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Controlling Your Emotions Promotes Success

Since your responsibilities involve making decisions, Addressing problems promptly, rather than procrastir
maintaining productivity, and interpreting organization@hg, is also crucial. One large, nationally-known firm 1
policy, you may occasionally experience a wave of utdced the number of written grievances by 95 percen
popularity. If you view these occasional disagreementsimplementing a concentrated effort to solve problems wh
part of your position rather than as personal attacks, yoey occurred, at the time they occurred. Promptnes
maintain professional, positive relationships with teasolving problems lowers the production cost of goods
members and enjoy personal satisfaction from doing yservices, improves an organization’s competitive positi
job well. and enhances customer satisfaction.

Controlling your emotions is easier when you remind Team leaders who adopt a pattern of consistent, pos
yourself that you personally are not usually the cause @fttitudes and behaviors reduce the confusion and frustra
team member’s anger. An angry employee is usually ugbet often give rise to complaints among team memb
with an organizational decision, policy, or rule you atéere are a few practical guidelines:

required to carry out. You are simply doing your Jo.lﬁ Treat all employees fairly — that is, make sure all te
Remember that because of your position it is yourfunct|onmembers receive the positive or negative conseque
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to protect the interests of the organization — not to protecty i performance merits. Being fair with employe
yourself from personal dis- T

like. Adopting this rational [[ZH
attitude helps you to think|_
and act in a calm, profes4,
sional manner without add-
ing the fuel of your own
emotions to an already ex

ing people equally. Peopl
who make an outstandin
contribution deserve extra re

forcing rules is the only ared

AT ) . in which every employee
plosive situation. Reacting= \. _ __ must be treated equally.
emotionally to complaints | « _ _
may intensify and prolong \Qi/ 1.4 [l Learn to say exactly wha
the negative situation. : _. — you mean. Don'’t expect tean

In discussing a com- members to guess or to reg
plaint with a team member, your mind. Demo_n_stratmg
even if emotions like anger what you want or giving ver-
or frustration come to the _ N bal examples can be essent
surface, limit your discussion to the issues and behaviordn training and communicating effectively.

causing the problem. To keep from becoming defensivepea with specific behavior — not just attitudes. Ident
when presenting your point of view, use “I" messages.the specific behavior you want team members to deve

“You" messages often come across as accusing and judgrain for that behavior, and reinforce it with positiy
mental. For example, instead of saying, “You need tOfeedback.

answer memos more promptly,” it is more effective to state, _ : : o
“| cannot make necessary decisions when you do When you receive two different stories about a situati
respond to memos promptly.” Or instead of, “You are not 96t the two people together and ask them to tell )
providing effective leadership for your team,” you might @Pout it.
say, “l often see your team members idle when they do noCoach for improvement. Describe behavior you wa
know what you want.” not what you do not want.

These “I Messages, as opposed to "you MeSSagehen you give instructions, expect team members
allow you to point out how an issue affects you, or they

. : Ny . . follow them.

explain why the issue is important without attacking the o _
person. When communicating about problems, also avoicPrevention is the most productive strategy to han
judgmental words like should, could, ought, if only, argroblems with people; but no matter how successful you
but. The word but negates whatever the other persoiinigstablishing good relationships with your team memb
saying, and it conveys to the other person that you arey@t Will occasionally face differences of opinion and otf

does not mean always tre‘%

wards and recognition. Ent
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listening with an open mind. unavoidable interpersonal issues.




