The Respectful Workplace

Redefining Workplace Violence

Program 1

Opening the Right Doors

Pre-viewing Activity

Beforeshowingthevideoitishelpful for participantsinthetrainingto explorethe
meaning of thetermviolence. Solicitideas. Encouragethe group to think about the
broad definition of theword. A violence continuum similar totheoneillustrated

below can bedevel oped.

Intimidation ~ RoughlLanguage  Physical Force

ProvokingAnger  Threats SeverePhysical Harm

Discussthefollowing questions:

* What doestheterm violence meanto you?

* Isviolenceever appropriate?

* How canintimidation beviewed asaform of violence?

» What areformsof psychological violence?

After adiscussion of what violenceis, and thevariousformsit takes, ask partici-
pantstowritedown individual ly how they think violenceismanifestedintheir
workplace. Instruct them to write down phrases or wordsthat expresstheir ideas.
Tell themthat what they writewill not be shared with others. However, they will be
asked toreflect on what they havewritten following theviewing of thevideo.

Explainto participantsthat the video they are about to see deal swithworkplace
violence. Confirmthat thisisanissuewhichisoftenignored or evendisregardedin
someworkplaces.

Show The Respectful Workplace, Program 1: “ Opening the Right Doors’ video
initsentirety. Following “ Questionsfor Reflection,” show the opening segment of
thevideoagain.
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1. Pre-viewing Activity
(20 minutes)

2. Show the entire “The
Respectful
Workplace” Program
1: Opening the Right
Doors video (25
minutes).
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First Impressions on Violence

Whenthevideoiscomplete, rewindit. Ask participantsto return tothe paper on
whichthey wrotetheir responseson how they thought violencewas manifested in

theworkplace. Ask thefollowing questions:

1. How hasyour original thinking about violence changed after having seenthe
video?

2. Doyoubelievethereareactsof violencein your workplace environment?

3. What did you seethat spokemostimmediately to your own situation?How did
itmakeyoufeel ?

Explainthat thetraining will continueby interfacing exercisesand activitieswith
individual segmentsfromthevideo. Returnto showing thevideo fromthebeginning
until thecard, “ Organizational Values’ appears.
Questions for Reflection
1. What haveyou seen or heard at work that sets peopl e off? (Triggersthem?)
2. What are your hot buttons? What happenswhen you are set off?

3. Isyour work environment ever intimidating?1f so, how?

4. Inyour estimation, what are actionsthat occur at theworkplacethat can lead
tointimidation or aphysical display of violence?

5. How do actsof intimidation and anger makeyou feel ?What do you dowhen
such acts occur?

6. Inyour estimation, how and why do someactsof violencebring usback to
feelinglikeachild or adol escent?

7. Whatisthedifferencebetween professional criticism and personal attacks?
Values, Behaviors and Skills

1. Explainthat thewaysweinteract with oneanother haveagood deal to dowith
our valuesand beliefs. Values can influence behaviorsand skillscan beused to
manage those behaviors. Ask the group to namethe valuesthey grew up
having. Often valuesare contai ned within the meanings of famous sayingsand
proverbs.

After watching the entire
video proceed to the
activity “First Impres-
sions on Violence” (10
minutes).

1. Show video from
beginning until the
card, “Organizational
Values” appears on
the screen.

2. Use Questions for
Reflection, (20
minutes), or the
activity “Values ,
Behaviors and Skills”
(30 minutes) or a
combination of the
two.

3. Pass out Handout 1
if the activity on
“Values” is used.

The Questions for
Reflection offered here
pertain to the first
segment of the video.
Questions for
succeeding portions of
the video follow
throughout the training.
(20 minutes).
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2. Recordthevaluesonaflipchart. Allow for thegroupto create athoroughlist
of values. If proverbs are used, have the group namethe valuethat the proverb
suggests. For example, “apenny savedisapenny earned,” may beinterpreted
asfrugality. When necessary, the corresponding valueiswrittenin ().

Examples of Values

* Respect for elders.

Attentiveness.

« Don’'ttakeanything for granted. (Caution.)

« Don’t count onanyonebut yourself. (Self-reliance.)

* “Dountoothersasyouwould havethem do untoyou.” (Kindness.)
o “Walktal, carry abigstick.” (Self-protection.)

e “A penny savedisapenny earned.” (Frugality.)

3. Passout Handout 1 and allow each group member afew minutestowrite
downthevaluesthat aremost significant intheir personal life.

4. After the participantshave completed thistask, break theminto small groups
of two to three people. Ask each group member to share his/her most impor-
tant valuewiththegroup. Collectively instruct thegroup tofill out thechart on
Handout 1. Takeonevalueand providethegroupwith anillustration.

Value Behavior Skill

Kindness * Actrespectfully to others * Open communi cator
* Offer helpwhenitisneeded  * Good observer

* Practice being empathic * Distinguish between N\
sympathy & empathy )

5. Cadl thegroupshback together and record thevalues, behaviorsand skills
discussedin each group. If thereisan overlap of valueshave group add any
additional information.

v
6. Insummary, discussthefollowing questions: ‘-m

» Which of thevaluesdiscussed are al so values of our organization?

« How doyouknow they are organizational values?




10 ¢ THE ResPECTFUL WORKPLACE

« Whichvauesarenot apart of our organizational values?|sthisdifference
important?

«  Which personal values, if made organizationa val ues, would cause compli-
cationswithin our organization?Which would strengthen the organi zation?

* What arethemost important val ues our organization can have?

7. Continueplaying video up through theend of thescenario® The Truth
Is....” Stopthetapefollowing the scenario. Proceed to the next activity.

Questions for Reflection
1. Whatvaue(s) isAliciademonstrating? What val ue(s) isPhil demonstrating?
2. What behaviorsarethey acting out?

3. What skillsarethey not employing that could helpincreasedialogueand
resolvetheconflict?

4. What could Aliciahavedonetoimprovethesituation?What could Phil have
done?

5. What do Aliciaand Phil needto doto strengthentheir team?
6. What positive strengthsdo each of them bring totheteam?
Role Play Situation 1

1. Askforfourindividualstoplay out the Aliciaand Phil scenarioindifferent
ways. Havethefollowing cards prepared:

. Returnto the video

and watch it through
the scenario “The
Truth Is. . .."

. Review questions 1—

3 in Questions for
Reflection (15
minutes).

. Continue with video

through the experts’
comments on the
scenario.

. Ask questions 4-6 if

this is a shortened
version of the
training or move
directly into the Role
Play Situation 1 (15
minutes).
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Card #1 for Phil Have prepared cards
ready for the Role Play
Youareto confront Aliciaon how you arefedling. Betruthful and direct. Situation 1.

Youdon't careif sheisyour team member. You have had enough! You
want her to know your feelings.

Card #2 for Alicia

You redlizetheimportance of working on ateam and theval ue of
respecting your team members. However, you are upset, and you don’t
want thiskind of situationto ruinyour working relationship. Y oucan't
ignorehow youfeel, but youwant to handlethe situation professionaly.
Use“l” statementswhenever they seem appropriate.

Card #2 for Phil

You redlizetheimportance of working on ateam and theval ue of
respecting your team members. However, you are upset, and you don’t
want thiskind of situationto ruinyour working relationship. Y oucan't
ignorehow youfeel, but you want to handlethesituation professionaly.
Use“l” statementswhenever they seem appropriate.
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2.

Ask for thefirst two volunteersto act out the scenario they havejust seenon
thevideo. Tell thefemalevolunteer that shewill havethe sameemotional
stanceasAliciahadinthevideo. However, Phil should begiven Card#1and
toldtofollow thedirectionsonthat card.

Ask for the second two volunteersto act out the scenario. Thistime both of
them should be given acopy of Card #2.

Followingtheroleplaysask thefollowing questions:

* Which of therole playswasmore successful ?Why isthistrue?

« What happenedinthefirst scenario that blocked communication?

* What wasPhil doing to open communication lines?

« What skillswere Aliciaand Phil demonstrating during the secondroleplay?

Returnto thevideo. Start with the comments by expertson the scenarios.
Continue showing video through theend of the scenario “ The Parking Space.”

Questions for Reflection

1

6.

Isthisadisagreement over aparking space? What cluesare given about the
real nature of the disagreement?

What buttons are each of the women pressing that caused these reactions?

What could each of thesewomen bedoing differently to movethisconflict to
resolution?

Thevictimization-entitlement syndrome happenswhen one personfeels
victimized by another. That person thenfeel sentitled toretaliate by any means
a hig’her disposal. How i sthevi ctimi zation-entitlement syndromeusedinthis
scenario? How doesthis syndrome stop any type of true communication?

How might thisscenario changeif one of thewomen wasabletotell the other
what wasreally behind her anger?

What valuewould there bein havingamediator hel pinthissituation?

Role Play Situation 2

1

Askfor four individualsto play out thescenarioin adifferent way. Y ouwill
need three women and one man. Havethefollowing cards prepared:

For Shortened Training

1. Returnto the video

and watch it through
the scenario “The
Parking Space.”

. Review questions 1-3

in Questions for
Reflection (15
minutes).

. Continue the video

through the experts’
comments and
complete this
section by asking
guestions 4-6 (10
minutes).

. Continue training by

preceding to the next
video segment.

For Longer Training.

1. Follow steps 1 and 2

described above.

2. Move to the Role

Play Situation 2 (30
minutes).
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Have prepared cards
ready for the Role Play
Youjust received word from your manager that you have been assigned Situation 2.

toanew team. June, thewoman you had aconfrontation with early this
morning ison that team. You have decided to talk with her about the
exchangeyou had earlier in the day. However, you are not sorry for what
you said. You simply think that you need to clear theair so that you can
work together.

