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The Only Thing to Fear Is… 

• The Unknown 

• Losing Control 

• Letting People Down 

• Losing Your Reputation 

• Losing Your Job 



American Institute of Stress  

 Frequent headaches 

 Grinding Teeth 

 Tremors 

 Frequent Colds 

 Rashes 

 Unexplained Allergies 

 Heartburn 

 Mumbled speech 

 Defensiveness  

 

  

 Chest Pain 

 Frequent Urination 

 Change in appetite 

 Nausea 

 Confusion 

 Feeling overwhelmed 

 Feeling lonely 

 Overreaction to annoyances  





What can you do?  

Exercise  

Breathe 

Tend and Befriend 

Laugh 

Music 



What else keeps us 
stressed?  

 



The Always On 

Generation 



Do you… 

• Check it over the weekend?   

• Check it after 11pm?   

• Check it continuously while on vacation? 

• Check it at a child’s school event?  

• Check it at a wedding?  

• Check it at a funeral?    

• Check it while spouse is in labor?  



Are These Fears Reasonable? 

Maybe… 

 “In this day and age of faxes, emails, internet, etc, 

Clients expect you to be accessible 24/7.” 

 “Unless you have very good reason not to (for 

example when you are asleep, in court or in a 

tunnel), you should be checking your emails every 

hour.” 

 “One of the last things you should do before you 

retire for the night is to check your email. That is 

why we give you blackberries.” 

 “I can assure you that all of our clients expect you 

to be checking your emails often”.  

 





Anger is an acid that can do 

more harm to the vessel in 

which it is stored than to 

anything on which it is 

poured. 

 

      Mark Twain 



Four Hypotheses about Anger 

 Almost always a destructive emotion. 

  

 The first person damaged is you. 

 

 You can, if you choose, reduce the 
amount of anger in your life. 

 

 As you reduce the amount of anger, your 
quality of life improves. 
 



Four Things to Tell Yourself When 

Angry 

 1. “I can't accomplish anything by blaming other people, even 

if they are responsible for the problem. I'll try another angle.” 

 

 2. “Will this matter 5 years from now? Five hours? Five 

minutes?” 

 

 3. “If I'm still angry about this tomorrow, I'll deal with it then. 

But for now, I'm just going to cool off.”   

 

 4. “Acting angry is not the same as showing that I care.” 

 



How to Deal Effectively with 

Angry People in the Workplace 

 Colleagues 

 

 Clients/people we serve 

 

 “VIPs” 

 

 Members of the public   

 

 



Be 

Prepared

d 

1 
Speak when you are 

angry and you will 

make the best 

speech you will ever 

regret. 

 

    

 Ambrose Bierce 



Be 

Prepared

d 

1 

• In response, be civil and 

factual  

• Avoid being threatening 

• Know the facts 

• Never send knee-jerk 

emails  

An angry person often uses 

emotion and incivility to cover 

up insecurities or lack of 

proficiency 



Remain  

Calm and 

Stay  

Focused 

2 
The best fighter 

is never angry. 

 

  Lao Tzu 
 



Remain  

Calm and 

Stay  

Focused 

2 

• Your best defense is to remain 
calm and stay focused 

• Find other ways to proceed if the 
other person fails to cooperate  

• Don’t get into arguments, and 
above all, never lose your temper 

• Focus on what's important: that     
is, moving the ball forward 

An angry person can keep you 

distracted and frustrated so 

you’ll make mistakes you 

otherwise wouldn’t make 



Avoid 

Responding 

with Anger 

Tactics 

3 

 

Never respond to an angry 

person with a fiery 

comeback, even if he 

deserves it…Don’t allow his 

anger to become your anger. 

 

 

Bohdi Sanders, Warrior 

Wisdom: Ageless Wisdom for 

the Modern Warrior 



Avoid 

Responding 

with Anger 

Tactics 

3 

• Never engage in 
unprofessional tactics 

• Always ask yourself if you’d 
risk embarrassment if your 
boss or your family read your 
correspondence or saw a video 
of your actions 

• Take the high road 

When someone insults you, 

you are inclined to insult them 

back…don’t. 



Pick Your 

Battles 

Carefully 

4 

 

Anybody can become 

angry – that is easy. But to 

be angry with the right 

person, and to the right 

degree, and at the right 

time, and for the right 

purpose, and in the right 

way – that is not within 

everybody’s power and is 

not easy. 

    

    

 Aristotle 



Pick Your 

Battles 

Carefully 

4 

• Angry people may tempt you 
to turn every issue into a fight 

• Know when to compromise 
and when to stand your 
ground 

Not every decision or issue 

needs to turn into a major 

battle 



Don’t 

Exaggerate 

5 

 

It is wise to direct 

your anger toward 

problems, not people; 

to focus your energies 

on answers, not 

excuses. 

 

William Arthur Ward 



Don’t 

Exaggerate 

5 

• Angry people are prone to 
engage in exaggeration and 
personal attacks 

• Don’t lose your cool – instead 
state the facts fairly and 
accurately 

• Politely point out the other 
person’s inconsistencies while 
maintaining your 
professionalism 

Always stay true to the facts 



When angry, count to four.  

