Dealing with people who won’t take ‘No’ for an answer 

When people ignore your right to refuse, they often become persistent in making their request.
They use ploys like the following to get you to change your mind:

· ‘Are you sure about that?’ ~ questioning your judgement.
· ‘It wouldn’t half, um...get me out of a hole if you .....’ ~ non-assertive pleading.
· ‘Oh go on. I’m sure you can!’ ~ aggressive (sometimes ‘fatherly’) bullying
· ‘You’ll leave me with a terrible problem.’ ~ blaming you.
· ‘But you did it for us last time.’ ~ quoting precedent.


In pre-digital days, this technique was called the Broken Record. If you’re a vinyl user - all well and good. Otherwise I refer to it as the Persistence Technique. It’s a way of making your needs known to another person without getting angry or loud because they are not really listening to what you say or are attempting to side-track you.

How to use the Persistence Technique
You repeat what you want to say in the form of a simple statement over and over again, ignoring all the side issues, until the other person really hears you and either agrees or offers to compromise.

It is useful when:
· you are absolutely clear about your rights in a situation
· you feel strongly enough to be persistent
· the person you are dealing with is awkward or manipulative.

Before you use the technique:
· be sure about your rights
· identify exactly what you want
· decide on a clear, simple statement
· make sure the other person is listening
(You may need to use the technique to make sure the other person is listening before you move on to your main message by saying:
“I’d like you to listen to me.”
“I don’t think you’ve heard what I’m saying. I’d like you to listen.”)

While using the technique
· Repeat the statement calmly and confidently after every response that does not address your statement. People can often bring up side issues.
· Acknowledge any other issues that the person brings up, but do not talk about them, then continue to repeat your main message and persist.

If an important side issue comes up you can say “I want to talk about that as soon as we settle this.......” and make sure you go back and address the side issue after your issue is dealt with. 

Tips

· Do keep calm, otherwise it can seem like you are being argumentative.
· Do keep your voice steady and slow.
· Don’t keep saying exactly the same thing.
· Don’t get side-tracked.
· Don’t let the other person manipulate you.
· Don’t let yourself be distracted by things that aren’t relevant to exactly what you are talking about.
· Don’t be drawn into an argument.
· Don’t tell lies.




· If the other person doesn’t really seem to be listening or understanding what you are saying, ask them to give you feedback, using such phrases as “What do you think I’m saying?”
· Make sure your body language matches your verbal language. You need to look as if you mean what you are saying.



Teacher	I really don’t believe I’m patronising. They’ve got issues. They’re the ones who are oversensitive. It’s them you should be trying to develop, not me.

Headteacher  	No, Chris. I’ve just given you three different instances, from three different interviews, where staff fed back they found you patronising.

Teacher   		I don’t know how you can say this to me. Do you find me patronising?

Headteacher  	The focus here is on the impact you made at interviews for other teaching roles, not how I find you.

Teacher	  	But do you find me patronising?

Headteacher  	Our relationship is established. The important point here is that people in other schools are not offering you the post and one of the key reasons is that your attitude is patronising. It’s important that we concentrate on the impact you make on others and how to make sure it’s the impact you want.

Teacher	That’s all very well for you to say. I don’t know how to do that or what they’re talking about.

Headteacher 	 	How can you find out?

Teacher	               I don’t know. You tell me.

Headteacher  	Let’s continue this conversation when you’ve had some time to think things through and have some suggestions about how to go forward. We can’t really move forward Chris, if you rely on me to tell you what to do.

Teacher 	              Oh very helpful. I was hoping you’d support me in getting another job.

Headteacher  	             I do support you. I’m supporting you now. Let’s continue this conversation once you’ve reflected specifically on what others might have perceived as patronising during the interview process. I’m around all tomorrow afternoon. We could meet then and focus on those points.

Teacher                         Hmmm
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