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All The Rage?

We all get frustrated by the pressures of life but some people, it seems, get into a rage
all the time. So how can we manage and deal with other people’s anger without getting
into conflict ourselves? Here Carole Spiers looks at anger management in the
workplace.

Rage is all around us. Road rage, desk rage, computer rage, air rage, trolley rage. So what do
you do when you find yourself in a situation which has suddenly got out of hand?

Of course some people will do all they can to avoid conflict. As a result they may find
themselves backing away from situations where they should ideally be taking control or may
find that their own situation or neutrality is compromised. So what alternative strategies could
they be following instead?

There are three basic ways to resolve conflicts. In negotiation the parties will discuss the
issues themselves and produce a solution. In mediation a third party helps the disputants
discuss the issues and produce a solution. And in arbitration, a third party reviews each
party’s case and makes a decision.

But there is a fourth way, which is even more productive and helpful — prevention. Conflict can
often be prevented from arising in the first place by the use of good, assertive communication.

What this requires is that people feel safe to explore their concerns and be assured that they
are being genuinely listened to. In this respect it is not enough simply to pay attention. People
need to know that the listener is paying attention and understanding what they are saying. This
is achieved by using 'active listening', 'empathy' and other skills appropriately. Let me outline
the essential skills that can be used in this area of prevention.
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e Empathy is a way of understanding what someone tells you by entering their world, seeing
things as they see them, and communicating your understanding to them so they can see
that you understand (or are at least doing your best to do so). This does not include saying
"l understand exactly how you feel." The skills of active listening and paraphrasing in
particular can help to show empathy, as can an acknowledgement of the person's present
emotions, e.g. "l can see that has made you angry" or "l can see how upset you are."

e Active listening consists of ensuring the person can see signs that you are paying proper
attention to them. Good eye contact should be maintained, and you should nod and use
frequent minimal prompts (*hmmm, yes, | see,” etc.). Body posture should be relaxed and
open - perhaps slightly leaning forward and looking alert. Facial expressions should be
appropriate and matching the person’s mood.

e Paraphrasing involves putting what someone has said into your own words and saying it
back to them. It enables you to check your understanding of what they have said and for
them to correct you if necessary, but it also allows them to actually hear that you have
understood what they are saying. A paraphrase is a very powerful tool in establishing an
empathetic relationship. Paraphrases very often begin with the word “so ....”. You do not
need to paraphrase everything a person says but an occasional paraphrase, particularly of
something important, is very helpful.

¢ Using open questions. An open question is one that cannot be answered by a "yes" or
"no". Open questions usually begin with the words “how”, “what”, “where” or “who”. Try to
avoid 'why', as it is inclined to make people feel defensive. Generally, open questions have

the effect of helping people to move on and explore their concerns in more detail.

e Summarising means giving a short summary of what a person (or group) has said. A
summary is longer than a paraphrase and is often used at the end of a discussion to sum
up and pick out themes or particular concerns. It can be used to check that you have
understood a lot of facts, especially if someone is confused or is confusing you. Using a
summary can help you and the person/group to put facts in the right order, reduce
confusion and focus on the more important parts of what has been said.
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Using silence. This is not an easy skill, as many of us feel silence is awkward and have to
say something to fill it. Silence can often be used to allow an individual or group to reflect
for a moment on what they have just said or are going to say next, and so move the
discussion on in the direction they wish.

Focusing. This skill involves helping individuals to pick out a major concern from a number
of issues so that this can then form the focus of the discussion. In this way it addresses the
tendency that some people have to flit from subject to subject, possibly avoiding the most
important issues.

Reflecting. This involves picking out a single word or phrase and using exactly the same
word or words back to the person with a slightly questioning inflection. The word or phrase
reflected should be one with an emotional 'load' behind it, and reflecting this back to them
will often have the effect of causing the person to explore what is behind it, thus moving the
discussion on.

Challenging/reality testing. This skill involves helping someone to see a discrepancy
between their perception of what is happening and reality. Sometimes people have a faulty
perception of things they have done or how others perceive them, and they be helped to
examine the reality by careful questioning. You may ask them, for example, what evidence
there is to support their negative view, and so help them see things from a different
perspective.

These skills will do much to help people express their feelings
and so help reduce the chance of a conflict escalating but how
do you deal with anger as and when it occurs?

This can be very difficult, and your own response to someone
else's anger will be affected by how anger was dealt with in
your own family and upbringing. For example:

e If you were frightened as a child by angry outbursts you are
likely to feel frightened when someone is angry.

e |f your family sometimes shouted at each other and then
forgot it and moved on, you are likely to feel reasonably comfortable with anger.

e |f anger was seldom expressed in your family you are likely to feel confused and
inadequate.
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There are some things you can and cannot do when confronted by an angry person that may
help to calm things down. It does not help to try to defend yourself or your company, to get into
an argument or become angry yourself. It may help to break eye contact — as two people both
refusing to drop their eyes is very confrontational. It is also likely to make the situation worse if
you are confrontational, invade the other person’s body space or give them a verbal trigger
that escalates the difficulty.