When very angry, swear. 

 

       Mark Twain 







“ 

” 

Every beginning is a 

consequence.  Every 

beginning ends 

something. 
Paul Valéry, French Poet 
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The Heart of the Grieving 

Process 
(Embrace the Sadness) 

 Expect and accept. 

 We can survive sadness, and it can be our 
teacher if we let it. 

 Sadness can help clarify by showing us 
what we value. 

 Allows us to have empathy for others, 
strengthening our connections. 

 

 



Identify Sadness 

 Dwelling on the past and frequently reminiscing 

about how things used to be 

 “I used to….” Especially if paired with 

inaccuracies, exaggerations, or fears 

 

 Resisting new processes, procedures, 

responsibilities.  In spite of clear expectations, 

continuing to do things the old way. 

 

 Feeling stranded, frustrated, hurt, or betrayed 

by the change. 

 

 



What You Can Do 

 Expect and accept sadness as part of grieving – 

the natural sequence of emotions people go 

through when they lose something that matters 

to them 

 Acknowledge the feelings – sympathize 

 Treat the past with respect 

 Ask open ended questions to explore and 

identify the root cause of the sadness 

 Compensate for the losses.  Find a bridge from 

the old way to the new way 

 What can I give back to balance what’s been 

taken away? 



Compensate for the Losses 

 What can I give back to balance what’s 
been taken away? 

 Status 

 Turf 

 Team membership 

 Recognition 

 Control 

 Feelings of competency 

 

Even the most beneficial changes often fail because this 
principle is overlooked! 



“ 

” 

Many a man would 

rather you heard his 

story than granted his 

request. 
Philip Stanhope, Earl of Chesterfield 
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What to Remember 

 Sadness can take various forms in the 

workplace. Be able to recognize it. 

 

 Expect and accept sadness as part of the 

grieving process. 

 

 Treat the past with respect. 

 

 Compensate for the losses. 





What is Disgust?  

 An emotional 
response 

 Revulsion to 
something   

Offensive 

Distasteful 

Unpleasant 

 Extreme Dislike 
 

Strong Distaste 

Profound 
Disapproval  

Nausea 

Loathing 

Repugnance 
 



Faces of Disgust 

 



Healthy Behavioral 

Immune System 

“In the absence of 
disgust, there would 
either be total barbarism 
or a society ruled solely 
by force, violence and 
terror”. 

 



How Does this Impact 

Change Efforts? 

Resistance 

Timelines 

Morale 

Retention  

Adverse impact to 

implementation and installation 
 



How to Avoid Disgust 

Stakeholder Management 

Advocates 

Communication Plan 

Risk Response Plan 

Training Plan 
 



How to Leverage Disgust 

 Elicit input / Capture perspectives  

 and insights 

 Identify the “Gotchas” 

 Risk Management 

 Change Control 

 Communication -  Follow-up 

 



How to Overcome Disgust 

Compel the Resistors 

Use your advocates 

Seek executive support 

Over-communicate 

Provide detailed training 

 

Or “Cut your losses” 

 
 



REALITIES 

Burnout 

Fatigue 

Anxiety 

Depression 

Status Quo 

Fear 

Lack of Understanding 
 



What to Remember 

 There will always be disgust with change. 

 

 If you enable it, it will continue. 

 

 If you have a plan to respond to it,  

 it will be manageable. 

 

 It can even help you improve your change. 

 





Happy People 

1. Gratitude  

2. Exercise 

3. Present focus  

4. Optimism  

 

5. Hang with other 

happy people 

6. Love yourself 

7. Make an effort to 

be happy 

Also, other traits that were discussed:  don’t compare 

yourself to others, Humor, Adaptability, Getting enough 

sleep, volunteer/giving and spirituality 

A survey of eight articles discussing 

characteristics of happy people and 

some form of the following was found in 

more than one:  



Happy Workers 

 Have a sense of 

meaning 

 Create an office 

“nest” 

 Find a work best 

friend 

 Smile 

 Leave personal 

problems at home 

 Be future oriented 

 Say thank you 

 Take a Breather 

 Eat Healthy and Stay 

Hydrated 

 Get organized 

 Don’t multitask 

 Accept people for who 

they are 

 Move around 

 Reward yourself 

 Reflect on the day 

 



Three things you can do 

every day to increase “Brain 

Happiness” 



The GLaD 

Method 

1. Gratitude 

2.  Label Emotions  

  and 

3.  Decide 



Gratitude 

Just asking “What am I Grateful For?” 

increases the “happy” chemicals in our 

brains.   

Thank your staff (or anyone else’s) 

Thank your family members 

Physical Awareness 



Label Your Emotions 

 “I feel intimidated by . . .” 

 “I am afraid that . . . “ 

 “I am not confident of my” 

 “I am angry because . .  

 “I am disappointed in . . .” 



Make a Decision 

We don't just choose the things we like; 

we also like the things we choose.  

 



Summary of the GLaD 

Method 

1. Ask "What am I grateful for?"  

 No answers? Just  searching  

 helps.  

2. Label those negative 

emotions.  

 Give it  a name and your brain 

 isn't so  bothered by it. 

3. Decide  . . . And then make 

 that happen. 