Card #1 for Sarah

Card #2 for June

Y ou arefuriousthat Sarahiscoming tojoinyour team, and outraged that
she hasasked to talk with you. However, you have accepted theinvita-
tion. You welcomethe opportunity to tell her what you think. You aren’t
goingtolet her insult you any more. You know you have enough confi-
denceto keep your feelingsin when you are working asteam members.
Anyway, if something negative happensyou know otherswill blameit on
Sarah’ sdrinking problem.

Card #3 for May the Mediator

The manager of one of the company’ steams has asked you to mediate
an obviousdisputethat isoccurring between Sarah and June. Itis
upsetting to theteam’ swork, and hefeelshedoesn’t want to get invol ved
with the situation because hefearsit isoneof those thingsthat happen
between women. You don’t know anything about what has happened
between these two women. You are objective, and have been chosen
becauseyou areagood listener. Y ou understand that it isimportant to get
at theunderlying reasonsfor thisdisagreement. You know that Jason the
Manager isavailableto talk with you and thetwo women if you or they

feel itisappropriate. \ y

Card #4 for Jason the Manager

You know that Sarah and June are having a serious disagreement, and

that it isruining the effectiveness of theteam’ swork. You have asked »
May to mediatethe problem. Y ou areafraid to get involved because you ‘4
fear itisoneof thosewomenthings. Y outell May this. Y oualsotell her I A

that youwould beavailabletotalk with her, Sarah and Juneif theneed
arose. Other team membersfeel stressed out because of thisrift, and you
don’ t want thisatmosphereto continue.
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2.

Allow thevolunteerstoread their cards. Set the stage by havingMay call in
Sarah and June. Have Jason sitting on the sidelines. Instruct May to begin.

Completetheroleplay.

Thank thevolunteersand invitethemto say how they felt playing theseroles.
What felt most uncomfortable?What did the mediator do that washel pful to
them?

Turntotheentiregroup andfacilitatethefollowing questions:

« What do you think about theway Jason handled thissituation? Would you
haverecommended that hedoitinadifferent way?

« What skillsdid May demonstrate?What did she do that was hel pful ?What
did shedo that opened up communication? Did shedo anything that closed
communication?

« Didanyoneact courageoudly inthisscenario? Whowasresponsiblefor
blocking communication?

¢ Isanyoneawinnerinthissituation? A loser? How isthisapparent?

What do you think arethe necessary next stepsin thissituation?

Return to thevideo and continuethrough thediscussion on bringinginathird
party. Thisisprior tothescenario“ Crossing theLine.”

Questions for Reflection

1

What can wedoto diffuseworkplace hostility?
How are our hot buttonsrel ated to our values?
What happenswhen our hot buttons are pushed?

What canwedo to diffuse our emotional reactionswhen our hot buttonsare
pushed?What can you say to help aperson know your feelings?

How can paraphrasing beaskill that will hel p diffuseatensesituation?
What can you do when behavior becomes abusive?

How isconflict, whenit getsout of hand, related to not showing respect for the
other person?

What isthe organization’ srolein diffusing hostil e situations?

For Shortened Training

1. Review Questions for
Reflection (20
minutes).

2. Pass out Handout #2.

3. Continue training by
preceding to the next
video segment.

For Longer Training
1. Follow steps 1 and 2.

2. Continue tothe
exercise “Diffusing
Hostile Situations”
(10 minutes ) and the
activity on “The
Nature of Conflict”
(20 minutes).
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Diffusing Hostile Situations
Ny W
1. Passout and go over Handout #2. )
2. Gothroughthelist andinteract with participantsover the pointspresented.
Diffusing Hostile Situations
»
The Respectful Workplace Checklist "A\
v Acknowledgeall individual srespectfully.
v Listento aperson’sconcernsasyou expect otherstolistentoyours.

v Don'ttry toimposeyour valuesand world view on others.

v Paraphrase and reflect on statementsthat are confusing to you or which
you don’t understand.

v Acknowledgeyour ownfeelingshonestly.
v Verbalizeyour concernsand | et the other person know your boundaries.
v Don't getinvolvedinan abusivesituation. Step away.

v Don't tolerateracism, sexism, homophobiaor any other “ism.” State how
uncomfortableit makesyou feel and how inappropriateitis.

v Gethelpinasituationwhenyoufeel youdon’t know what to do, or you
feel threatened.

The Nature of Conflict

1. Comment onthereality that whenever values, perspectivesor world views
differ, conflictsarelikely tomaterialize.

1. Pass out Handouts
2. Explainhow itisbest to agreeonwhat the nature of conflictis, and how it can 3, 4 and 5 during the
affect each of us. facilitation of the
activity, “The Nature
of Conflict” (20

minutes).
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3.Explorethedefinition withthegroup. If it seems constructiveto the outcome of

thisexercise, thefollowing definition can be shared with thegroup:

Conflict is a struggle, a clashing of views. It involves being in
opposition with an idea or action, or the person or group that
expresses that idea or action. It can involve antagonism. If not
resolved, conflict is likely to escalate.

Break participantsinto groups of twoto three peopleand havethem quickly
brainstorm the positive benefitsthat can result when conflict isacted out asa
process. Hel p them understand that anindividual canbein conflict with
someoneand never act it out. I nstruct themtolook for al the positivethings
that can occur because people arewilling to risk acting out aconflict situation.
Havethem concentrate on conflict asit existswithin theworkplace.

Coallect theresponsesfrom the groupsand record them on theflip chart.

Pass out Handout #3, “ The Nature of Conflict,” and comparetheideas
expressed by the group with those on the handout.

Pass out Handout #4, “ Conflict asan Opportunity,” and discusshow internal
personal conflict, when handled properly, can beasource of energy inwork-
placesituations.

Pass out Handout #5, “ The Consequences of Conflict.” Explainthat this
handout outlinesthe constructive consequencesthat can result frominterper-
sonal and group conflict. It reflectsthework of Richard Walton of Harvard's
Graduate School of Business. Discussthe points covered on the handout.

Introducethelast scenario of thevideotape by explaining that what isbeing
seenisapersonal conflict being transferred intotheworkplace. If thisconflict
isnot handled properly it canresultinacrisissituation. Play thescenarioand
stop at the end of the scene.

Questions for Reflection

1

2.

Why isthissituation apowder keg?
How can Doug'’ sremarks be construed as being harassment or even racist?
IsDoug violating thevaluesof our organization?

What doesthe supervisor needto dointhissituation?

For Shortened Training

1. Show the scenario

“Crossing the Line”
from beginning to
end. Stop the tape.

. Review Questions for

Reflection (10
minutes).

. Complete this

training program by
preceding to the last
set of comments and
continuing to the
Summation activity
at the end of this
section of the
booklet (15
minutes).

For Longer Training.
1. Follow steps 1 and 2.

2. Continue to the Role

Play Situation 3 (15
minutes).

. Have Role Play

cards ready for the
situation.

. Continue on to the

Summation exercise
(15 minutes).



Role Play Situation 3

1. Askforthreevolunteersto play out the scenario just seen: amantotake
Doug’ splace, awomanto play Lindaand aman or woman to be the supervi-
Sor.

2. GivetheRolePlay Situation card to thesupervisor. Doug and Lindashould
stay inthe character of therolesthey saw acted out in the video scenario.

Supervisor’s Card

You have been approached by one of your team memberswho saw the
confrontation between Doug and Linda. The personwho told you about
theincident wasvery upset at what hesaw. Y ourealizehow volatilethis
isand how it can escalate. Youimmediately approach Doug and Linda
and tell them that you want to talk with them. You ask them if they want
to haveyoufacilitatethe problem. Remember tolisten, paraphrase
whenever necessary. Try for awin-win solution.

3. Afterthesupervisor readsthe card, therole play can begin.
4. Attheend of theroleplay facilitatethediscussion. Ask thefollowing questions
of thoseintheroleplay:

* (ToDougand Linda) What wasthefacilitator doingto help you out?Was
(s)hedoing anything to makethingsworse?

* (Tothefacilitator) What wasthemost difficult part of thefacilitation? What
doyouthink worked best?
5. Continuethediscussonwiththefull group:
« What might happenif Doug and Lindadidn’t haveafacilitator?
* What arethe next stepsfor Doug and Linda?

» How canthesupervisor continueto help them?

6. Moveontothesummation.

Opening the Right Doors ¢ 17
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Summation

1. Playthevideothroughtotheend of the commentsabout the scenario “ Cross-
ing theLine” made by the experts.

2. Askthegrouptodiscusstheroletheorganization hasin continuingto helpwith
Doug'sand Linda sproblem.

3. Askabout therolethat each of usinthe organization needsto play whenwe
seedestructivebehavior.

4. Playthelast part of thevideo. Thank participantsfor their involvementinthe
training.

Play the tape through
the comments of the
experts.
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Directions: Identify a value, then note the likely behavior demonstrated by someone
holding that value, and then decide what skills are needed to direct or manage that

behavior.
Values Behaviors Skills
Values are the goals or Behaviors are ways of Skills are abilities that help

standards we live by

acting

us do things.

“The Respectful Workplace” Program 1: Opening the Right Doors Handout 1




20 © QMR -THERESPECTRUL WORKPLACE Compary

The Respectful Workplace

Diffusing Hostile Situations

The Respectful Workplace Checkliste

» Acknowledge all individuals respectfully.
 Listen to aperson’s concerns as you expect others to listen to yours.
e Don't try to impose your values and world view on others.

» Paraphrase and reflect on statements that are confusing to you or which you
don’t understand.

» Acknowledge your own feelings honestly.
» Verbalize your concerns and | et the other person know your boundaries.
e Don't get involved in an abusive situation. Step away.

» Don’t tolerate racism, sexism, homophobia or any other “ism.” State how
uncomfortable it makes you feel and how inappropriateiit is.

» Get help in asituation when you feel you don’'t know what to do, or you feel
threatened.

“The Respectful Workplace” Program 1. Opening the Right Doors Handout 2
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The Respectful Workplace
The Nature of Conflict

Resolving conflict requires you to move from a point of view to a viewing
point—a higher, more expansive place from which you can see both sides.

