9 Steps to Managing Another Person’s Anger
 
1.    Let the person vent.  Encourage them to talk.

 
2.    Listen without interrupting.
 
 
3.    Encourage them to continue:
· “go ahead”
· “yes”
· “what else?”
· “was there anything else you wanted to add?”

  
4.    Listen for the break:
· a breath 
· a change in tone
· lowering of voice
· a pause
 
 
5.    Then recap:
· “as I understand your issue is…”

 
 
6.    Search for agreement:
· “is that correct?”

 
 
7.    “Is there anything else?”

 
 
8.    Then begin to problem solve.

 
 
9.    Works every time, if you allow for a full and complete venting.
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