Using the skills described above allows a person to express their anger and you to
acknowledge how they feel. Ask open questions to try to find out exactly what they are angry
about. Tell them you are sorry they are feeling like that and, if there is something that has been
done to contribute to how they are feeling, an expression of genuine regret will help. It also
helps if you can agree with any part of what they are saying and acknowledge that this could
be making them angry.

As Charles Handy says in ‘Understanding Organisations’ (1999), “Neglected, conflict is like
weeds, it can stifle productive work”. But when conflict is dealt with constructively, people can
be stimulated to greater creativity that can lead to a wider choice of actions and more
beneficial outcomes.

Top 5 Anger Management Tips

e Try to differentiate between current and ‘regressed’ anger. If you’re angry with someone
for more than 20 minutes, the chances are they’ve triggered a response to something
that happened to you in the past, that may not even be their fault.

e Think about the person you’re angry with. Will you still be angry with them in an hour,
tomorrow or next week? If not, why ruin their day — and yours?

e Try to relax. Take some deep breaths and calm down. Maybe ‘count to ten’. Get your
emotions back under control and try to think rationally.

e |f you'’re still angry, try using exercise as a release for your emotions, and to stimulate
the production of endorphins that will improve your mood. If this isn’t an option, find
somewhere private where you can ‘shout out’ your anger, or call a friend who you can
offload your emotions to.

e Remember: nobody ‘makes’ you angry — it's your choice whether that's how you
respond. And you’ll almost certainly feel happier with yourself if you deal with your
anger positively and forgive them, rather than letting anger get the better of you.
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Stress-Management Training, Workplace Counselling

And Consultancy At The Service Of Top Corporations

‘Our mission is to empower organisations to achieve sustainable success through a healthy
corporate culture’ Carole Spiers

Established in 1987, the Carole Spiers Group (CSG) has established a valuable niche in the field of
workplace stress management, working both in the UK and internationally, to bring proven benefits to
clients such as Abbey, Tecom (Dubai) Health Education Authority, Sainsbury’s, Rolls Royce, Walt
Disney, Panasonic UK, Unilever, Marks & Spencer, Debenhams, IIR (Middle East), London
Underground, TiE Dubai, Accenture, the Bank of England, W H Smith, AXA Insurance, Zawya (Dubai)
and many others.

CSG consultants have introduced, into these organizations and companies, anti-stress measures that
have decisively shown to have improved productivity and competitive advantage through healthier
employees working in a healthy corporate culture.

With a network of professional consultants, trainers and a nationwide Employee Counselling team,
CSG are uniquely equipped to advise professionally on both the human and the legal aspects of
workplace stress, including workplace bullying, organisational change, violence, post-trauma, internet
gambling, and absenteeism.

Training Courses, Coaching and Employee Counselling Service
Specialist stress management courses, individual coaching for all employees
o Professional counselling for stressed employees and post-trauma cases
J Demonstrating ways to de-fuse a crisis by eliminating stressor-elements
o Reading whole workplace situations, through experience on blue-chip business

Media Commentator, Columnist and Intemational Motivational Speaker

CSG are regularly called for professional comment by the BBC, Sky, CNN and other media as well as
being a regular contributor to the UK national press e.g. Guardian, Financial Times, The Times,
Observer, trade press and professional journals.

Carole Spiers is a weekly columnist for Gulf News (Dubai) on managing corporate stress and human
resources issues and is the author of Tolley’s ‘Managing Stress in the Workplace’ — industry’s bible on
stress management published by LexisNexis"~.

She is an Expert Witness before the UK Courts and launched National Stress Awareness Day on
behalf of the International Stress Management Association of which is she is a Vice-President. Carole
is also the President of the London Chapter of the Professional Speakers Association.
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Quick And Easy Access To Our
One-Stop Training Toolkit Systems

ready for use today!
PowerPoint slides - download the slides instantly to your computer
Delegate workbook for copying in any number for your audience

‘Cool it!' ‘COOL IT...! Anger Management & Conflict Resolution’

Bo e 4 bl .

Unless properly managed, anger and conflict in the workplace can lead to untold
damage to both the organisation and the individuals involved.

Anger, violence and aggression are the antithesis of creativity, productivity and respect.
Use this trainer tool-kit to help to minimise the former - and maximise the latter.

‘HURRY....HURRY....Every Second Counts!

Discover the secrets to controlling the time-based pressures that lead to stress.

The growing pressure on your time...........

The toll it takes on your mind and body every day................

A time management trainer tool-kit that examines the true and false dynamics of urgency.

‘THE COMPLETE WHAT-WHY-WHEN OF PRESSURE AND STRESS’

You're being asked to improve stress-awareness in your organisation. But it's not
practical or cost effective to employ a specialist trainer for your courses. You need ‘The
Complete What-why-when of Pressure & Stress’, the specialist training pack by Carole
Spiers. Adding the authority and impact of a top international stress expert to your own
training programme.

