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DISCUSSION QUESTIONS 
1. How do you handle complaints in your office? 

2. Do you have an example of what worked well?  

3. Do you have an example of what did not work? 

 
TAKE AWAYS 

1. Concerns vs. Complaints  
-Address reasonable concerns when in your power to do so 

-Share  reasonable  concerns  with  those  above  you  if  you  don’t  have  the  power  to  address  them 

-Complaint: a statement that a situation is unsatisfactory or unacceptable. Each complaint should be 

followed by a recommended solution 

 

Areas of Frustration and Chronic Complaining 

-Acknowledge there may be areas that cause frustration in the workplace and they may not change 

-It is an individual choice to determine if you can be happy in your job knowing areas causing frustration 

won’t  change  because  chronic  complaining  is  never  an  option   
 

Set Clear Standards 
-Set clear standards of acceptable behavior, inform others of those standards, and expect individuals to 

meet those standards. Not dragging others down with complaints is a requirement/standard of the job 

-When people fall short, immediately bring it to their attention and be part of identifying a solution 

 

Tone is Key 

- Use a calm, matter-of-fact tone when communicating behavior has become disruptive (Chronic 

complaining has an effect on employee productivity. This is disruptive behavior.) 

 

Refocus on the Mission/Vision/Values of the Institution 

- Become familiar with the mission/vision/values of your college or university 

- Remind team members of the mission of the institution and encourage them to refocus on what has life-

long impact 
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Schedule a Sit-Down Meeting 

-Don’t provide opportunity for a chronic complainer to drop into your office spontaneously. Immediately 

invite them to schedule a formal 15 minute meeting that does not interfere with your productivity 

- The complainer may not return to your office for a meeting once they’ve  had  the  opportunity  to  cool  
down and they realize they only have a 15 minute window with you 

 

Empathy…Empathy…Empathy 

- Often times complainers just want to be heard but make no judgment on the validity of their issue 

- Their  “venting  session”  may  help them identify their own solution 

- Their  “venting  session”  may  help  them  identify  there  is  no  short  term  or  easy  solution   
 

Complaints Require Solutions 

- Require each complaint shared to come with a realistic solution 

- Often times a chronic complainer will never allow reason or common sense to change their thoughts 

- Don’t  assume  responsibility  for  solving  their  issues 

 

Personal Difficulties 

- Is this individual under additional pressure? 

- Is the additional pressure because of professional demands, personal difficulties, or both?  

 

Misery Loves Company 

- Are you unintentionally granting permission for a complainer to visit? 

- If you have an open door policy for a chronic complainer, they may take it as a sign you are welcoming 

their unscheduled visits 

 

Time Limits 

- Everyone has an occasional need to vent 

- Use a pre-set timeframe (5-minute rule, 10-minute rule) to allow for someone having a bad day to share 

their frustrations and then move forward with a redirect of the conversation 

 
Don’t  Stay  Silent 
- If you are listening but say nothing, your silence will likely be interpreted as agreement 

- Negative people often speak in extreme terms using words such  as  “never”  and  “always.”  If  possible,  
respond with fact based statements 
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When  All  Else  Fails… 
- Cut them off! Once you identify there is nothing you can do to turn the conversation around, politely shut 

them down 

- Some scenarios will require HR to become involved (unlawful discrimination, sexual harassment, etc)  

 

 

Quotes on Gratitude 
 
Feeling gratitude and not expressing it is like wrapping a gift and not giving it 
~ William Ward 
 
 
Trade your expectation for appreciation and your whole world instantly changes 
~ Tony Robbins 
 
 
Gratitude is one of the sweetest shortcuts to finding peace of mind and happiness inside. No matter what is 
going  on  outside  of  us,  there’s  always  something  to  be  grateful  for 
~ Unknown 
 
 
Gratitude  dissolves  negativity.  Decide  that  no  matter  what  comes  your  way,  you’ll  find  a  grateful  heart 
~ Unknown 
 
 
Showing gratitude is one of the simplest yet most powerful things humans can do for each other 
~ Randy Pausch 
 
 
Gratitude is one of the most medicinal emotions we can feel. It elevates our mood and fills us with joy 
~ Sarah Stover 


