
 
 

 
Module 2: 

Hostile Interaction Essentials 
 
 
 
SUGGESTED TIME:   20 - 25 Minutes 
POWERPOINTS:    PPT 4 & 5 
MATERIALS NEEDED:   Lecturette located at end of this Module description 
     Internet access and speakers to show a YouTube 
video 

      
WORKBOOK PAGE:   2 
 
DESCRIPTION: 
This module features a hilarious Jack Nicholson film clip designed to relax 
participants, get them laughing and to introduce what not to do with a difficult 
customer. Additionally, this module introduces the Psychology of Anger, which is 
the foundation of this training. 
 
 
ACTIVITIES  
 
The Psychology of Anger 
 

• Facilitate a lecture on the Psychology of Anger Using the lecturette 
provided. 

• After your lecture, direct participants to page 2 of their handouts and have 
them complete Points to remember from the “The Psychology of Anger” 

    
Five Easy Pieces (optional, but fun) 
 

• Show the diner scene from Jack Nicholson’s Five Easy Pieces. The scene 
is 1 minute and 52 seconds. The video can be viewed on YouTube using 
this link: 
http://www.youtube.com/watch?feature=player_embedded&v=6wtfNE4z6a
8  

• Instruct participants to watch the video, paying careful attention to the 
waitress. Note first impression as she approaches Jack's table, her facial 
expression, attitude, etc.  

• After the video, divide your class into groups of 4-7. Have participants flip 
the script. What might the waitress have done differently to have the 
situation end MUCH differently? 

• Allow 3-4 minutes for this discussion. 



 
 

• Debrief this video exercise by having a spokesperson from a few of the 
groups share their findings. 

 
 
 
LECTURETTE 
 
Note: For your reference, we have a video of Myra explaining the Psychology of 
Anger. You can view this video as you prepare for this discussion with your 
employees. View the training video right here. 
 
The Psychology of Anger 
 
When it comes to dealing with angry customers, there are four things you must 
be crystal clear on. These four critical ideas make up what I call the Psychology 
of Anger.  
 
Anger precludes rationality  
Angry customers simply cannot rationalize. This is because they are so wrapped 
up in the emotion of anger that everything you say is filtered through their 
emotions. Anger is an emotion and emotions are experienced in the right side of 
the brain. Rationalizing, problem solving, listening, and negotiating are all left-
brain activities and your angry customer is stuck in the right side of the brain, and 
therefore cannot be expected to rationalize with you.  
 
  
Anger must be acknowledged  
It’s not productive for you to ignore anger or tip-toe around it. There is something 
known as the communication chain. When people communicate, they expect the 
person or persons they are communicating with to respond or react. This 
response or reaction is a link in the communication chain. A failure to respond to 
communication leaves the communication chain unlinked…broken. For example, 
If I walk into my office and say... “Hello Sherry, how are you?” ....and she says 
absolutely nothing, she’s broken the communication chain. And that leaves me 
feeling awkward, perhaps embarrassed.   
 
If a customer expresses anger and we fail to respond to it, the communication 
chain is broken and the customer feels like they are not getting through, that you 
are not listening. So, the customer may speak louder to make his or her point. 
They might become even angrier and more difficult; as they are resorting to 
whatever it takes to feel heard and understood.  You can keep your angry 
customers from getting angrier by acknowledging their anger and responding to 
it. You can respond to anger with a statement like, “Clearly you’re upset and I 
want you to know that getting to the bottom of this is just as important to me as it 



 
 

is to you.”  This statement directly and professionally addresses anger – without- 
making the customer even angrier. Now that the anger has been acknowledged, 
you have completed the communication chain. 
  
 
An approach to problem solving that emphasizes anger diffusion first 
results in a lesser payout by the company. If you first work to diffuse anger 
and then move into problem solving, you will find that communication is much 
easier because your customer is able to really listen to you. Problem resolution is 
now possible because your customer is calm and in the position to rationalize. 
Beginning the problem solving process before addressing and diffusing anger 
makes your job much harder because your customer is emotional and not able to 
fully rationalize. If you do attempt to solve the problem or negotiate, you will 
almost always have to offer more to satisfy the customer than you would if you 
had successfully first diffused anger. 
  
Now that you know that anger precludes rationality and that anger has to be 
responded to, make sure you don’t ignore the customer’s expression of anger 
and that you always work to diffuse anger and create calm before beginning the 
problem resolution process. When you do this, you’ll quickly find yourself 
responding to anger with much more ease and confidence.  
 
 
Ventilation is crucial. An Angry customer can be compared to an erupting 
volcano. When a volcano is erupting, there is nothing you can do about it. You 
can’t speed up the eruption, you can’t put a lid on it, and you cannot direct or 
redirect it. It must erupt.  When a customer is angry, they must experience and 
express their anger through venting. We should not interrupt them or tell them to 
“calm down.” This would be as futile as trying to tame a volcano. A volcano 
erupts and eventually subsides. Your angry customer will vent and eventually 
calm down. 
  
When you’re dealing with angry customers, make sure you acknowledge their 
anger, allow the customers to vent, and carefully handle the issue with diplomacy 
and tact. When you do, you’ll find that diffusing anger is much easier and you’ll 
significantly reduce your stress level. 
 
 


