
Angry clients :tricky conversation tips

 
 
 
 
 

One of the most challenging aspects of being a private practice admin or
receptionist is managing angry clients either over the phone or in person.
While we can't control how others behave, you can work on  your response
to angry clients. Sometimes this is complicated by the fact that the person's
illness makes them prone to irritability. However a safe working space is
important in a private practice, so  we cannot ignore or excuse aggression.
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No 1 tip: Take a pause. You will get triggered. That's a
normal nervous system reaction to people expressing
anger. 

Remember, you don’t need to know what to say immediately nor is that a good idea
in case you react defensively. 

 
Name the pause with the client 

 
“Gina, I hear your anger and I’m just going to take a pause here before I respond. I can
feel I’ve been triggered and I want to take a moment to settle myself so I can respond in a
way that’s helpful to you." 
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 Example script:

Remind yourself that the workplace, especially the waitroom needs to
be a safe place for everyone. You are the gatekeeper for the safe
space. The team also needs to support you in your role of keeping
the practice a safe space for all clients and employees (including you

Use what you know about the client's history (if anything)to have
empathy for them.

Underneath the anger is their hurt, fear, does the client feel too
vulnerable and they’ve reacted because anger is easier than being
vulnerable? try to see the wounded part of the client even if the client is
seeming to come from a place of superiority or desire to control. 

Gina (shouting): you just think you're so clever, don’t you. Well let me tell you you’re
not, you’re not even close to the smartest person I know. 

Admin: Ouch, Gina. Just give me a moment to pause here, because your anger has
triggered me a little and I feel hurt.  I want to respond in a way that’s helpful for you.

Pause

Ok, let's try that again. I know from talking with you that sometimes you have a hard
day or get triggered. I want to work out this appointment/ fee issue with you but I can't
do that if you put me down. 
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 Example script 2

Gina (shouts continuously at admin)

Admin: (puts hands out in front with arms outstretched) Gina stop. You've
been triggered.  I can't connect with you or help you if you shout like this.  .
Gina stop. I need you to calm down or take a break outside before we talk
about this again Lets see if we can work through this together. But we can't
do it together if you are yelling at me and not taking a break.

Ok thank you. I feel safe and now we can work on what happened between
us. You know I care about you and I know if you are this angry, a part of you
is feeling very hurt or scared. Lets work through what happened, and see if I
can help you with those feelings.

If you feel unsafe or at risk, or if the client has a known history of
violence get support from staff or call the police to attend.

 After an incident like this debrief with the team and put in place
safety measures for the client. 


