Dealing With Irate People

Be Assertive – 3 Steps
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· Show you listen and understand, e.g. 
“I appreciate what you are saying.”

“I see your point, however…”

“I understand that...”

“I can see that you are frustrated by this delay…”

“On one hand I agree with you…”

“I understand that you’re angry about this matter …” 

· Say what you want/feel, e.g. 

“I think the best option is for us to go back through the paperwork”

“It is a totally unacceptable situation and I feel quite embarrassed”

· Say what you want to happen, e.g.

“Is that okay?  When is convenient for you?” 

“I’m going to deal with this personally myself”

Examples

· “I appreciate that you’ve been delayed and I’m sorry it has taken this long to get the paperwork resolved.  It’ll only be another 10 or 15 minutes.  Can I ring you when it’s complete, Mr. Rook?”

· “On one hand, Mrs. Grace, I agree with the point you’re making.  On the other hand, I can’t authorise that one.  Tell you what - let me talk to my Manager and I’ll give you a quick ring back.  How does that sound?”

· “I understand what you’re saying about the miscommunication between yourselves and the insurance company.  However I can assure you, Mrs. York, that we have done our best to explain the issues to them.  Tell you what, let’s get the Insurance Manager on a conference call now, and see if we can iron out these difficulties.”
Remember…

· Assertiveness shows empathy for the other party.

· It allows you to get into a workable compromise with the other person – trying to get a solution that you are both happy with.

· You have been clear and honest in your communication, but showed respect for the other person’s point of view.

Other Tactics

· Do not interrupt

· Remember the person is not likely to be reasonable at the height of their anger.

· Let them ‘get it off their chest’.

· Then you can start to negotiate.
· Apologise

· Apologise sincerely.

· Don’t apologise too often, it can become meaningless.

· You can apologise for a situation without taking any sort of blame: “I’m sorry that you feel like this, Jane”; “I’m really sorry it s come to this”.
· Manage your emotions

· Be objective.

· Do not take it personally (otherwise you may be in the wrong job).
· Physically

· Count to ten.

· Take deep breaths.

· Remove your frustration by talking the episode through with a colleague or the other half tonight!
· Take control

· Be assertive.

· Ask relevant questions.

· Get the information right.

· Take notes.

· Listen carefully to what is being said.

· Questions

· Angry people will be annoyed even further by probing questions if they see them as irrelevant, or not a contributing factor to solving their immediate problem.

· Keep the person informed as to why you need certain information.
· Use the Person’s Name

· This can often help pacify irate people, as long as you don t use it too often.

· See it as a challenge

· You have to have the right attitude.

· People will respond to you in a rude way if you are rude!!

· If you do react in a negative or rude way you may well be in the wrong job.

· Knowledge

· You have to be confident.

· Knowledge goes a long way when dealing with someone who is angry, because they can see that you can take control and rectify the situation.

· Voice
· Keep well paced and at a ‘normal’ volume. The tendency is to ‘mirror’ the other party i.e. raise volume and speed.
· Body Language open
· Have no barriers such as desks.

· Arms open and uncrossed.

· Fingers open and unclenched.

· Face the person.

· Give plenty of eye contact.

· Raise the eyebrows.

· Smile when you get any sort of agreement.
· Resolve the situation away from other customers/clients
· Invite into an office to sit down.
· Gradually encourage customer to walk away from the till point.
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