab Practicum

	Unit 6:
	40 minutes
	Quality Assurance/Quality Control


Preparation Checklist
Pre-delivery Administrative Duties
List all items the instructor must acquire prior to delivering the course. If possible, provide timeframes for each item (i.e., how far in advance should the instructor acquire the item).
· Obtain the course roster.
· Download and print course materials.
· Make the appropriate number of copies of all needed items. (See Instructional Materials section.)
Pre-delivery Instructor Preparation
Describe from the instructor’s perspective how he or she should prepare for course delivery.
Your preparation has a direct impact on training effectiveness. Use the following steps during your preparation:
Read the Instructor Guide and the Student Manual thoroughly.
Complete all exercises and be prepared to answer any questions that participants may ask.
Draft your own notes in the white space around the margins in the Instructor Guide. Adding personal experiences helps illustrate course concepts.
Using This Manual
This section is normally not changed; however, the developer may add to this section.

This manual has been formatted to facilitate course delivery. Key features include:
Instructor Note: “Instructor Notes” provide information such as preparatory directions and other helpful directions.
Icons: Icons are seen throughout this document and are used to assist in transitioning between delivery methods (see icon key below).
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Classroom Setup and Facility Requirements
List all elements of classroom setup, including table arrangement and group size for each table.
Classroom
Distribute Student Manuals in classroom.
Tables (each large enough to seat a minimum of five people) should be set up.
Ensure visibility for all participants.
Supplies and Equipment (Consumables)
List all supplies needed to successfully deliver the course.

The following supplies and equipment are needed:
Instructor Guide
Student Manuals
Projector, screen, and computer (visuals)
Easel paper, easels, and markers
Masking tape
Name cards
Pens and pencils
Instructional Materials
Use this section to list all course material to include handouts; all material should be listed in the below table.

Course materials include Instructor Guide, Student Manual, handouts, and visuals. See the following table for print instructions.

	[bookmark: _Toc256163086]Requires Copying
	[bookmark: _Toc256163087]Unit Affiliation
	[bookmark: _Toc256163088]Item
	[bookmark: _Toc256163089]Quantity
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	n/a
	Instructor Guide 
	(Instructors: one each)

	[image: ]
	n/a
	Student Manual
	(Enrolled participants + 1*)
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	n/a
	Visuals 1 through 28
	n/a

	[image: ]
	n/a
	Evaluations
	(Enrolled participants)
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	n/a
	Test
	(Enrolled participants)


*Extra Student Manual intended for instructor reference.
Evaluation
List the evaluation methods used for this course; EMI follows the Kirkpatrick model.

This course uses Kirkpatrick’s Level I and II evaluation tools.

Level I: The DFTO Evaluation Sheet will be used to document participant feedback on overall quality of content, instruction, and facilities. The evaluation sheet uses a 1–5 rating system, with 5 being the highest. At the conclusion of the course, collect the evaluations and return them to the Training Unit Leader.

