




Panelists
Å Julie Johnson is the Office Associate /Assistant 

Coordinator of Testing Services at Western 
Kentucky University. Ms. Johnson has been serving 
the Counseling & Testing Center at WKU since 
August 2008. Before working at the university, she 
worked as a Development Officer for WKYU Public 
Media. Julia has always been a people person and 
enjoys the face to face interaction with others. She 
is a very caring individual and strives to make the 
center warm and inviting.

Å Dr. Brian Van Brunt serves as the Director  of 
Counseling at Western Kentucky State University. 
He is the president of the American College 
Counseling Association (ACCA) for the 2010-2011 
term. He has worked in higher education for over 
twelve years. 
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POLL #1

ÅWhat office do you represent today?

A: Counseling or Health

B: Food Service or Bookstore

C: Residential Life or Student Affairs

D: Admissions

E: Registrar or Financial Aid

F: Parking, Police or Judicial Affairs

G: Athletics or Recreation Center

H: Academic Affairs
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Customer Service & Prevention

ÅCustomer Service

ïWe are here for the students, faculty and staff 

ïCƛƴŘƛƴƎ ǘƘŀǘ άƎƻƻŘ ƳƻƻŘέ ǘƻ ǿƻǊƪ ŦǊƻƳ

ïBeing flexible and accommodating; good Karma

ÅPrevention

ïInvesting time and energy into the office setting

ï! ƎƻƻŘ ƻŦŦƛŎŜ ǎŜǘǘƛƴƎ ŘƻŜǎƴΩǘ Ƨǳǎǘ ƘŀǇǇŜƴ

ïTaking time to nurture a welcoming space
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Customer Service & Prevention

ÅExamples of good Customer Service

ïUnderstand this is important to invest time in

ïWho uses your office 

ÅWhat problems do they bring?

ÅWhat needs to they have?

ÅWhy might they be rushed or upset 

ïParking 

ïStress over exam or approval for service

ïHave misinformation or expectations
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Customer Service & Prevention

ÅAn ounce of prevention is worth a pound of cure

ïWe want to get out ahead of student problems 
before they occur in our office or waiting room

ïAn example is food and beverages given to 
students (WKU example, Brian ER example)

ïJoin professional organizations to support office 
staff, training, discussions

ïJulia listserve
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Disruptive, Annoying & Frustrating
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Disruptive, Annoying & Frustrating

Åά¸ƻǳ ƴŜŜŘ ǘƻ ŦƛȄ ǘƘƛǎ ǇǊƻōƭŜƳ wLDI¢ bh²ΗΗΗέ

ÅάL ǿŀǎ ǘƻƭŘ ǘƻ ŎƻƳŜ ǘƻ ȅƻǳǊ ƻŦŦƛŎŜ ǘƻ ǎƻƭǾŜ ǘƘƛǎ 
problem. Now you are telling me I have to go 
ǎƻƳŜǿƘŜǊŜ ŜƭǎŜΚέ

Åά²Ƙŀǘ Řƻ ȅƻǳ ƳŜŀƴ LΩƳ ƴƻǘ ƎŜǘǘƛƴƎ Ƴȅ ŎƘŜŎƪ 
ǘƻŘŀȅΚέ

Åά²Ƙȅ ƛǎƴΩǘ ǘƘŜ ǇŜǊǎƻƴ LΩƳ ǎǳǇǇƻǎŜ ǘƻ ƳŜŜǘ ǿƛǘƘ 
ƘŜǊŜ ǊƛƎƘǘ ƴƻǿΦ L ƘŀǾŜ ŀƴ ŀǇǇƻƛƴǘƳŜƴǘ ŎŀǊŘΗέ
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Disruptive, Annoying & Frustrating

ÅDealing with those who disrupt our office or who 
annoy and frustrate us can be a difficult process. 

Å²Ŝ ƭƛƪŜ ǘƘŜ άƪƛƭƭ ǘƘŜƳ ǿƛǘƘ ƪƛƴŘƴŜǎǎέ ŀǇǇǊƻŀŎƘΦ

ÅHow to say no without causing problems

ïGolden Rule (how would you want to be 
treated in this situation?)

ïUnderstand, then be understood*

* Particularly when you know what they are going to ask



12

Disruptive, Annoying & Frustrating

ÅThere are times when students contact the office 
via email or the phone with rude, entitled or 
aggressive behavior.

ï5ƻƴΩǘ ǊŜǎǇƻƴŘ ƛƴ-kind

ï!ǎƪ ȅƻǳǊǎŜƭŦ άƛǎ ǘƘŜǊŜ ŀƴƻǘƘŜǊ ǿŀȅ ǘƻ ŎƻƴǘƛƴǳŜ 
to the conversation (switch email to phone?)

ïTry this--
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Disruptive, Annoying & Frustrating

http://mikeeatsdetroit.files.wordpress.com/2009/03/club-sandwich1.jpg



Crisis!

www.thefarside.com

http://www.thefarside.com


ÅDifferent offices are going to have a different 
ideas about what creates a crisis:

ïPolice and ambulance in your waiting room

ïPresident or Dean comes into the waiting room

ïStudent punches a wall

ïStudent slams a door on the way out

ïCopier is broken

ïOffice manager is out sick

Crisis!



ÅDealing with any crisis situation requires the staff 
first calm down and keep a cool head.

ÅTo do this effectively:

ï5ƻƴΩǘ ǇŜǊǎƻƴŀƭƛȊŜ ǘƘŜ ŦǊǳǎǘǊŀǘƛƻƴ

ï¢ƘŜȅ ŀǊŜƴΩǘ ŘƻƛƴƎ ǘƘƛǎ ǘƻ ŀƴƴƻȅ ¸h¦Σ ȅƻǳ ŀǊŜ ǘƘŜ 
front door to answering their problem/question

ÅOne approach that can help is found in cycle 
breathing*

Crisis!