—Tom Crum
TheMagic of Conflict

1. Conflictisnatural: it is neither positive nor negative, it just is.
2. Conflict isdramatically different depending on what you do with it.

3. Conflict isused by nature as its primary motivator for change. Without natural
conflict we would be without mountains, valleys and canyons.

4. Conflict isnot a contest. Winning or losing are goals for games, not for conflicts.

5. Conflict is hard to resolve when it is about who is“right.” It is easier to resolve
when it is about acknowledging and appreciating differences.

6. Conflict begins within. As we unhitch the burden of belief systems and heighten
our awareness and understanding, we live more fully, and life can be more
interesting.

“The Respectful Workplace” Program 1: Opening the Right Doors Handout 3
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The Respectful Workplace
Conflict as an Opportunity

The Chinese word for conflict is made up of two characters. One character implies
that conflict can be acrisis, while the other indicates that it can be an opportunity.

Conflict isall-pervasive in our lives. It appearsin our persona life, existsin our
communities and is present at work. It is 100 percent inevitable that a person will
have to deal with it.

Conflict is positive when it is about growth. This growth can be personal, organiza-
tional or in the relationships of which we're a part. It isin this growth that we find
opportunity. It is by seeing the opportunities that we grow.

“The Respectful Workplace” Program 1. Opening the Right Doors Handout 4
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The Respectful Workplace

The Consequences of Conflict

Conflict taken as an opportunity can have the following constructive consequences:

1.

Increases the motivation and energy available to do tasks.

Increases the innovativeness of individuals and the organization because of the
diversity of viewpoints and a heightened sense of necessity being presented.

Helps each person develop an increased understanding of his or her own inter-
ests and examine those interests in light of opposing interests.

Helps each party involved in the conflict achieve a greater awareness of self and
how we impact others.

Givesthe individual involved in managing the conflict an opportunity to exam-
ine and resolve his or her own internal conflicts.

—adapted from Richard Walton

“The Respectful Workplace” Program 1: Opening the Right Doors Handout 5
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Card #1 for Phil
You are to confront Alicia on how you are feeling. Be truthful and direct. You

don’t care if sheisyour team member. You have had enough! You want her to
know your feelings.

Program 1—Role Play Situation 1 Cards

Card #2 for Alicia

You realize the importance of working on ateam and the value of respecting your
team members. However, you are upset, and you don’t want this kind of situa-
tion to ruin your working relationship. You can’'t ignore how you feel, but you
want to handle the situation professionally. Use “1” statements whenever they
seem appropriate.

Program 1—Role Play Situation 1 Cards
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Card #2 for Phil

You realize the importance of working on ateam and the value of respecting your
team members. However, you are upset, and you don’t want this kind of situa-
tion to ruin your working relationship. You can’'t ignore how you feel, but you
want to handle the situation professionally. Use “1” statements whenever they
seem appropriate.

Program 1—Role Play Situation 1 Cards

Card #1 for Sarah

You just received word from your manager that you have been assigned to a new
team. June, the woman you had a confrontation with early this morning is on that
team. You have decided to talk with her about the exchange you had earlier in
the day. However, you are not sorry for what you said. You simply think that you
need to clear the air so that you can work together.

Program 1—Role Play Situation 2 Cards
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Card #2 for June

You are furious that Sarah is coming to join your team, and outraged that she has
asked to talk with you. However, you have accepted the invitation. You welcome
the opportunity to tell her what you think. You aren’t going to let her insult you
any more. You know you have enough confidence to keep your feelings in when
you are working as team members. Anyway, if something negative happens you
know others will blame it on Sarah’s drinking problem.

Program 1—Role Play Situation 2 Cards

Card #3 for May the Mediator

The manager of one of the company’s teams has asked you to mediate an obvi-
ous dispute that is occurring between Sarah and June. It is upsetting to the
team’s work, and he feels he doesn’t want to get involved with the situation
because he fearsit is one of those things that happen between women. You don’t
know anything about what has happened between these two women. You are
objective, and have been chosen because you are a good listener. You under-
stand that it isimportant to get at the underlying reasons for this disagreement.
You know that Jason the Manager is available to talk with you and the two
women if you or they fedl it is appropriate.

Program 1—Role Play Situation 2 Cards
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Card #4 for Jason the Manager

You know that Sarah and June are having a serious disagreement, and that it is
ruining the effectiveness of the team’s work. You have asked May to mediate the
problem. You are afraid to get involved because you fear it is one of those women
things. You tell May this. You also tell her that you would be available to talk with
her and Sarah and June if the need arose. Other team members feel stressed out
because of thisrift, and you don’t want this atmosphere to continue.

Program 1—Role Play Situation 2 Cards

Supervisor’s Card

You have been approached by one of your team members who saw the confron-
tation between Doug and Linda. The person who told you about the incident
was very upset at what he saw. You realize how volatile thisis and how it can
escalate. You immediately approach Doug and Linda and tell them that you
want to talk with them. You ask them if they want to have you facilitate the
problem. Remember to listen, paraphrase whenever necessary. Try for awin-win
solution.

Program 1—Role Play Situation 3 Cards
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The Respectful Workplace

Redefining Workplace Violence

Program 2
Diffusing Hostility through
Customer Service

Pre-viewing Activity

1. Ask participantsto take afew momentsto refl ect on one of themaost difficult
exchangesthey have had with clientsor customers. Explainthat you are
looking for situationsthat seemed almost unmanageable—even hostileonthe
part of theclient. Direct themto think of theincident, specificwordsthat were
spoken by them and their customers, and how they handled the situation.

2. Directthemtofill out theinformation about thisencounter intheformat

illustrated bel ow:
Exchange between How was the conflict
You and the Client What was said: resolved
Client:
You:

3. Askfortwoorthreepeopleto sharetheir situationswiththeentiregroup. As
the participantsoffer the scenarioswritetheinformation ontheflip chart.
Explainthat after seeing thevideo these scenarioswill be used again.

4. Introducethevideo, “ Diffusing Hostility through Customer Service.” Indicate
that what they are about to see deal swith:

« Methodsand techniquesthat hel p diffusedifficult and even hostile situations
with customersor clients.

« Waysof helpingyou get in touch with your own feelingswhen thesetypes
of situationsarise.

» Suggestionsfor knowingwhentocall inhelptodiffuse hogtilesituations.

5. Showthevideoinitsentirety. Rewind after completion.

1. Pre-viewing Activity

(15 minutes)

. Prepare the chart

illustrated in the Pre-
viewing Exercise.

. Show the entire “The

Respectful
Workplace” Program
2: Diffusing Hostility
through Customer
Service video. (25
minutes)



Diffusing Hostility Through Customer Service ¢ 29

Resolving Participants’ Scenarios

1. Askthegroupto respond towhat they saw inthevideo. Havethem brainstorm

methods and techniquesthey saw used inthevideo that were helpful in
diffusing hostile customer encounters. Record these observationsontheflip
chart. Some of the possibleresponsesare provided below. Don’'t worry about
generating acompletelist. Theremainder of thistrainingwill begearedto
discovering and working with these methods.

Methods and Techniques for Diffusing Hostile Situations

Show you care.
Do not repeat questionsor company policy endlesdly.

Help customersunderstand the product, serviceor regul ationsclearly—
don'’t patronize.

Show and provethat you arelistening. Affirmthe customer’ sposition.
Validate customersand allow themtimeto expresstheir feglings.

Giveyour name, phone number and timesyou can bereached, or ask how
you might reach the customer to follow up on anissue.

Practice being empathic. Walk inthe customer’ s shoes.
Becalmandpolite.

Bring inacoworker, manager or supervisor when needed.
Dowhatever you candoto giveservice. Find aternative solutions.
Use*“l” statements.

L earntorecognize hot buttons.

Choose respect for your customer.

2. Indicatethat thetraining the participantsareabout to undertakewill involve
practicing the methodsand techniques presented in thevideo.

3. Returntothetwo or three scenariosyou collected prior to watching thevideo.

Ask permission of the personwho shared theincident to exploreif the scenario

could have been handled differently, or decideif it washandled appropriately.
Relate as much asyou can to the scenarios seen in the video.

Conduct “Resolving
Participants’ Scenarios”
(25 minutes).
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Looking at Typical Customer Complaints
1. Askthegrouptobrainstormtypical complaintsmadeby customers. Record
theresponsesin acolumn ontheleft side of theflip chart. Createachart like

theoneillustrated bel ow to encompassthelist of complaints.

Typical Complaints Apparent Reason for Complaint

2. Askthegroupto consider what might bethe underlying reason(s) for these
complaints:

« Isitthat therearetoo many proceduresfor getting something done?
» Some aspect of the serviceor product isfaulty?
« Customersareexpecting morethanisbeing offered?If thisisthe case, why

might thisbe happening?

Attempt to get to the source of the company’ sor organization’ smost typical com-
plaints.

3. Discusswhy typical complaintscan escalateinto larger ones.
4. Show thefirst part of thevideo uptothefirst scenario.

Friendly Customer, Hostile Customer:
What’s the Difference?

1. Breaktheparticipantsinto threesmaller groupsof people. Assign each group
oneof thefollowing three questions:
* How do customers expect to be greeted?
« What do customersconsider to be good service?
* What do customersexpect intermsof the quality of our productsor ser-

vices?

2. Conduct agroup discussion by asking each subgroup to report ontheir discus-
sion. Ask for additional input and commentsfromthe other groups.

3. Consider how theagency’ sor company’ scustomer satisfaction policy corre-
spondsto theideas expressed by the group. Arethere any differences?
Explore how these might cause problems.

1. Conduct the activity,

“Looking at Typical
Customer
Complaints” (15
minutes).

. Prepare chart for this

activity.

1. Show the beginning

portion of the video
up to the first
scenario.