Level II: This evaluation involves measuring and assessing learning that has taken place. Participants will demonstrate their proficiency in applying knowledge and/or skills learned. Hands-on exercises and a multiple-choice test have been chosen as assessment tools for this course. Provide feedback to participants following exercises and the test.
Supporting Publications (References)
The following materials are intended for instructor use and are supplemental; however, each reference supports the course material. Use them to support or increase your understanding of the material in this course:
Psychiatric Association, 1400 K Street, N.W. Washington, DC 20005, insert name of publication.
Christiansen, Martha Dennis, Ph.D., 2000. Dealing With Difficult People, University Counseling Services, the University of Iowa, Iowa City, Iowa.
Department of Mental Health Services, 1990. Crisis Intervention Manual  St. Elizabeth Hospital, DC General Hospital Complex, 1900 Mass. Ave. S.E. Washington, DC  20009.
Federal Emergency Management Agency, FEMA, 1995. Stress Management Manual.
Media Partners Corporation, 1996. The Difficult Guest. Advent Business Forms, Tukwila, Washington.
California State University, Counseling Services, 2006. Dealing with Difficult People. http://www.csustan.edu/counseling
Texas Coop Extension, Texas A&M University, Human Resources Department. 2006. Dealing with Difficult People. http://agtraining.tamu.edu/ttvn-training-handouts.htm
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Visual 1.0
	The following pages show a recommended layout for an EMI course. However, the course manager may (at his/her discretion) modify this section to suit individual needs. 
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	ADMINISTRATIVE
· Review class rules and safety items:
· Emergency exits
· Restrooms
· Turn pagers and cell phones to vibrate
· Timesheets
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Visual 1.2
	COURSE GOAL
The goal of this course is to provide the participants with the tools and confidence to become more effective in dealing with difficult people.
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Visual 1.3
	course objectives
Identify the behaviors of difficult people.
Describe different techniques for handling difficult people.
Explain the differences in dealing with difficult people in crisis situations.
List ways to recognize whether you are being a difficult person.

	[image: ]
Visual 1.4
	INTRODUCTIONS
· Have participants introduce themselves:
· Name
· Position/organization
· Disaster experience
· Course expectations
Transition to Unit 1.

	
	

	[image: ]
Visual 1.5
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	DIFFICULT PEOPLE
Today we want to gain confidence in dealing with difficult people.

Ask participants to volunteer experiences with difficult people using the following questions. Remind them to not use names.

Use these questions to help participants organize their responses.
How did you manage the situation?
Was it resolved?
How did you feel afterward?
Don’t spend a huge amount of time here. There will be additional opportunities for people to share experiences.
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	IDENTIFYING DIFFICULT PEOPLE (30 minutes)
Ask participants for examples of where they might encounter difficult people.

After some examples, discuss the fact that difficult people are found in nearly every situation. Difficult people may or may not intend to be difficult. In either scenario, a resolution is required. (Learning Check, Question 2)
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Visual 1.7
	Everyone is difficult at some point in time.
There are difficult people in every situation.
We all react to situations differently, and we may not realize we are being difficult.
Difficult people do not just go away.
Now that we know that difficult people could be anywhere, let’s study who they are so we can identify them.

	
	

	[image: ]
Visual 1.8

[image: Discussion Question Icon]

[image: Easel Chart Icon]
	Ask participants what types of behavior make a difficult person.
(Objective 1, Learning Check 3)

Record the answers below on an easel chart. Suggest the behaviors not named below and add them to the list.

Answers:
Bullying
Knowing-it-all
Constantly complaining
Being impatient
Being negative
Being arrogant
Being stubborn
Being silent
Leave the list displayed and transition to the group activity.
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Activity 1
	ACTIVITY 1: Describing DIFFICULT BEHAVIORS
(Objective 1)
Allow 20 minutes for this activity.

Divide the class into eight groups. There should be as many groups as there are behaviors.

Assign a behavior to each group. Use the list from page 9.

Provide a piece of easel chart paper and markers to each group.

Conduct activity as follows:
1. Have groups write their behavior at the top of the paper.
2. Ask groups to come up with a picture or symbol to draw on their paper which resembles their behavior.
3. While one person draws the picture, have the other members of the group brainstorm actions displayed by their behavior.
4. Underneath their drawings, list three actions that describe their behavior.
5. Have each group hang its paper on the wall and present its picture and behaviors to the class.
Leave each behavior hanging on the wall. Behaviors will be referred to later in the course when explaining tips on dealing with difficult people.

	
	

	
	Some difficult people do not possess these behaviors. They may have specific reasons for being difficult on any given day.
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	Ask participants to identify why people become difficult.
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	Record answers on an easel chart.
(Learning Check, Question 4)

	
	

	
	Answers may include:
They are frustrated.
They feel offended.
They are unsatisfied.
They are confused.
They are having a bad day.
They feel betrayed.
They have financial problems.
They have marital problems.
They have work problems.