Breath in slowly to the count of 
мΧнΧоΧпΧ

IƻƭŘ ȅƻǳǊ ōǊŜŀǘƘ ǘƻ ǘƘŜ Ŏƻǳƴǘ ƻŦ  мΧнΧ

Breath out slowly to the count of 
мΧнΧоΧпΧ

IƻƭŘ ȅƻǳǊ ōǊŜŀǘƘ ǘƻ ǘƘŜ Ŏƻǳƴǘ ƻŦ мΧнΧ
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ÅThe driving motivation for most upset people is fear. 
They are afraid of failing a test, not getting forms in on 
timeτmaybe even leave college.

ÅUnderstand where they are coming from first and then 
you can be more effective

ÅListenΧΦΦListen some more

ÅTell them what they just said

ÅThen listen to make sure you got it right

Crisis!



ÅUnderstand the content (what is being said) and 
process (how it is being said) of the conversation: 

ïSpoken:άL ƴŜŜŘ ǘƻ ǘŀƪŜ ŎŀǊŜ ƻŦ ǘƘƛǎ ǘƻŘŀȅΦ L ŎŀƴΩǘ 
ǿŀƛǘ ŀ ǿŜŜƪ ǘƻ ƘŀǾŜ ǘƘƛǎ ǇǊƻōƭŜƳ ǎƻƭǾŜŘΦ L ŘƻƴΩǘ 
have any choice here. I want to speak to your 
supervisor!

ïUnspoken:άLΩƳ ƎƻƛƴƎ ǘƻ ƎŜǘ ƪƛŎƪŜŘ ƻǳǘ ƻŦ ǎŎƘƻƻƭΗέ
19

Crisis!



ÅBy responding to the unspoken message, or meta 
communication, staff can match the question being 
asked and better satisfy the student with their 
response.

ÅToo often, we focus our response directly back to  
match the frustration and anger. Try to focus on the 
worry, concern and frustration underneath.

Å!ǎ /ƻǾŜȅ ǎŀȅǎΣ ά{ŜŜƪ ŦƛǊǎǘ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ŀƴŘ ǘƘŜƴ ōŜ 
ǳƴŘŜǊǎǘƻƻŘέ
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Crisis!
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ÅStart with a calm mindset and develop rapport

ÅwŜŀƭƛȊŜ ǘƘŜ ǿŀȅ ȅƻǳ ǎŜŜ ǘƘƛƴƎǎ ƛǎƴΩǘ ŀƭǿŀȅǎ ǘƘŜ ǿŀȅ 
they see things*

ÅBuild a bridge between you and them

Crisis!
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QUACK!!!
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ÅSteps to diffusing "dangerous" situations between 
student

1. Get the student away from the crowd.

2. Begin with a positive statement, not a negative 
one (constructive, not punitive)

3. Explain the documented issues in a neutral and 
reflective way (without sarcasm).

www.aggressionmanagement.com

Crisis!

http://www.aggressionmanagement.com
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ÅSteps to diffusing "dangerous" situations between 
student

4. Explain that their present behavior is not in their 
best interest.

5. Ask how we can work together to solve this 
ǇǊƻōƭŜƳΦ /ƻƴǎƛŘŜǊ ǘƘŜ ƳƛǊŀŎƭŜ ǉǳŜǎǘƛƻƴ ά²Ƙŀǘ 
ƻǳǘŎƻƳŜ ǿƻǳƭŘ ȅƻǳ ƭƛƪŜ ǘƻ ǎŜŜΚέ

www.aggressionmanagement.com

Crisis!

http://www.aggressionmanagement.com
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ÅI had an EMT instructor once who shared 
some sage wisdom with me. 

ÅIŜ ǎŀƛŘΣ άLŦ ƛǘ ŦŜŜƭǎ ƎƻƻŘ ŦƻǊ ȅƻǳ ǘƻ say to a 
ǇŀǘƛŜƴǘΣ ƛǘ ǇǊƻōŀōƭȅ ƛǎƴΩǘ ǘƘŜ ǊƛƎƘǘ ǘƘƛƴƎ ǘƻ ǎŀȅΦέ

ÅHe was on to something. 

What to Avoid
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Å5ƻƴΩǘ Ǉǳǘ ǳǇ ǇŀǎǎƛǾŜ ŀƎƎǊŜǎǎƛǾŜ ǎƛƎƴǎΦ ¢ƘŜȅ 
ŀǊŜ ŀƴƴƻȅƛƴƎ ŀƴŘ ŘƻƴΩǘ ƎŜǘ ǘƘŜ ŘŜǎƛǊŜŘ ǊŜǎǳƭǘΦ

What to Avoid
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Å5ƻƴΩǘ ǊŜǇŜŀǘ ǘƘŜ ǎŀƳŜ ōŀŘ ǇŀǘǘŜǊƴǎ ƻǾŜǊ ŀƴŘ 
over again. If you are having the same 
problem, look for a new way to solve it.

ïToo many people in the waiting room

ïOffice locked early morning and people 
waiting

ïBad transfers to the office from another 
office 

What to Avoid
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ÅHere we are going to talk about and discuss 
ǎƻƳŜ ƛŘŜŀǎ ǿŜΩǾŜ Ǉǳǘ ƛƴǘƻ ǇƭŀŎŜ ŀǘ ²Y¦Φ

ÅWe operate a combined counseling and 
testing waiting room that serves around 100 
students on any given day.
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Big Red

Mascot
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Coffee 

Service
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Stress

Goat
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Slideshow
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Website

& 

MP3
www.wku.edu/heretohelp


