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TIPS FOR COMMUNICATING WITH AN ANGRY PHONE CONTACT

Here are some ideas that may help prepare you for challenging or hostile encounters.

· Treat your caller as a person.  If they appreciate you as a fellow member of the human race your caller may gain a better ability to keep things in perspective.
· Deflect hostile comments into opportunities to understand the caller’s needs.  Rather than reacting to an attempt to find your “hot button” it is often very disarming to respond to the effort with a question seeking an explanation.
· If you make a follow-up commitment to the call, be certain to follow through.  Never over-promise.  Failure to come through will serve as evidence in the caller’s mind of the lack of commitment demonstrated by you and our organization.
· Know when to cut your loses.  The person may not respond to efforts to channel anger and hostility into a focused dialogue.  When this happens, you are under no obligation to serve as the person’s punching bag.
· Appreciate your limitations and draw on help from experts when they are available.
· Be guarded when sharing information. Whenever possible, avoid situations where it is likely that you may be misquoted.  Angry people are often challenged listeners.

· Practice tolerance and patience, but likewise demand basic decorum and observe it.  Don’t get drawn into the drama.

· Keep your own perspective and don’t be afraid to laugh at yourself and learn from your mistakes.  Each call is unique and will rarely come off perfectly.
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