. Continue to the next

activity, “Friendly
Customer, Hostile
Customer: What's
the Difference?” (25
minutes)

. Prepare the chart

illustrated for this
activity.
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4. Usingthesamesubgroupsassign oneof thefollowing questionsto each group:
« What dowe say or do that can cause customersto be upset?
» Whatisitabout our service/product that causes customersdissatisfaction?
« Doour organization’ spoliciesupset customers?If so, how?

5. Conduct agroup discussion similar tothe one above.

6. Askthegroupto consider what each person—the customer and the person
providing service—bringsto atransaction. Record thegroup’ sthoughtsonthe

prepared flip chart.

What is Brought to a Transaction

Customer Individual Providing Service

Goal

Expectations

Feelings

7. Summarizethisactivity by highlighting thefact that each person’ sexpectations
and personal feelings can complicate the communication that occursina
transaction.

8. Invitethegroup to see such atransaction. Show the scenario “ The Permit.”

Questions for Reflection

1. Whatwasthecustomer’sinitial goal inthisscenario? What washisexpecta-
tion of theemployeeand of the agency? What are hisfeelings?

2. Whatwastheinitia goal, expectation and feelings of theemployee?

3. How wasthe customer’ sgoal not met? How might the employee have been
ableto changewhat happened on the customer’ sreturn visit?

4. What didtheemployeedo or not do onthe customer’ sreturnvisit that caused
hisemotionsto escal ate?

5. What lessons can the agency learn from this encounter? How might they make
changestolessen theimpact of the customer’ sconfusion and frustration?

)b -

<2

. Show the scenarion

“The Permit.”

. Continue by asking

the questions in
“Questions for
Reflection” (15
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video when the
screen shows the
title, “What are Your
Hot Buttons?”

. If using the

shortened training,
continue to show the
video through the
next scenario,
“Dances with
Wolverine”

. If using the longer

training, continue
with Role Play
Situation 1 (20
minutes).
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Role Play Situation 1 1. Conduct Role Play
Situation 1 (20
1. Askfortwovolunteerstoroleplay thescenario. Indicatethat thiswill bethe minutes).
sequel, “ThePermit 2,” to the one seeninthevideo. Provide each of the
playerswiththe appropriate card. 2. Continue with the

activity, “Customer
Service Hot Buttons”
(15 minutes).

Man Requesting Forms

Youwant apermit. You can't get it beforeyou get off of work at 4:30
p.M. Theagency that issuesthe permit closesat 5:00, and you arecertain
that you can get therein 15 minutesor so. Y ou hopethat you can take
careof getting the permit today, but you areresigned to thefact that you
may havetofill out theformsand bring them back tomorrow or the next
day. However, you are prepared to pay for the permit today. I n fact, you
really dowant this permit today.

Agency Employee

It hasbeen afull day and you arelooking forward to getting of f of work
at5r.m. You hateto see peoplewalking in the door after 4:30 because
that meansthat they still might beat your station come4:45, and you have
afew last minute detailsto put in order beforeyou leavefor theday. You
never have been ableto understand why the agency doesn’t lock the
doorsat 4:45. However, you havejust gonethrough acustomer satisfac-
tion program, and you know the customer hasrights, and that there are
somedayswhen you haveto put your own feelings aside and meet the
customer’ sneeds. Y ou’ ve even been thinking about how you can
approach your supervisor with some changesin thebuilding permit \ y
forms. Youredizethat itisalmost amiraclefor apersontofill themin )

correctly. Y ouwant to help this customer asbest you can.

2. Afterthevolunteershaveread their respective cards give them the setting for
the scenario. Explainthat it isthe same exact onethat they saw inthevideo. ‘n
Themanwantsapermit, it’ s4.50, the officeisscheduled to closein 10 min- ‘ p N
utes. However, each of thevolunteerswill play out their partsbased onthe
descriptionthey read ontheir cards.
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) h 3

3. Begintheroleplay. ny

4. Aftertheroleplay facilitatethe group to answer the questionsbel ow:

* What didtheemployeedo differently that helped diffusethesituationwe
saw inthevideo scenario?

* Wasanything said by theempl oyeethat wasparticul arly hel pful tothe

customer? If so, what? “‘4

¢ (Tothecustomer) How did youfeel youwerebeing helped?Didyoufee »
listened to? Do you think the empl oyee understood your need and problem?

« How did theempl oyee greet the customer? How did (s)herecognizethe
need of the customer?

« Didthe employee make certain that the customer was getting the correct
forms?Did the employee make certain that the customer knew how tofill
out theformsor how to get helpif (s)heneeded it?

« What washelpful or problematicintheway that thetransaction was
concluded?

« Wasthisagood example of customer satisfaction?1f not, why not?If so,
how wasit?

Customer Service Hot Buttons
1. Facilitate the next

1. Explainthat weall havecustomer servicehot buttons—thingsthat really make exercise, “Customer
usangry as customers. We have al experienced the effectsthey have on us. Service Hot Buttons”
Wewant onething, and someoneistryingto sell ussomethingelse. The (15 minutes).
employeeistelling ussomething weal ready know, or using convol uted words
that confuse us and make usfeel dumb. 2. Show the video

through the next

2. Askthegroupto shareexamplesof their customer servicehot buttons. List scenario, “Dances
themonaflip chart. with Wolverine.”

3. Afterthegroup hasmadetheir contributions, ask themif there are other hot
buttonsthey have seen customersdemonstrate. Includetheminthelist.

4. Introducethenext segment of thevideo sayingthat it will deal witha
customer’ shot button. Thetitle of the scenariois* Danceswith Wolverine.”
Stopthevideoimmediately after the scenario.
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Questions for Reflection

1

2.

6.

7.

What hot button was pushed for the customer?

WasMrs. Richardshostileinitially in thisencounter?\What impact canissues
that have nothing to do with the customer servicerelationship haveonan
interactionwith acustomer?

What hot button was pushed for the empl oyee?

How might the employee have been able to suppress her hot button and work
to understand the customer’ sfrustration?

What “1” statements could the empl oyee have been using tolet Mrs. Richards
know that she was hearing her and caring about her need?

How isMrs. Richardsproblem the employee’ sproblem?

How might the employee movetofind an aternative solution for thissituation?

Role Play Situation 2

1

Ask for onemalevolunteer to play Mr. Richardsand amaleto play the
employee. Present each with acard. Give both playersenoughtimeto read
theirroles.

. Continue by asking

the questions in
“Questions for
Reflection” (20
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video when the
screen shows the
title, “Setting
Reasonable Limits.”

. If using the

shortened training,
continue to show the
video through the
next scenario,
“Handle with Care.”

. If using the longer

training, continue
with Role Play
Situation 2 after
hearing the
comments (20
minutes).
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Mr.

Richards

You' vebeen playing golf with your boss, aclient from out of townand
one of the members of your team. The day has been horrible. One of
your golf ballslandedinthe sandtrap, another inthemoat, and athird got
lost inthewoods surrounding the ninth hole. You hatethese golf outings.
They aren’t fun. The boss, your coworker and even the client poked
good-natured funat you during lunch. Y ou aren’ t looking forward to
dinner with these guys, but they are coming to your house. Totopit off,
you called your wifeat lunch and sheisstill fuming about havingto cook
dinner, your young sonissick, and your daughter needs pink ball et shoes
for her first dance classtomorrow afternoon. Your wifecan’t get them
because she hasto cook dinner. Instead she asked you to stop at thelocal
dancesupply storeto get them, after you drop off your client at the hotel.
They areon sale. They must be pink. Ontheway to the store, you
discover that you left your wallet, with your money and credit cards, in
thelocker back at the golf course. You haveto run back to get your client
inahalf hour and call your team member who stayed on at the clubfor
drinkstoask himto get your wallet. Plus, you can’t go homewithout
those shoes.

Employee

You can’'t believetheway these ball et dlippershave sold sincethe store
rananad. You areout of all kindsof different colorsand sizes. Youfedl a
little panicked becauseyou aren’ t going to be ableto meet all therequests
that are being made. You wonder how many kidscan betaking ballet
lessonsin thistown? You are new on thejob and wonder what to do
about thesekindsof situations. You just went tofind your supervisor to
ask, and you weretold she went home because of an emergency. You
know that customer satisfactionisnumber one, and all those other
slogans—the customer is always right; you are hereto please; don't
let the customer down—arevery important. You will just havetofind
someanswer to thisproblem.

Set the scenefor the players. Mr. Richards needs apair of pink (no other color
will do) ballet shoesinsize4. Thestorehasno pink shoesleftinsize4 or 3, but
thereisasize5available. Y ou have black and even apair of orange shoesin
size4. Instruct theplayerstofollow theroleswritten out for them ontheir
cards.

1. Conduct Role Play
Situation 2 (20
minutes).

2. Continue with the
activity, “Setting
Reasonable Limits”
(15 minutes).

&
(4
I
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3.

After therole play, havethe players summarize or read what wason their
cards. Ask theentiregroup thefollowing questions:

* How well didthe playersstay in character?

« What didtheemployeedotohelp Mr. Richardsfedl better about hisdi-
lemma?Didthisdiffusethesituation?If so, how?

* How did the employee show that helistened to Mr. Richards?

« What, if any, hot buttonswere pushed?If they were pushed, how werethey
acted on or diffused?

« Didtheemployeeshow that Mr. Richard’ sproblemwashisproblem?If so,
how wasthisdone?Did thishelp?If so, how?

« Wasthisproblem solved creatively?If so, how?

* Wouldyou havedone anything differently asan employee?1f so, what?

Setting Reasonable Limits

1

3.

Askthegroupif they havelimitsastowhat isacceptable behavior fromhostile
customers?If so, what are they? Record the group’ sresponseson theflip
chart.

Askthegroupif they have discovered methods and techniquesthat will help
bring ahostile customer back into arespectful relationshipwith us?

Show thevideo through the end of the scenario, “Handlewith Care.”

Questions for Reflection

1.

What could Nancy havedoneto alleviatethis problem before Jamal arrived at
her company?