‘BACK OFF’... Combat Bullying & Harassment in the Workplace

Take the lid off workplace bullying with this gold-mine of expert advice crammed into one
great product. You need ‘Combat Bullying & Harassment in the Workplace, the specialist
training pack by Carole Spiers. Adding the authority and impact of a top international stress
expert to your training programme. .

‘TRAUMA STRIKES WHEN IT LIKES!.... so be ready for its effects

Get to know the basics of trauma management now with this ultimate Trauma support
package — ideal for distributing to your management, training employees and setting up
Post-trauma support intervention teams. It clearly itemises the symptoms of PTS,
helping you to spot problems early, and giving you the opportunity to adopt a proven
strateqgy for solving them.

AND DON’T FORGET..........
‘POSITIVE ACTION AGAINST STRESS’...instant Stress Relief tips

.3 Get to know the basics of stress control now with this introductory pocket manual —

bbb ideal for distributing to your management, handing out at seminars or including in
delegate packs — and with customised elements and branding if you prefer. User-

friendly listings and diagrams will give your staff an introductory overview of a complex

subject — clearly itemising the roots of stress, helping you to spot problems early, and

giving you the opportunity to adopt a proven strategy for solving them as part of your

corporate anti-stress policy.

All products are available at http://tinyurl.com/29mnnm

Email: info@carolespiersgroup.co.uk Tel: +44 (0) 20 8954 1593
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Books

TOLLEY'S 'MANAGING STRESS IN THE WORKPLACE' by Carole Spiers.

Comprehensive Bible for Managers, Health & Safety, Personnel and Occupational Health
Advisors. Right now, this is all you need for in-depth specialist knowledge of stress.

E-books

‘TAKING THE STRESS OUT OF DRIVING’
This e book contains advice for both drivers and their passengers. It is intended as a
constructive tool to help make journeys less stressful.

e Use it before and after a journey as a reminder of key

e SAFE driving points.

‘THE SILENT SCREAM’ - Coping with the short and long-term effects of trauma.

Defining Trauma and diagnosing Post-Traumatic Stress Disorder
Treating the physical, mental and behavioural symptoms of PTSD.
Seeking professional help and building up your support network.

Action Planner

"ot oo oo ‘WHAT TO SAY WHEN YOU DON'T KNOW WHAT TO SAY! - At your wits end!
e et What everyone should know about how to improve his or her conversation skills
carle Spiers In this workbook, you will get proven tips, tools and tactics to improve your
¢ communication skills.

Audio
‘MANAGE YOUR PRESSURE EFFECTIVELY BEFORE IT TURNS TO STRESSY

Hear Carole on this audio CD and learn how to wrestle it down, gain control of your
day, and live the ‘work hard, play hard’ life others only talk about.

All products are available at http:/tinyurl.com/29mnnm
Email: info@carolespiersgroup.co.uk Tel: +44 (0) 20 8954 1593

Carole Spiers Group
International Stress Management & Employee Wellbeing Consultancy
Gordon House, 83-85 Gordon Ave, Stanmore, Middx. HA7 3QR. UK
Tel: + 44 (0) 20 8954 1593 Fax: + 44 (0) 20 8907 9290
E: info@carolespiersgroup.co.uk W: www.carolespiersgroup.co.uk

Sign up to receive our FREE monthly Stress Management updates — www.carolespiersgroup.co.uk/subscribe.html Page 8 of 9
© 2007 www.carolespiersgroup.co.uk info@carolespiersgroup.co.uk London office : + 44 (0) 20 8954 1593 UAE cell : 055 917 9827




™, Carole Spiers G
G| e Ei T Contact us for details of other Special Reports in this series

Erizbapee el e ey

Continue Where This Special Report Leaves Off!

Get deeper into stress reduction — with CSG’s selective catalogue of Special Reports, Trainer packs,
Manuals, CDs and Audio by Carole Spiers, Leading International Authority on Corporate Stress. Visit
our ecommerce site www.carolespiersgroup.co.uk for the definitive solutions to stress management.

‘All The Rage’ is just one Special Report out of a series, so please contact us for details of our other
tittes. Email: info@carolespiersgroup.co.uk

For more information on CSG’s in-house Stress Management Training, Nationwide Employee
Counselling Team, Workplace Bullying, Post Trauma Support, Mediation, Coaching and Mentoring
Services, please contact us at:

Carole Spiers Group
International Stress Management & Employee Wellbeing Consultancy
Gordon House, 83-85 Gordon Ave, Stanmore, Middx. HA7 3QR. UK
Tel: + 44 (0) 20 8954 1593 Fax: + 44 (0) 20 8907 9290
Email: info@carolespiersgroup.co.uk Website: www.carolespiersgroup.co.uk

Carole Spiers Group

International Stress Management and
Employee Wellbeing Consultancy

Established 1987
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