	
	They were promised something that wasn’t delivered.
Someone was rude to them.

	
	

	
	Realize that difficult people are not necessarily difficult as a result of your actions. It is important to recognize there are many reasons why this person may be displaying difficult behaviors. They may usually be a difficult person or they may be reacting to a difficult situation. Either way, we need to learn how to effectively deal with difficult people. 

The next lesson will teach us various methods to deal with difficult people. 
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	HOW TO DEAL WITH A DIFFICULT PERSON (30 minutes)
Refer participants to “Do’s and Don’ts”.

Review the Do’s and Don’ts” listed below and provided in the Student Manual. (Objective 2)

The following are some things to do and not do when dealing with difficult people. 
Do: 
Stay calm, cool, and caring. 
Listen. 
Let them talk. 
Find the source of difficulty. 
Take responsibility. 
Be ready to apologize, even if it’s not your fault. 
Set limits on what you will tolerate. (“It is okay to be angry, but it’s not okay to yell at me.”) 
Be consistent and continue to act professionally. 
Ask for their help. 
Issue a resolution. 




	
	DoN’T: 
Take it personally. 
Try to “cheer up” the person. 
Argue with them. 
Laugh or joke at them. 
Analyze them. 
Give orders. 
Fake attention. 
Tell them “It’s not as bad as it seems.”
Overreact.
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	non-verbal communications
Dealing effectively with difficult people involves effective communication skills. It is important to use verbal skills AND non-verbal actions. 

Let’s review the key points of non-verbal communications.

	
	Review the following key points on non-verbal communications:
Voice Tone – Never show anger; use a calm, soothing tone.
Body Language – Show you’re attentive with good posture.
Facial Expression – Don’t scowl; use good eye contact.
Gestures – Don’t cross arms; use an “open” position.
Touch – Never touch an upset person.
Swearing – Never use profanity.

	
	

	
	The same cues from non-verbal communication may provide you some ideas from the difficult person as to a specific behavior. 

Regardless of the behavior or cues, one needs to be able to effectively handle the situation.

	
	

	[image: ]
Visual 1.12
	L.A.S.T.
L.A.S.T. refers to Listen, Apologize, Solve, and Thank. This is an effective formula for dealing with difficult people. Each step is simple. It is an easy-to-follow formula while under pressure. 
(Learning Check, Question 1) 

	
	Review the following key points on the L.A.S.T. acronym:
Listen
Listen. Don’t interrupt. Even if you know where they are going, hear them out. Let them vent their feelings and listen attentively. The more you understand them, the easier it will be to resolve the situation.
Apologize
Sometimes you have to apologize even if you are not at fault. You may need to apologize on behalf of someone else even if it is the difficult person at fault. An apology helps you win back your good will and gets the person on your side.
Solve
You’ve listened and apologized, and now it’s time to solve the problem. Even in cases where fixing the problem is out of your control, demonstrate that you take responsibility to do what you can. In this step, you take control back from the difficult person to make things better. 

	
	Thank
Common courtesy and good manners are powerful gestures. Thank the difficult person for:
Bringing the problem to your attention.
Having patience in working with you to solve things.
Keeping humor or positive attitude while you’ve worked together.
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Activity 2
	ACTIVITY 2: APPLYING L.A.S.T.
Refer participants to “Case Study-Applying L.A.S.T.”

Divide the class into four table groups. Give each group a different scenario.

Allow participants 10 minutes to complete their group worksheet.

Ask a participant from each group to provide suggested responses to each L.A.S.T. step.
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CASE STUDY: APPLYING L.A.S.T.
Scenario #1: 
The Logistics Chief makes a request of the Planning Chief. The Support Branch Director in Logistics needs a document which will show specialized information. He needs it by late in the afternoon today. He has prepared a rough draft. The Logistics Chief is asking for planning to more or less follow this example, but to structure the report officially and add more information. 

