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Agenda

• Call Control and Outcome

• Minimizing Stress

• Split Second Response 

• The Pause

• Don‟t Get Angry

• Take responsibility for your feelings

• Fight or Flight



Call Control & Outcome

• The amount of control a call center agent 

has is directly proportional to the outcome.

– More Control = positive response

– Less Control = ineffectual, stressed out 

agent

• Control begins with rational thoughts about 

what is in agent‟s sphere of control



Minimizing Stress

• What is in an agent‟s 

sphere of control?

– Attitude

– Response to events

– Mood

– Their own behavior

• What is NOT in an 

agent‟s sphere of 

control?

– The weather

– The traffic

– Equipment failure

– Customer‟s behavior



Split Second Response

• The single most significant and 

proactive stress-minimizing tactic

• Begins with a PAUSE

• In the absence of this, agents may 

do/say something they may later 

regret!

• PAUSE enables an agent to size 

up a situation and consider what 

options will work best



The PAUSE

• Take a deep breath

• Think rationally about 

what to do or say next.

– Both the PAUSE and 

the DEEP BREATH will 

enhance rational 

thinking.

• Rational thinking is a 

vital element in a 

constructive response!



Don’t Get Angry!

• Agents who avert anger stay more 

productive

– They convey a more positive vocal 

image than agents who „lose their 

cool.‟

• Avoid becoming angry by learning 

from “The Bucket Story”



The Bucket Story

• As an agent, you may speak with many people 
over the course of a day

• Most are pleasant

• A few can be difficult
– You tolerate it!

– A single demanding customer does not push you over 
the edge

– Each event, however is cumulative, like a drop of 
water . . .

• Each successive phone call becomes like a drip 
of water in the bucket . . . drip . . . drip . . . drip



The Bucket Story

• If you experience enough of these incidents during the 
course of the day you will have a bucket FULL of 
ANGER!

• The next challenging customer just might be the one that 
pushes your anger button

• And . . . . SPLASH, the bucket spills over!

– Results in an emotional torrent

– Now you are seeking revenge!



Anger in the

Support Center

• There is NO ROOM for anger in the Support 
Center
– Anger may seem appropriate as a way to even the 

score against a difficult customer

– Once you regain composure, you will realize that you 
were in the wrong……..but by then, it is often TOO 
LATE!

• You cannot take back angry words

• Anger and revenge can fuel each other in an 
escalating cycle

• Best to NEVER get there in the first place!



Take Responsibility

• Call center agents must 
take responsibility for 
their feelings.

• Customers DO NOT 
make an agent angry.

• Customers CANNOT 
make an agent do or feel 
anything.

• An agent chooses to 
become angry.
– As a result of what 

someone else does

• Agents should strive to 
modify their own behavior 
since they cannot change 
their customer‟s behavior!

• Stop placing blame on 
others
– Take personal 

responsibility for your 
feelings

• If there are problems to 
resolve, be proactive and 
fix them.

• Don‟t fix the blame!



Fight or Flight

• This response manifests itself in interesting 
ways . . .
– Psychological flight manifests itself as apathy or 

discourteous behavior

– Creates distance between an agent and their 
customer

• Contrary to the practice of building closer relationships 
through empathy and concern.

– Psychological fight manifests itself as aggressive or 
retaliatory behavior

• It can also be snippy remarks, a loud sigh, curt or tense 
comments or a negative tone of voice.



Meaningful Event

• A meaningful event stands out in MY life when I recall 
how I consciously started thinking rationally about anger 
and its‟ affects on me.

• I let a call from a difficult customer anger me…..took it on 
my drive home…..blamed the customer for ruining my 
night.

• I knew I was wrong for allowing myself to become so 
angry that I began to think irrationally.
– The expression ñcircumstances donôt make a man, they 
reveal himòcertainly rang true to me that day.

– I had been exposed as a person who didn‟t properly handle 
adversity.



A Choice

• We all have a choice about how we respond to anger . . .

• I choose to suspend my anger and thereby diminish my 
stress

• Likewise, agents will be rewarded for learning how to 
suspend their anger

• How?
– Additional creativity (your best ideas come when you are 

relaxed)

– In world class organizations formulating creative solutions to 
customer problems is easiest when you remain calm.

• Use the split second response --- PAUSE, DEEP 
BREATH, RATIONAL THINKING and above all



Questions?