What emotional posturewasNancy taking in communicating with Jamal ?
How isthisattitude not hel pful ?How could shehave averted her position?

Did Nancy ever recognize Jamal’ sposition?If not, why not?

How might Nancy have engaged Jamal in hel ping to find asolution? Could this
solution havebeeninitiated even before Jamal arrived at Nancy’ s?1f so, how
and when?

What doesit meanto put your best foot forward in thissituation? How canyou
gotheextramilefor the customer?How doesthisrequire somecreativity on
the part of the employee?

1. Facilitate the next

exercise, “Setting
Reasonable Limits”
(5 minutes).

. Show the video

through the next
scenario, “Handle
with Care.”

. Continue by asking

the questions in
“Questions for
Reflection” (15
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video when the
screen shows the
title, “Safety First.”

. If using the

shortened training,
continue to show the
video through the
next scenario, “Help.

. If using the longer

training, continue
with Role Play
Situation 3 after
hearing the
comments (20
minutes).
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Role Play Situation 3

1.

Ask for two volunteersto play therolesof Nancy and Jamal, and onevolunteer
to play any other role that may be needed. Ask these playersto leavethe room.
Make certain that they can’t hear voicesfromtheroominwhichtrainingis
taking place.

. After thevolunteersleave theroom, ask the group to generate alist of ways

Nancy could have handled the problem of not having Jamal’ sboxes. Record
thegroup’ sideas. Some possible suggestionsmay be:

» Nancy should havecalled Jamal totell him about thelate delivery of the
boxes.

* When Nancy found out the boxes could not be delivered sheworked with
thedistributor tofind away tofill Jamal’ sorder.

» Nancy tellsJamal the problem, and that shewill help himinany way she
can. She callsthe customer whose boxesare already in.

« Nancy just found out about Jamal’ sboxes minutesbeforehearrives, and
shegoesto her supervisor to find away to help Jamal.

 Afterfinding out about thelatearrival of theboxes, and not finding another
way to get the boxes, she callsJamal’ ssupervisor.

Havethe group agree ontwo or three different scenariosthey would likethe
volunteerstoroleplay. Thethird volunteer can play Jamal’ ssupervisor, the
manager at the distribution company, Nancy’ ssupervisor or any other indi-
vidual thegroup’ ssuggestionsmay indicate.

Bringinthevolunteers, and present thefirst scenario they wouldliketo see
acted out. Have them continue until all the scenariosare acted out.

Facilitatetheentiregroupinadiscussion using thefollowing questions:

« What werethe positive results of each of the scenarios? What were the
drawbacks of each? Were any problematic? If so, why?

» How did Nancy’ sefforts hel p Jamal ? Which of the suggestionswere most
helpful ?

* How many individualsarereally involvedinthisproblem?How must each
individual takeresponsibility for the problem?Whoseroleisittofacilitate
the problem and find asolution for it? How does creative customer service
problem solving hel p guaranteethat your customer will appreciateyour
effort and come back for return business?

1. Conduct Role Play
Situation 3 (25
minutes).

2. Continue with the
activity, “Safety First”
(10 minutes).
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Safety First

1

3.

Ask participantsto brainstormtimeswhenitisnecessary to bringin assistance
towork out acustomer’ sproblem.

Asyou recordthegroup’ sideas, ask themtoidentify theemotionsthey may be
feeling under the circumstancesthey aredescribing.

Introducethelast scenario of thevideo, “Help!”

Questions for Reflection

1

2

5.

How did Tracy manage to stay detached from Mr. Leonard’ sanger?

Did Tracy know hishot button? What wasit?

Why isitimportant to know your hot buttons?

What other repliescould Tracy have madeto Mr. Leonard that would have
been equally effective? What repliesmight have escal ated the situation even

more?

IsTracy’ schoiceof calling in asupervisor agood one?f so, why?

Role Play Situation 4

1.

Ask for threevolunteers, oneto play Mr. Leonard, oneto play Tracy andthe
thirdto play Tracy’ ssupervisor, Ms. Bonacontra. Giveeach volunteer his/her
respective card.

. Facilitate the next

exercise, “Safety
First” (10 minutes).

. Show the video

through the last
scenario, “Help!.”

. Continue by asking

the questions in
“Questions for
Reflection” (10
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video at the end
of the comments.

. In the shortened

training continue to
the Summation
activity.

. Inthe longer training

precede to Role Play
Situation 4 (10
minutes), and then
continue on to the
Summation activity
(15 minutes).
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Mr.

Leonard

You arefuriousabout thisbill and thefact that you now have been
charged apenalty fee. You area so angry that thisguy Tracy doesn’t
careabout your problem. He probably doesn’t know how tofix it. You
arelooking forwardto giving the supervisor apiece of your mind. You
could sue. You are so angry you could takethis place apart. These people
areahbunch of incompetents. You are going to get thistaken care of .
Thereisno question about it.

Tracy

Y ou don’t know what thisguy’ sprablem is. He pushed my button when
youweretrying everything you knew to helphim. Y ou gavehimyour
name, told himyouwould liketo hel p him, explained that you would be
upsetif youwerein hisplace. Youdon't know what to do. Besides, you
know he has pushed you about asfar asyou can go. It’ staking every-
thing you candoto stay calm. Thisisonetimeyou know you can’t
satisfy the customer.

. Bonacontra

You know that Tracy isan excellent employee. Heusually can handle
difficult customers. Youredlizethissituation with

Mr. Leonard must be unusual . After hearing about what hastranspired
between Mr. Leonard and Tracy, you aren’t quite certain how you feel
about talking with Mr. Leonard. However, yourealizethat Tracy
shouldn’t continue on hisownwith Mr. Leonard. Y ou’ ve heard of
difficult situationslikethisfrom other people. Y ouwant to make certain
that you aresafe. Customer satisfactionisvery important, but soisyour
well being.

. Askthevolunteer whoisplaying Mr. Leonardto leavetheroom after hehas

read hiscard. Tell himyouwill comeand get him after Tracy talkswith his
supervisor. Advise Ms. Bonacontrathat she may be creative and select any
other participant in the group to be an employee of her team.

1. Conduct Role Play
Situation 4 (15
minutes).

2. Continue with the
Summation exercise
(15 minutes).

3. Have Handout 1

ready for distribution.
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3. Asktheplayer whoistaking Tracy’ srole, to begintheroleplay by explainingto
his supervisor what hasjust happened with Mr. Leonard. Begintheroleplay.
When Tracy hasexplained the circumstance, and
M. Bonacontrahas decided on how shewill approach Mr. Leonard, havehim
returntotheroom.

4. Continuetheroleplay until itsconclusion.

5. Askthefollowing questionsof thevolunteersintheroleplay, and of theentire
group:

» (ToMs. Bonacontra) What were your feelingswhen you first read your
card?How did you decide how youwould handle Mr. Leonard? How do
youthink you didwith him?What did youlearn by playing thisrole?

* (ToTracy) How didyoufeel turning thisproblem over to your supervisor?
What do you think ismost important to communi cate when you areasking
someonefor help?Didyoufed that Mr. Leonard would beasvolatilewith
Ms. Bonacontraas hewaswith you? How did you know this? Should you
havejoined Ms. Bonacontraasshetalked with
Mr. Leonard? Why, or why not?

e (ToMr.Leonard) How did Ms. Bonacontramake you feel ?Why did you
feel likethis? Wasthere anything she did that made you feel that shewas
listening and willing to hel p? Wasthere anything she did that upset you even
more?

e (Totheentiregroup) What would you have doneinthissituation? What are
thethingsthat you can do when you don’t know what to do, or feel that you
areinphysical danger?

6. Passout Handout 1 asyou begin the Summation.
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Summation Exercise

1. GothroughthepointsonHandout 1, “ Safety First: Knowing Whento Ask for
Help.”

Safety First: Knowing When to Ask for Help

Points to Remember

Theonly way you can consistently meet your customers' needsisby
awaysstriving to earn their respect.

Respect isatwo-way street, and sometimesyour best effortsfail.

You havearight and an obligationto put your emotional and physical safety
first.

No one benefitsfrom confrontation—not the customer, theemployeeor the
organization.

Onceinitiated you arethe person responsiblefor not continuing the confron-
tation.

You areresponsi blefor hel ping the customer get past his/her anger or
frustration.

There may betimeswhen you arerequired to politely removeyourself from
an encounter and to get another person (manager, supervisor or coworker)
tohelpyou.

Caring about your customer means having respect for their feelings
and alsoyour own.

Choose respect for yourself and your customer.
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2. Passout and go through the pointson Handout 2, “ Choosing Respect Through
Customer Service.”
Choosing Respect Through Customer Service

v Greet the customer respectfully. A friendly greeting, apleasant smile, an
extended handshake (if it isexpected or required), help tremendously to
make aperson feel that you are acknowledging them.

v Listentothecustomer’sconcerns. Listentowhat isbeing said, and para-
phrasewhen necessary, especially if somethingisn’t clear.

v Practice being empathic. Attempt to walk in the customer’s shoes.

v Don'’tever patronizethecustomer. Explain servicesand policiesin clear
language. Ask if you aremaking yourself clear.

v/ Becalm and politeto customers, even when they are upset.

v When necessary find creative and alternative solutionsto customers
problems. Follow up on unresolvedissues.

v Learnyour hot buttons, and how to control your own emotional reactions
when they are pressed.

v Learntolook for your customers' hot buttons.

v/ Choose respect for your customer.
3. Show theconclusion of thevideo.

4. Concludethetraining by having participantsconsider thefollowing:

« Themost important method or techniquethey personally learned about
diffusing customer hodtility.

» Themost significant new piece of information they gleaned from thevideo.

« How thevideo and training helped them think differently about themselves
and about their customers.
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The Respectful Workplace
Safety First: Knowing When to Ask for Help

Points to Remember

» Theonly way you can consistently meet your customers’ needsis by always
striving to earn their respect.

» Respect isatwo way street, and sometimes your best efforts fail.

