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ABSTRACT 

In fact, problems people, in a manager perspective, was difficult to handle for organizations because of its 

complexity. However, the majority of business which are the driving force of economy in Thailand are facing with 

this problems people in office. Therefore, it is imperative to investigate this problem in a small scale and for small 

business management. The aims of this research were to understand problems people in small business and small firms 

as well as to offer suggestions for proper handle problems people for small business and small firms. 

In order to find the answers for this research objectives, a qualitative research study was conducted which 

was conducted by using an in-depth interviewing with 12 informants. Six of them were managers of small business 

and other six were from academic and policy makers who involved with the work of small business and government 

policy.  They were asked to provide information on how to handle problems people in small business. Contextual 

analysis and both primary data and secondary data from focus group and findings of many researches were also used 

for data analysis and findings. The result of this study revealed that problems people affected the success of small 

business as well as affected the key success of small business. However, key success of small business often related 

to the composited characteristic traits of the small business. Problems people affected the effectiveness of leadership, 

communication, productivity, people skills, and teamwork. The suggestions from this study to handle difficult people 

in office included be calm and realize that it can’t be change, build rapport, treat a person with respect, focus on what 

can be done, and be positive and  create positive environment.  
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Introduction 

Since the purpose of this study is to trigger action with difficult people in the office, it is 

very important to focus on those areas most relevant to your immediate development. People with 

negative attitude often blame the world, blame other employees, blame the management policy, 

and blame the organizations. These negative people criticize no matter what. They often create 

unnecessary chaos, complexity, strife, and stressful situation.  

It is important to understand the professional ways to handle the most difficult situation in 

the office with the most difficult people. In fact, in the modern world of business, difficult people 

are everywhere. They might be customers, co-workers, family members, boss, and so on. These 

difficult defy logic and have many negative consequents and negative impacts to have them 

around. In many situations, these people seem to have high satisfaction from creating chaos from 

their behavior and keep repeating their negative behaviors.  



Many studies and many findings suggested that to remain calm and positive thinking are 

among the best way to manage situation as well as to manage our own emotion from difficult 

people in office. Managing ourselves in times of high stress situation is one of the best leadership 

qualities or one of the key success of the modern world of business.  

 

Research Methodology 

There are five important steps of conducting this study: define research problems, set up 

research purposes or aims, use the qualitative method, obtain results and discussion, and finally 

offer suggestions. In order to obtain the findings and answers to this research objectives, a 

qualitative research study was chosen for the purposes. The study was conducted by utilizing an 

in-depth interviewing with 12 informants who have some experiences dealing with difficult people 

in the office. Six of them were managers of small business, whereas, the other six were from 

academic and policy makers who involved with the works of small business and government 

policy.  The sample group were asked to provide information on the characteristics of difficult 

people and the actions they did that causes the problem as well as how to handle problems people 

in small business. Contextual analysis and both primary data and secondary data from focus group 

and findings of many researches were also complying for data analysis and to reach the findings 

and discussion. 
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Findings 

By using the method of in-depth interview, the findings of this study can be reported that 

problems people directly and indirectly affected the success of small business as well as affected 

the key success of small business such as teamwork, job satisfaction, work environment and in 

turn, affected the productivity, performance, and profitability. However, key success of small 

business often related to the composited characteristic traits of the small business. Problems people 

in the office can affect the issues of the effectiveness of leadership, communication, productivity, 

people skills, and teamwork.  

From the focus group discussion, it can be reported from the experiences of the focus group 

that there are some of the most frequent actions taken by problematic employees in the small office. 

 

1. Being rude and disrespect others 

2. Always having bad attitudes 

3. Know it all and never listen 

4. Inappropriate and negative comments 

5. Communicate with angry or hostile tones 

6. Shouting, throwing things, and slamming the doors 

7. Giving insensitive remarks 

8. Verbally abusive towards others 

9. Physically abusive towards others 

10. Threatening unreasonable litigation 

 

Suggestions 

The suggestions from this study to handle difficult people in office included be calm and 

realize that it can’t be change, build rapport, treat a person with respect, focus on what can be done, 

and be positive and  create positive environment.  

The suggestions in the office that the supervisors should take effective ways to handle the 

difficult situation from difficult people. The first step is to identify problem. Write it down what 

happen and what is the damage? Who are involved in the situation? Then, there must a constructive 

discussion aims to solve the problem, not to blame and allow the difficult person to react to the 

discussion meeting. Second, it is vital to document the discussion and if possible video tape the 

situation, the meeting, and the discussion. Finally, the last step is to follow up with the difficult 

person. The situation may continue and need to monitor and feedback and discussion. Patience is 

the key of success.  
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