By Denise Norberg-Johnson

■■■

nger

increasing,
andonein slx
E R A N D V I O L E N C E I N T H E WOR K P LACE aredefinitely

howto preUnderstanding
at workto wantto puncha coworker.
hasbeenangryenough
fforkers
is imperative,
intoviolence
ventangerfromerupting
with extreme
associated
Angeris a strongfeelingof antagonism
judgment
quality
decreasof
the
As
anger
escalates,
displeasure.
person,
but
an
angry
You
control
can't
es, and logicevaporales.
qualyour
The
reactions.
own
and
youcancontrolthe environment
in sucha situation
ity of yourjudgmenimust increase
"get
principle-not
leitingsomeone
on
is
based
Ofien,anger
anger
treaiment,Leftunchecked,
awaywiih" unfairor controlling
The
emotion
it
a
temporary
but
is
usually
vengeance,
often breeds
race
walkagreement.
tailtng
to
reach
person
loses
by
usually
angry
to relt is important
information.
unintended
ingout or disclosing
embarrassment.
storedignityand minimize
"excuse"m)'thpresumes
Therearemanym)4hsaboutanger.The
"rethe angeris natural,and anyonewouldreactthe sameway.The
the wayto escalate
sponse"myth dictatesconfrontation---€xactly
'
judgment"
myth.whichsaystnatangeris a
Thenthereis the
anger.
good
nor bad,theysimplyexist.
bademotion.Emotionsare neither
"l just
ihe
can'thelpit" rnythhavelearned
Peoplewhousetl're
The
to changetheirreactions
andbelieveit is impossible
behavior,
"time heals"mythcounsels
whichis justas
ignoring
the behavior,
"manipulation"myth assumes
The
as confrontation.
inefJectual
winsrespect,andangergetsthingsdone.
that intimidation
"ventlng"hasa calmingeffectand reLastis the myth that
"vent" may be eftwo-minute
ducesstress.In fact, a structured
fectiveduringthe event,the fjrst stageof the angercycle.Givethe
persona minuteto vent;youdon'tsaya word,just activelylisten;
in the
language
he or shecannotattackyouor useunacceptable
the shodvent,
offeranotherminute.Usually,
lf necessary,
extreme.
by the listener,
is enough
withoutanyresponse
youranswering
Trythis youlself.eitherwith a trusted'istener.
(delete
your
Don'tuseyour
or
television.
beforelistening)
machine
you
dog,or he'llstopgreeting at the door.
"trigger,"and youmust
At the eventstage,you'relookingfor the
visualize
deeply,
the otherpersoncalmingdown)
staycalm(breathe
tool;most
isyourmostpowerful
andcontrolyourattitude.Empathy
questions,
angrypeoplearefightingto be heard.Useopen-ended
"why" Keep
"and"for "but."Ask"what"instead
of
andsubstitute
or offeradvice,andaskwhatthe
sl]ort,don'tdramatize
comments
personwants.Avoidcondescension,
clich6sor jumpingto c0nclu"l
or say told youso."
sions,and don'tfakeundefstanding
stage.Let neglf angercontinues,you'vereachedthe escalation
(practice
martialarts, not
ative energypassby--ion't lob it back

or responsibility,
andavoidthe temptennis).Admitanymistakes
"float"for the
simplybecomea
tationt0 rescuethe person,You'11
personand riskdrowningin the anger,too.
lvlakesureyou moveto a neutral,privatearea,but leavean escanworkat this
caperoutefor bothof you.Guidedproblemsolving
Youmustento remedythe situation,
stage;devisea plantogether
silent,and focuson issues,not
of remaining
durethe discomfort
actionsor emotions.
the crisisstageisn't alwaysapparent.Whenthe Terminator
" l'll be back"in an icytone,he is aboutto eruptintovipromises,
signsarea redface,loudvoiceandtotallack
olence.Moreobvious
of control.Thinksafety,and protectpeopleand propertyThreats
may breakthe pattern,but may alsoprovoke
and consequences
the angeredpady.Trystatingthat you needa break,and agreeto
t0 lmmeetagainin fiveor 10 minutes-thendo it Be prepared
plementemergency
andcalltrainedauthoritiesDealing
measures
with a personin crisisis no job for an amateur'Nevertouchthe
personat this stage.
stage.Offercounseling
orderoccursin the resolution
Restoring
as wellasthe angryperson,and defineexpectatlons
to witnesses,
Createa plan,allowhim or herto saveJace,
of acceotablebehavior.
person.
or allowothersto shunthe angered
anddon'tholdgrudges
"temperand monitorthe person's
Helphim or herresisttriggers,
praiseanyprogress.
aiure' everyfew days.lvlostimportant,
Beforeassumingthat you havereachedbaselinestage,make
can
to normal.Repeated
incidents
surethingshavereallyreturned
raisethe originalemotionalline and shortenfutureangercycles.
ior conflici breederssuch as deSearchthe workenvironment
decisions
workloads,
unfairpromotion
criticism,excessive
structive
of a high-conflict
environment
Symptoms
and lackof resources.
powerstruglowmorale,misseddeadlines,
includehighturnover,
sureyou
glesandchronic healthproblems
amongyourstaff.lVIake
disagreement.
serveas a rolemodelfor controland respectful
the amouniof energyand
nothingworks.Evaluate
Sometimes,

) n .3
youarewillingto investin a chronically
angryperson
resources
^.4

all youcando is closethe toolboxandencourage-{r
Sometimes,

to moveon.
force-th6 person

ECE

is a foTmersubcontractorand
NORBERG-JOHNSON
past president of two national construction associations
She may be reached via e-mailat drnjneca@aol.com