* You have aright and an obligation to put your emotional and physical safety
first.

» No one benefits from confrontation—not the customer, the employee or the
organization.

» Once initiated you are the person responsible for not continuing the confron-
tation.

* You are responsible for helping the customer get past his/her anger or frustra-
tion.

» There may be times when you are required to politely remove yourself from
an encounter and to get another person (manager, supervisor or coworker) to

help you.

» Caring about your customer means having respect for their feelings and also
your own.

» Choose respect for you and your customer.

“The Respectful Workplace” Program 2: Diffusing Hostility Through Customer Service Handout 1
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The Respectful Workplace

Choosing Respect Through Customer Service

> Greet the customer respectfully. A friendly greeting, a pleasant smile, an
extended handshake (if it is expected or required), help tremendously to
make a person feel that you are acknowledging them.

> Listen to the customer’s concerns. Listen to what is being said, and para-
phrase when necessary, especially if something isn't clear.

> Practice being empathic. Attempt to walk in the customer’s shoes.

> Don't ever patronize the customer. Explain services and policiesin clear
language. Ask if you are making yourself clear.

> Be calm and polite to customers.

> When necessary find creative and alternative solutions to customers’ prob-
lems. Follow-up on unresolved issues.

> Learn your hot buttons, and how to control your own emotional reactions
when they are pressed.

> Learntolook for your customers' hot buttons.

> Choose respect for your customer.

“The Respectful Workplace” Program 2: Diffusing Hostility Through Customer Service Handout 2
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Man Requesting Forms

You want a permit. You can’t get it before you get off of work at 4:30 p.m. The
agency that issues the permit closes at 5:00, and you are certain that you can get
there in 15 minutes or so. You hope that you can take care of getting the permit
today, but you are resigned to the fact that you may have to fill out the forms and
bring them back tomorrow or the next day. However, you are prepared to pay for
the permit today. I n fact, you really do want this per mit today.

Program 2—Role Play Situation 1 Cards

Agency Employee

It has been afull day and you are looking forward to getting off of work at 5 p.m.
You hate to see people walking in the door after 4:30 because that means that
they still might be at your station come 4:45, and you have afew last minute
detailsto put in order before you leave for the day. You never have been able to
understand why the agency doesn’t lock the doors at 4:45. However, you have
just gone through a customer satisfaction program, and you know the customer
has rights, and that there are some days when you have to put your own feelings
aside and meet the customer’s needs. You' ve even been thinking about how you
can approach your supervisor with some changes in the building permit forms.
You redlize that it isalmost amiracle for a person to fill them in correctly. You
want to help this customer as best you can.

Program 2—Role Play Situation 1 Cards
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Mr. Richards

You've been playing golf with your boss, a client from out of town and one of the
members of your team. The day has been horrible. One of your golf balls landed
in the sand trap, another in the moat, and athird got lost in the woods surround-
ing the ninth hole. You hate these golf outings. They aren’t fun. The boss, your
coworker and even the client poked good-natured fun at you during lunch. You
aren’t looking forward to dinner with these guys, but they are coming to your
house. To top it off, you called your wife at lunch and sheis still fuming about
having to cook dinner, your young son is sick, and your daughter needs pink
ballet shoes for her first dance class tomorrow afternoon. Your wife can't get
them because she has to cook dinner. Instead she asked you to stop at the local
dance supply store to get them, after you drop off your client at the hotel. They
are on sale. They must be pink. On the way to the store, you discover that you
left your wallet, with your money and credit cards, in the locker back at the golf
course. You have to run back to get your client in ahalf hour and call your team
member who stayed on at the club for drinks to ask him to get your wallet. Plus,

you can’'t go home without those shoes.
Program 2—Role Play Situation 2 Cards

Employee

You can't believe the way these ballet slippers have sold since the store ran an ad.
You are out of all kinds of different colors and sizes. You feel alittle panicked
because you aren’t going to be able to meet all the requests that are being made.
You wonder how many kids can be taking ballet lessons in this town? You are
new on the job and wonder what to do about these kinds of situations. You just
went to find your supervisor to ask, and you were told she went home because of
an emergency. You know that customer satisfaction is number one, and all those
other dogans—thecustomer isalwaysright; you arehereto please; don't let thecustomer
down—are very important. You will just have to find some answer to this
problem.

Program 2—Role Play Situation 2 Cards
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Mr. Leonard

You are furious about this bill and the fact that you now have been charged a
penalty fee. You are also angry that this guy Tracy doesn’t care about your
problem. He probably doesn’t know how to fix it. You are looking forward to
giving the supervisor a piece of your mind. You could sue. You are so angry you
could take this place apart. These people are a bunch of incompetents. You are
going to get this taken care of. There is no question about it.

Program 2—Role Play Situation 4 Cards

Tracy

You don’t know what this guy’s problem is. He pushed my button when you

were trying everything you knew to help him. You gave him your name, told him
you would like to help him, explained that you would be upset if you werein his
place. You don't know what to do. Besides, you know he has pushed you about as

far asyou can go. It's taking everything you can do to stay calm. Thisisonetime
you know you can’t satisfy the customer.

Program 2—Role Play Situation 4 Cards
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Ms. Bonacontra

You know that Tracy is an excellent employee. He usually can handle difficult
customers. You readlize this situation with Mr. Leonard must be unusual. After
hearing about what has transpired between Mr. Leonard and Tracy, you aren’t
quite certain how you feel about talking with Mr. Leonard. However, you realize
that Tracy shouldn’t continue on his own with Mr. Leonard. You’ ve heard of
difficult situations like this from other people. You want to make certain that you
are safe. Customer satisfaction is very important, but so is your well being.

Program 2—Role Play Situation 4 Cards




The Respectful Workplace

Redefining Workplace Violence

Program 3
Managing Harmony

Pre-Viewing Activity

1. Introducethisactivity by explaining that when people hear theword violence,

they quiteoften associateit with physical violence. However, violencecan be
much more.

2. Createaword-association webwiththe question“What isviolence?’ written
inthe center of the web.

Webbingisalateral thinking processthat allowsparticipantsto brainstormideasona

particular ideaor topic. Encourage participantsto work of f each of thewords
presented. Create aweb similar to the one below. Aswords are suggested try and
keep“physicd” definitionsfrom* psychological” definitions. Thiswill assist partici-
pantsin clearly seeing the extensivedimensionsof violence.

retaliation

abusivelanguage

What isviolence?

3. After the word web is completed ask participants to discuss the feelings
and emotions that people have when violence is perpetrated against them.
Collect these words as you hear from different individuals. A list generated
might look like the one below:

* harassed * powerless * suspicious
* insecure * protective « uncomfortable
* intimidated * rebellious  withdrawn
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Pre-viewing Activity
(20 minutes)

. Show the entire “The

Respectful
Workplace” Program
3: Managing
Harmony video (26
minutes).
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4. Askthequestion, “If these arethefeelings and emotionsthat aperson has
when they work in ahostile environment, what isthe cost to the organization?’
If participantsoffer, allow themtotalk through their experiences. Asindividu-
asshareideas, morethanlikely, alist of human andfinancial costsresulting
fromviolencewill materialize. A list similar to the onebelow may begener-
ated.

e disruption * |low self-esteem
e highattritionrate « sabotage

* lawsuits *lowmorale
*|ost productivity *work slow down

Introduce the video, Managing Harmony. Indicate that what they are
about to see dealswith:

» Recognizing the potential causes of violencein the workplace.

« Methodsand techniquesthat hel p diffusedifficult and potentially hostile
Stuations.

e Communication and strategy skillsthat promote harmony withinthework-
place.
6. Showthevideoinitsentirety. Rewind after completion.
The Roots of Discord
1. Askthegrouptorespondtowhat they sawinthevideo. Direct discussionto
consider the questionsbel ow:
* How areactsof violence possible and probablein theworkplace?
« What wasthe most revealing thing that you learned about workplace
violenceinthevideo?
2. Dividetheparticipantsinto three groupsand assign one question to each group
forexploration:
» What leads peopleinto destructive conflicts?
* What makessmall disagreementsescalateinto major battles?
* What happenstoindividuals, teams, departmentsand organizationsthat are

under the stress of violence?

3. Haveparticipantssharetheresultsof their small-group discussions. Tell the
group that they will now have an opportunity to comparetheir observations
with those of the expertsinthevideo.

Show “Managing
Harmony.”

After the showing of the
video continue with the
Exercise, “The Roots of
Discord” (20 minutes).



4.

Show thevideo uptothefirst scenario, “ DotheRight Thing.”

The Double-Sided Personality of Conflict

1

Indicatethat asthevideo commentsimplied, conflict isextremely complex,
hurtful and harmful, aswell asdevastating to the organization. However,
conflict doeshavetwo sides: positive/constructive and negative/destructive.

Continuethislineof thought by saying that conflict naturally disruptsthe
normal processesinwhich peopleareengaged. If itisdeat withinthisinitial
stage, it hasthe potential tobe positive. If itisignored, itiscertainto eventualy
escalate and be destructive.

Havethegroup brainstormthe negativeresultsof conflict whenitisignored or
not approached in aconstructiveway. Collect alist of these negativeresults
(i.e., name-calling, walking out, putting up road blocks) and begin creatinga
column astheoneillustrated bel ow. Remind partici pantsthat these types of
conflictua behaviorsslow down or halt the process.

Negative Results/Actions Positive Results/Actions

Ordering, threatening, judging, name-  Takedown roadbl ocks—don’t order,

cdling. threaten, or judge. Act respectfully.

Blaming the other person. Practice stepping back and beinginthe

other person’ s shoes. Practice empathy.

Taking control. Win-losesituations.  Practicesharing control, ideas, problems

and concerns. Win-winstuations.

Ignoring or demeaning others. Practice tolerance and acceptance of
others.

Unfair words and gestures. Practice awareness of words and
actionsthat areinappropriateand hurt.

