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Jasonisadivision manager at alarge
manufacturing plant. Hehasa
reputation for being very loyal to the
company, hard working, bright, and
dedicated to building customer loyalty.
Dueto hisstellar performance record,
none of his supervisors have ever
mentioned his“flaw.” Heisunableto
express his anger, frustration, and
impatience with his staff in appropriate
ways. A simplerequest can be met
with: “You figureit out. | have eight
other thingsto tend to.” Or, “Why do
you careif | handled your customer
myself.... | took careof it. That'sall
that matters.” Or, “| already showed
you that procedure. Weren't you
listening?’

Michael isatop executiveinahigh
tech company. Heisan extraordinary
achiever. He has landed many
contracts, headed up innumerable
successful projects, and has been a
key contributor overall. Hiswhole
identity iswith thejob. Hisnormal
workday starts at 8am and ends
between 9 or 10pm. On Saturdaysand
Sundays he puts in 4-5 hours to “catch
up.” Hisbehavior isgenerally positive,
albeit bossy, during the day. But, if
someone catches him at work after
6pm, heisknown to snap at them, be
sarcastic, and on occasion, even yell.
He doesn’t handle his anger or
frustration appropriately.

Minaisasuper star in her sales
department. Shewasrecruited froma
competitor for her years of experience
and her superior expertise. Her new
boss didn't realize when hiring her that
sheisvery self-centered, arrogant, and
suffersfrom aninflated ego. In
meetings, she puts down others' ideas
as “stupid,” she finds questions
inconvenient, and she continually
criticizesthe company. Her
condescending attitude has become a
major issuefor her supervisor.

Through the ages, we have tried to
understand, control and appropriately
express our anger and frustrations. Anger is
avery powerful emotion that can be misused
when not controlled, but can also be useful
when strategically aimed to make apoint.
What follows are some guidelines on how
we can use anger properly and how we can
coach others to do the same.

Anger fedsjustified.

Anger or frustration is a natural response to
certain stimuli. When wefeel wronged, when
our feelings are hurt, when we are
disappointed, when we witness someone
€lse being mistreated, when we are not being
listened to, or when we keep experiencing a
repeated mistake or breakdown, we can get
angry or frustrated.

Each of uslearned different waysto express
our anger. Some totally suppressit, others
show itinfacia expressions, somesigh,
othersraisetheir voice or make afist, some
stomp their feet, some cry, and others
complain incessantly. Most of uslet anger
control our reactions. In afew easy steps,
and with some disciplined practice, you can
learn to control anger.

Takeamoment to coal off beforedoing
anything.

It'skey to noticeimmediately whenyou are
starting to feel frustrated, impatient or angry.
At thefirstinkling of impatience, takeafew
deep breaths and focus on something else.

Changethepattern.

Do whatever you can to change the
situation. Get out of theline of fire. Leave
theareafor afew minutes, if possible.
Change the subject. Move physically. Take a
short time out.

Listenvs.talk.

We experience |ess stress when we listen.
Start asking questions and just listen. Don't
argue, justify or rationalize. Listen
attentively. When peoplefeel redly listened
to, they feel validated.

Ask, “Isitworthit?”

Pick your battles. Isthe situation really
worth investing your energy? Some are,
some aren’t. Isit worth losing control over,
looking foolish, being inappropriate?

Areyouin charge, or areyou givingup
your power?

If you are |etting someone else make you
angry, you are giving them the power.
Assert your own power and take control. If
you can’t calm down and speak without
emotion, take afew momentsto write down
your thoughts. Read aloud what is
appropriate for the situation.

Admit that anger isan issueand take
chargeby keepingan “anger” journal.
Write down, each day, incidents that trigger
your frustration or impatience. Keep the
journal for 2-3weeks. You will become
acutely aware of what triggers your
reactions. This gives you the power to
choose new more constructive reactions.

When | was hired to coach Jason, | asked
him to follow these steps. After he kept an
anger journal for 2 weeks, he could see that
the stimuli that triggered hisimpatience was
when his staff “interrupted” him about
things that could really wait. He not only
learned to curb hisimpatience, but he
scheduled regular one-on-one time with his
reports. He asked that they save their
guestions for the meetings. He also made
himself availablefor staff from 4-5PM. Staff
learned to be more sensitive to his needs as
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he showed awillingness to be more
availableto help them.

The president of Michael’s company
asked meto work with Michael on his
“moods.” Michael admitted that hislife
was totally out of balance. He said he
loved work, but was feeling the strain and
not really having fun. Besides keeping a
log of his“frustrations,” we also
examined hisweekly schedule. Hewas
able to cut back on some hours, hirea
needed assistant, and commit to taking
some of hisvacation days. Within 6
months, he got hislife back into some
balance. Heisstill aworkaholic, but heis
better at setting some limits. Heisno
longer expressing his anger
inappropriately at work.

In coaching Mina, she concluded that
she does not have the patience to
manage staff. We were able to put her
into a position as an individual
contributor, minimizing her timewith
others. We gave her examples of how
negatively her behavior and attitude were
impacting staff, and sheimproved
temporarily. However, when not closely
supervised, Minawould lash out again.
The company’s insistence on her
improving seemed to be the motivator for
her to take adifferent position. The fresh
start was better for al involved.

Remember, when you coach your staff,

Website

some are always more receptive than
others. To control anger, the per son must
havethedesretochange.

Master thesestepsyour self, and then
coach your gtaff todothesame.
We can only teach what we can model.

The best |eaders are those who can
handle stress and crisiswell. How we do
under pressure is how our success is
ultimately judged.

How torecognizewhen anger isa
problem:

1. Is the person overreacting and
justifying their anger or frustration?

2. Are they easily irritated, frustrated or
anxious?

3. Are they generaly tense and find it
hard to relax?

4. Are they overly critical and
judgmental of themselves or others?

5. Do they display negative body
language - rolling their eyes, making a
fist, sighing.

6. Do they act impatient when kept
waiting or interrupted?

7. Do they find it hard to trust others?

8. Are they raising their voice more
frequently?

9. Are they working excessive hours and
not taking breaks or time off?

10. Are they getting especially picky
about details, seeing small errors in
most things?

If the answer is "yes" to 3 or more, it'stime

to seek some help. Anger Management

Coaching and Workshops may greatly

benefit your organization.
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