The Planning Chief can see immediately that there are some inaccuracies in the draft. He gives the assignment to Documentation Unit Leader Pat, asking her to put her work on hold and respond to this request. A few hours later, Pat takes a finished document to the Support Branch Director, as requested. 

The Support Branch Director glances at the document and responds as though he’s offended. He says the figures (based on the original document) are all wrong. He says “Why do we need a document unit anyway?”, and goes on to state that his section has already done its own report. He snaps the document into the folder, hands it back to Pat, and stands there with arms folded, while glaring. 
Worksheet: 
Write a brief script for Pat, applying the L.A.S.T. technique.



L.	



A.	



S.	



T.	
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	COURSE SUMMARY
This unit includes the following:
Review of Course Goal 
Review of Course Objectives
Review of Expectations and Learning Accomplishments
Evaluation
· Learning Evaluation – Written Test
· EMI Evaluation Sheet
Questions/Answers/Suggestions?
Certificates
Course Goal
The goal of this course is to provide the participants with the tools and confidence to become more effective in dealing with difficult people.
Course Objectives
Are you now able to:
· Identify the behaviors of difficult people?
· Use various techniques for handling difficult people?
· Explain the differences in dealing with difficult people in crisis situations as opposed to non-crisis situations?
· List ways to recognize if you are being a difficult person?
Expectations
Have your course expectations been met?





	
	Evaluation
You will now take the final test.
Please complete the EMI evaluation sheet.
· It’s very important to complete this sheet.
· Written comments are very helpful.
Course Closing and Congratulations
Please ask final questions, make suggestions or observations about the course.



Course Summary	IG-23
image2.wmf

image3.wmf

image4.wmf

image5.wmf

image6.jpg




image7.gif
DF315

Dealing with
Difficult People





image8.wmf

image9.wmf

image10.jpg




image11.gif
E000

Resident EMI
Template





image12.gif
Administrative

* Emergency exits

* Restrooms

* Pagersi/cell phones
* Timesheets

Visual 1.1





image13.gif
Course Goal

To provide the participants with the tools and
confidence to become more effective in dealing
with difficult people.

Visual 1.2




image14.gif
Course Objectives

* Identify the behaviors of difficult people.

* Describe different techniques for handling
difficult people.

* Explain the differences in dealing with
difficult people in crisis situations.

* List ways to recognize whether you are being
a difficult person.

Visual 1.3





image15.gif
Introductions

* Name

* Position/organization
* Disaster experience
* Course expectations

Visual 1.4





image16.gif
Difficult People

Everyone has dealt with a difficult person.
* How did you manage the situation?
* Was it resolved?

* How did you feel afterward?

Visual 1.5





image17.gif
Identifying Difficult People

Where might you encounter difficult people?

Visual 1.6





image18.gif
Identifying Difficult People (continuea)

* Everyone is difficult at some point in time.
* There are difficult people in every situation.

* We all react to situations differently, and we
may not realize we are being difficult.

* Difficult people do not just go away.

Visual 1.7





image19.gif
Identifying Difficult People (continuea)

What types of behavior make a difficult
person?

Visual 1.8





image20.gif
.60
SR
Activity 1:
Describing Difficult Behaviors

Allotted Time: 20 minutes

Visual 1.9





image21.gif
How to Deal with a Difficult Person

Do’s and Don’ts

What are some things to do and not do when
dealing with difficult people?

Visual 1.10





image22.gif
How to Deal with a Difficult Person

(Continued)

Non-Verbal Communications





image23.gif
How to Deal with a Difficult Person

(Continued)

L.A.S. T.

Listen
Apologize
Solve

Thank

Visual 1.12




image24.gif
L 6
o
Activity 2:
Applying L.AS.T.

Allotted Time: 20 minutes

Visual 1.13





image25.gif
Course Summary

Template Instructions: Complete text not
reflected on this visual due to size
limitations.

Visual 1.14





image1.png