My way istheonly way. Learnto stateyour interests, not
positions.

Dumping onothers. Practice dumping el sewhere. Do some-

thingto aleviatebeing upset.

Thinkingyou canhandleevery-thing  Learnthat somesituationsrequirehelp—
yoursalf. amediator or facilitator.

4.Next to each negativeresult ask participantsto generate waysof relating to

individual sand groupsthat would allow for more positive conflict encounters.
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Show the video from the
beginning up to the first
scenario, “Do the Right

Thing.”

1. Continue with the
activity, “The Double-
Sided Personality of
Conflict” (20
minutes).

2. Prepare Handout 1
for this activity.

3. Proceed to show the
scenario, “Do the
Right Thing.”
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5.

Passout Handout 1, “ Two Sidesof Conflict” and comparethegroup’slistto
thoseactionspresented inthe handout. Emphasizethat itisvery possiblethat
you can have one person acting out anegative action, and another acting out a
positiveaction and you still have potentia for conflict. Thereasonisthat these
actions and beliefs become positions.

Explainthat dealing with conflict comeswith breaking downthewall that
separatesthesetwo positions. Thisrequireslooking at our interests, not our
positions.

Stressthat theway that thewall can be broken isthrough practicing and
learning new communication and interpersonal skills.

Tell thegroup they are about to seetwo different waysof acting on oneissue.
While onepersonisattempting to taketotal control, theother iswantingto
shareit. Theconflict liesintheinability of each personto seeand hear the
other person’ sposition, andin both partiesviewingtheir conflict intermsof
their positions, not their interests.

Show thescenario, “DotheRight Thing.” Stop thevideo after thecompletion
of the scenario.

Questions for Reflection

1

What isthereason for thisconflict between Rick and Christy?What doyou
feel about the position that each hasabout how to best carry out areductionin
force?

What could they be doing differently than what they aredoing now?

What skillswould behel pful for each of them asthey deal with thistryingtime
intheorganization?

How might the organi zation’ sposition and valuesnot beclear toRick and
Christy? Doyou think the organization hasapolicy about how employees
should betreated?Why or why not?

Role Play Situation 1

1. Askfortwovolunteerstoroleplay theRick and Christy scenarioto adifferent

end. Indicatethat thisrole play findsRick and Christy tackling thesame
subject, but after they have participated in aconflict-resol ution seminar. They
now have new skillsto help themin approaching thisproblemdifferently.

2. Giveeachvolunteer the appropriate card describing his/her role.

. Continue by asking

the questions in
“Questions for
Reflection” (15
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video when the
screen shows the
title, “What Do We
Stand For?”.

If using the
shortened training,
continue to show the
video through the
next scenario, “The
Review.”

. If using the longer

training, continue
with the Role Play
Situation 1 (20
minutes).



Rick

Y ou arestill very upset with the company’ sdownsizing. You feel that
everyoneistenseandinthedark. Itisyour opinion that those most
affected by aproblem should help solveit. Y ou accept that some people
will havetoleave, but you want themtoleavewith dignity and being
prepared and feeling good about the downsi zing process. You al so want
the company to think about hel ping these peopl efind other jobs. Y ou
can't believethey haven't thought of this. You know that Christy could be
hel pful in having management seethisdownsizing processinanew light.
You' ve approached her inthe past but it was usel ess. However, you' ve
just attended aconflict-resol ution seminar and you realizethat thereis
valueinan honest twoway dialogue. You a so realizeyou haven't been
very good about asking questions of the other person, using“1” state-
ments, paraphrasing what the other person said in order to check out
what you heard. M ost importantly you’ ve never moved thediscussion
into aproblem-solving mode, viewing your interestsinstead of your
positions. Youwouldliketotry that.

Christy

Y ou are upset by thedownsizing, but you know it needsto be done.
Therefore, you have decided to talk with each personinyour department
whoisbeing askedtoleave. You elected to do thisprior totheir receiving
their pink dlips. Itisvery painful for youto dothis, and you are upset with
peoplelikeRick whofeel that you are cold-hearted about this.

You know that Rick isagood guy, but heistoo soft. He could never get
thistask done. Y ou dread talking with him about this, but since he asked,
youwill doit. Youjust participatedin aconflict-resol ution seminar, and
perhapsthere are some methods you learned therethat could be hel pful
inthissituation. You alsorealizethat you haven’t been very good about
asking questionsof theother person, using“|” statements, paraphrasing
what the other person said in order to check out what you heard. M ost
importantly you' ve never moved thediscussioninto aproblem-solving
mode, viewing your interestsinstead of your positions. Youwouldliketo
try that.

3. Afterthevolunteershavereadtheir cards, havethem begintheir discussions.

Explaintothegroupthat they are now seeing afollow-up meeting tothe one

they saw inthevideo. Rick hasasked that heand Christy talk about downsizing

onemoretime.
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1. Conduct Role Play
Situation 1 (20
minutes)

2. Continue with the

activity, “What Do
We Stand For” (15
minutes).
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4. Allowtimefor thevolunteersto act out theroleplay.

5. Facilitateadiscussionfollowingtheroleplay. Ask thefollowing questions:

(ToRick and Christy) How did you feel about playing arolethat allowed
youtolistento the other person and to use specific communication skills?
What wasdifficult in acting out thisrole?Wasanything easier than you
thought it would be?

(Totheentiregroup) What thingsdid Rick do that wereparticularly hel pful ?
What thingsdid Christy do?

What communication skillsused wereparticularly helpful ?
What might bethenext stepsfor Rick and Christy inthisnew dialogue?

What role should an organization havewheninitiating adownsizing pro-
cess? What does an organi zation havetorely on during such atrying time?

6. Announceto thegroup that the next activity, “What Do We Stand For?’ deals
with organizational values.

What Do We Stand For?

1. Leadthegroupinabrainstormtouncover theorganization' svalues. Ask the
following questions:

What val ues does this organization have? How do we know we have these
values? Who arethe guardians of these values?

How do these values support arespectful workplace? Arethere some
valuesthat are missing that would be hel pful to building amature, healthy,
supportive and respectful workplace?

2. Discusshow an organization may bevulnerablewhenit doesnot clearly define
itsvalues. Consider thelegd ligbilities.

3. Téel thegroupthat the next ssgmentsof thevideo deal with organizational
valuesandthequestion of legal liability. Thevideowill continuethroughthe
next scenario, “ The Review.” Ask the group to watch for what they think is
valued or not valued by the organi zation inthisscenario.

1. Conduct the activity,
“What Do We Stand
For?” (15 minutes).

2. Follow by showing
the video through the
next scenario, “The
Review.”



Questions for Reflection
1. Howwasit clear that Joan did not value Denny’ s experience?

2. What doyou supposetheorganization’ svaluesarein regard to experience? To
the older worker? To theway teams or departments should function?

3. WasDenny acting defensively? How do you know?
4. What different ways could Joan have approached her dilemmawith Denny?
5. How does Joan regard herself?

6. What are someof the possibleways Denny will be acting at work after this
exchangewith Joan?

Role Play Situation 2
1. Askfortwovolunteersto play therolesof Denny and Joan.

2. Giveeachplayer acard, and ask themto try and put aside the scenario they
saw on thevideo. Havethem read their new situation cards.
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. Continue by asking

the questions in
“Questions for
Reflection” (15
minutes).

. Show the experts’

comments regarding
this scenario. Stop
the video when the
screen shows the
title, “Mediating
Disputes.”

. If using the

shortened training,
continue to show the
video through the
next scenario, “The
Schedule.”

. If using the longer

training, continue
with the Role Play
Situation 2 (20
minutes).
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1. Conduct Role Play
Situation 2 (20
minutes)

Denny

Y ouarefeelingalittleuneasy. Y ou have been with thiscompany for more
than 14 years, and now you are working with anew supervisor. You
suspect that shedoesn’ t really know much about what this company
does, but she does have an advanced degree and probably knows some
things. However, realizing that she doeshave someskillsdoesn’t help
your feeling of inferiority. Infact, having her moveintothisposition
instead of someonewho hasbeenwith thecompany for alonger period
of time, only pointstotheway that the organization doesn’t valueits
experienced workers. You are going to go about doing your job asbest
you can. Nonetheless, you are hurt, and you areangry. Infact, you are
very angry.

2. Continue with the
activity, “The
Organization and
Mediation” (20
minutes).

Joan

You had aterrible dream the other night. You dreamt that you gave
Denny areview of hiswork, andthat helost control. Yourealizethat he
isn't measuring up to some of thetasksthat theteamisperforming. You
need to confront him on these matters. What should you do? You con-
sider that he hasbeen around for fourteen years. Maybe he hasapoint of
view about what needsto be done and not done. He must have agood
amount of experience, not to mention history of thecompany. Y ou know
that thereisavaluethere. You decidethat you aregoing to approach him
asapartner inworking out hisdeficiencies. You remember that you
learned someval uable methods of communi cation and conflict resolution
inyour M.B.A. program. Thisisatimeto practicethem.

3. Téel Joan and Denny that they are meeting at the request of Joan who has
initiated the meeting. Joan needsto takethelead on starting therole play.

4. Allowthevolunteerstoplay out their roles. \ y

5. Facilitateadiscussion about theroleplay. Includethefollowing questions.

* What did Joan do to support Denny? How wasit clear that shewasre-
spectful of hisexperience?

¢ What did Joandoto diffuse Denny’ sattitude?

v
« How did Joan’ sapproach hel p movethe organization forward? ‘-m

* What arethe next stepsthat Denny and Joan can take?




The Organization and Mediation

1. Dividetheparticipantsintothreegroups. Have each of the groupsdiscussone
of thesethree categories:

TheMediator: Roles, Skillsand Roadblocks
Organizational ResponsibilitiesintheMediation Process

Alternativesinthe Mediation Process

2. Passout Handout 2, “ The Organi zation and Mediation.”

The Organization and Mediation

Questions that Should be Explored

The

Mediator: Roles, Skills and Roadblocks

Who should assumetherol e of mediator during disputes?
What arethe skillsthat are necessary for amediator to have?
What istherole of amediator in aworkplacedispute?
Whenisthisrolemost likely tofail?

