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Challenging Behaviors
(Trainer Copy)

What might cause the different challenging behaviors listed below?

How can we deal with these behaviors in a positive way?

Remember: The problem is with the behavior, not the person!
Advanced Learners – Already knowledgeable about the topic, asks questions that are too advanced or off topic.
Ask them to be a coach, involve them, give them additional self-directed exercises, acknowledge what they know, refer them to a more advanced class.
Slow Learner – Doesn’t have the necessary prerequisites, unable to grasp new concepts and ideas.
Be patient and encouraging, empathize, tell them you are learning new skills too, offer them more basic exercises, pair them with a more advanced participant, don’t take the control from them, try to get them caught up during breaks, use an assistant.
Latecomer – Arrives late to class. 

Might have forgotten about the time of class, had an emergency, or be juggling too many commitments, send out a reminder (email or phone) the day before class, don’t wait too long for late participants, start with an icebreaker or introduction.
Quiet One – Has a quiet voice or does not get involved in group activities.

Might be shy or nervous, or be overwhelmed by new information, stand further away (not closer), hand up to ear, ask class if they can hear, be careful not to embarrass them, check in with them during a break, allow them to be quiet.
Scowler – Makes a serious or angry face during class, 
Might just be concentrating on work, don’t take it personal, check in at a break, don’t be misled by nonverbal communication.
Talker – Talks to their neighbor often. 

Might not realize they are being distracting, Ask them (or the person next to them) a direct question, tell them you are glad they are excited about the material but that they are being distracting, let them know when they will have time for practice and discussion, ask them to share what they are excited about, make eye contact, move closer to them.
Monopolizer – Asks lots of questions, interjects personal stories, requires lots of personal attention from the instructor, doesn’t give others an opportunity to talk.

Might just be looking for recognition or acceptance, interject with a summary of their views and then move on, acknowledge the value of their comment, say that you appreciate their participation, but it is time to move on to the next topic, ask to hear from someone different in the class, check in with them during the break, let them know you want to give people who are more shy or less knowledgeable a chance to participate, give them something to do (like as an assistant).
Know-It-All – Always offering their advice or opinions. 

Might just be looking for recognition, give them recognition, respond neutrally if they contradict you, try not to just tell them they are wrong, refer them to a more advanced workshop.
Interrupter – Frequently disrupts the class by asking questions or making comments at inappropriate times.
Might be seeking attention, briefly respond and break eye contact, let them know that some questions might be better asked during a break, use a “parking lot” for questions that are out of place, try to refocus them on what the workshop is for, let them know you only have so much time.
Doesn’t Want to Be There – Doesn’t participate in activities, doesn’t pay attention, acts in a disruptive manner. 
Might be attending workshop to meet a requirement, try to take learn what they are interested in and work that into the workshop, remember that you cannot please everyone all the time, try to talk to this person individually and see if there is some way that you can help.
Long Breaker – Returns late from break. 
Might not be attentive to time, give a specific time for the break to end, write that time on the board, use an online countdown clock, announce the end of the break with a bell or with music, give a reward for people back on time.
These examples have been adapted from The Accidental Technology Trainer: A Guide for Libraries by Stephanie Gerding (Information Today, 2007). 
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