What must happen for the role to succeed?

Organizational Responsibilities in the Mediation Process

What steps must organizationstake to ensure the devel opment of arespect-
ful workplace?

What types of policiesneed to be discussed and put in place?
How should employeesbeinvolved in determining those policies?

What mechanisms need to bein placeto assure that everyone knows about
thepolicies?

How should complaintsbe handled?

Alternatives in the Mediation Process

Shouldall mediation be handled within the organization?1f not, why not?
What arethe advantages of having an outside mediator?

Whét role does education havein the mediation process?
How can training be an alternative to the mediation process?

What othersalternativesareavail ablefor mediation?

3. Instruct each groupto discusstheir specific questions. If questionsariseduring
thediscussion, encouragethemto present them during thefull group discus-
sion.
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1. Continue with the
activity, “The
Organization and
Mediation” (20
minutes).

2. Have Handout 2
ready for distribution.

3. Follow activity by

showing the video up
to the card, “Levels
of Conflict.”
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4. Havethesubgroupssharetheir insightsand questionswith theentiregroup.

5. Showthevideouptothecard, “Levelsof Conflict.” Havethe group compare
their ideasand observationswith those of the expertsinthevideo.

Levels of Conflict

1. Refer back tothe Pre-viewing Activity, Program 1, page 7. Ask the group how
an organi zation might respond to each of thesedifferent level sof violence.

Helpthegroup seethat each of these actsof violenceisseriousand policies,
investigativeformats, and follow-up proceduresneed to bein placein order to deal
withthem.

2. Havethegroup brainstormthetypesof behaviorsthat may be exhibited by an
individua whoisunder stressand may beproneto acting out violently. These
answersmay include:

e regularlyirritated
e argumentative
* emotional outbursts
* moodswings
¢ bullying
« signsof alcohoal or drug abuse
* threatening others
Stressthat these are possible behaviors, not acompletelist. Cautionthat they are

looking for unusual and new behavior changesfor aperson, not stereotypical
behaviors.

1. Continue with the

activity, “Levels of
Conflict” (15
minutes)

. Continue to show the

video through the
scenario, “The
Schedule,” and stop
after the experts’
comments on the
scenario.

. Continue to the

Summation activity
(15 minutes)
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3. Askthegrouptodiscusswhat anindividual should doinawork situationwhen
they are confronted with violenceand don’ t know how to handleit? Helpthe
group seethat where possible, the best responseis: get help.

4. Introducethelast scenario by sayingthat Suewasinasimilar situation. She
was confronted with asituation shedid not know how to handle. Shedid the
right thing. Shewent for help.

5. Show thevideo through the end of the scenario, “ The Schedule” and com-
ments by the experts on the scenario.

Summation
1. Emphasizethat every person hastheright to asafeworkplace. In order to
have arespectful workplace there are certain factors an organization needsto

consider. Passout Handout 3, “ Criteriafor aRespectful Workplace.” Go over
al of thepointsonthehandout.

Criteria for a Respectful Workplace

 Continuouseducation andtraining intheareasof conflict resolution,
communicationand human relationsskills.

» Zerotolerancefor discrimination, harassment and prejudicia actsof any
kind.

» Zerotolerancefor any volatile, hostile or violent act against others, their
property or the property of the organization.

» Concise, clear organizational valuesthat respect and acknowledgethe
dignity of every employee.

» Written policies, investigativeformat and follow-up proceduresfor any act )
of violence committed by one employee against another.

 Negotiation and dial ogue processesthat all ow for human mistakes, misudg-
mentsand errors.

» Avenuesfor disputeresolutionthat are val ued and trusted by all employees. ‘ _‘4
4

* Provisionfor allowing timeto mourn and heal inthe unfortunate event that
an act of violence occursintheworkplace.
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2. Showthevideothroughtheend.

3. Askthegroupto consider what they will bedoing differently in order to
promote aharmoniousworkplace. Ask themto be specific. Their suggestions
mightinclude:

 practicebetter listening skills
« get training on mediation processes and conflict resol ution techniques
* beginadiaogueon organizationa values

Discusshow they might go about making these changes, and how they envision that
these changeswill affect theworkplace.

4. Thankthegroupfor participatinginthetraining.
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The Respectful Workplace

Managing Harmony

Two Sides of Conflict

Negative Results/Actions Positive Results/Actions

* Ordering, threatening, judging, name- Take down roadblocks—don't order,
calling. threaten, or judge. Act respectfully.

» Blaming the other person. Practice stepping back and being in the
other person’s shoes. Practice empathy.

e Taking control. Win-lose situations. Practice sharing control, ideas, problems
and concerns. Win-win situations.

 Ignoring or demeaning others. Practice tolerance and acceptance of
others.
e Unfair words and gestures. Practice awareness of words and actions

that are inappropriate and hurt.
* My way istheonly way. Learn to state your interests not positions.

e Dumping on others. Practice dumping elsewhere. Do some-
thing to alleviate being upset.

» Thinking you can handle everything Learn that some situations require help—
yourself. amediator or facilitator.

“The Respectful Workplace” Program 3: Managing Harmony Handout 1
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The Respectful Workplace

Managing Harmony

The Organization and Mediation
Questions that Should be Explored

The Mediator: Roles, Skills and Roadblocks

Who should assume the role of mediator during disputes?
What are the skills that are necessary for a mediator to have?
What is the role of a mediator in a workplace dispute?

When isthis role most likely to fail?

What must happen for the role to succeed?

Organizational Responsibilities in the Mediation Process

What steps must organizations take to ensure the development of a respectful
workplace?

What types of policies need to be discussed and put in place?
How should employees be involved in determining those policies?

What mechanisms need to be in place to assure that everyone knows about
the policies?

How should complaints be handled?

Alternatives in the Mediation Process

Should all mediation be handled within the organization? If not, why not?
What are the advantages of having an outside mediator?

What role does education have in the mediation process?
How can training be an alternative to the mediation process?

What others alternatives are available for mediation?

“The Respectful Workplace” Program 3: Managing Harmony Handout 2
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The Respectful Workplace

Managing Harmony

Criteria for a Respectful Workplace

» Continuous education and training in the areas of conflict resolution, commu-
nication and human relations skills.

e Zero tolerance for discrimination, harassment and prejudicial acts of any kind.

» Zero tolerance for any voléatile, hostile or violent act against others, their
property or the property of the organization.

e Concise, clear organizational values that respect and acknowledge the dignity
of every employee.

o Written policies, investigative format and follow-up procedures for any act of
violence committed by one employee against another.

» Negotiation and dial ogue processes that allow for human mistakes, misjudg-
ments and errors.

» Avenues for dispute resolution that are valued and trusted by all employees.

» Provision for allowing time to mourn and heal in the unfortunate event that an
act of violence occursin the workplace.

“The Respectful Workplace” Program 3: Managing Harmony Handout 3
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Rick

You are still very upset with the company’s downsizing. You feel that everyoneis
tense and in the dark. It is your opinion that those most affected by a problem
should help solve it. You accept that some people will have to leave, but you
want them to leave with dignity and being prepared and feeling good about the
downsizing process. You also want the company to think about hel ping these
people find other jobs. You can’t believe they haven't thought of this. You know
that Christy could be helpful in having management see this downsizing process
in anew light. You' ve approached her in the past but it was useless. However,
you've just attended a conflict-resolution seminar and you realize that there is
value in an honest two way dialogue. You also realize you haven’t been very good
about asking questions of the other person, using “1” statements, paraphrasing
what the other person said in order to check out what you heard. Most impor-
tantly you’ ve never moved the discussion into a problem-solving mode, viewing
your interests instead of your positions. You would like to try that.

Program 3—Role Play Situation 1 Cards

Christy

You are upset by the downsizing, but you know it needs to be done. Therefore,
you have decided to talk with each person in your department who is being
asked to leave. You elected to do this prior to their receiving their pink slips. It is
very painful for you to do this, and you are upset with people like Rick who feel
that you are cold-hearted about this.

You know that Rick isagood guy, but he istoo soft. He could never get this task
done. You dread talking with him about this, but since he asked, you will do it.
You just participated in a conflict-resolution seminar, and perhaps there are some
methods you learned there that could be helpful in this situation. You also realize
that you haven’t been very good about asking questions of the other person,
using “1” statements, paraphrasing what the other person said in order to check
out what you heard. Most importantly you’ ve never moved the discussion into a
problem-solving mode, viewing your interests instead of your positions. You
would like to try that.

Program 3—Role Play Situation 1 Cards
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Denny

You are feeling alittle uneasy. You have been with this company for more than 14
years, and how you are working with a new supervisor. You suspect that she
doesn’t really know much about what this company does, but she does have an
advanced degree and probably knows some things. However, realizing that she
does have some skills doesn’t help your feeling of inferiority. In fact, having her
move into this position instead of someone who has been with the company for a
longer period of time, only points to the way that the organization doesn’'t value
its experienced workers. You are going to go about doing your job as best you
can. Nonetheless, you are hurt, and you are angry. In fact, you are very angry.

Program 3—Role Play Situation 2 Cards

Joan

You had aterrible dream the other night. You dreamt that you gave Denny a
review of hiswork, and that he lost control. You realize that he isn’t measuring up
to some of the tasks that the team is performing. You need to confront him on
these matters. What should you do? You consider that he has been around for
fourteen years. Maybe he has a point of view about what needs to be done and
not done. He must have a good amount of experience, not to mention history of
the company. You know that thereis a value there. You decide that you are going
to approach him as a partner in working out his deficiencies. You remember that
you learned some valuable methods of communication and conflict resolution in
your M.B.A. program. Thisis atimeto practice them.

Program 3—Role Play Situation 2 Cards
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