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Appendix III 

 

Group Needs Assessment 
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Defusing Hostility Needs Assessment 

 

 

 

In the next while, I will be delivering a seminar to help you deal more 

effectively with the more difficult, angry, upset and hostile customers 

you face in your job. 

 

If you have worked with difficult customers before, you’ve probably 

already developed some good skills, and we’ll be working to expand 

upon those.The seminar will give you a chance to review strategies and 

skills, and learn some new ones. 

 

Organizations face a wide range of hostile situations. I like to customize 

the course material to reflect the actual hostile situations participants are 

facing. That way, we can focus the session so that you will find it 

relevant and specific enough to be useful. 

 

Attached is a set of questions about the hostile situations you face, and 

what would make the seminar useful to you. 

 

Please take the time to provide detailed information where possible. The 

more specific you are in answering the questions, the more  I will be 

able to make your attendance at the seminar relevant and applicable to 

your situation. Please do your best to respond to this as soon as possible 

 

Thank You 

 

Robert Bacal 
 

Robert Bacal, Principal  

Bacal & Associates 

 

PS. Looking forward to meeting all of you at the seminar! 
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1. Think about a specific hostile situation that you have faced. Choose a situation that you would like to 

become better at managing. 

 

Describe the situation you are considering. Write a narrative (like a story) that describes what happened. 

Include information about the state of the customer, how he or she behaved, what you did and what 

happened. 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

If you need more space, please add additional sheets 
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2. With respect to the situation you have described, what was the toughest, most frustrating, or 

frightening part for you? 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

3. List any questions you  might have about dealing with hostile clients/members of the public? In other 

words, what would you like to learn about the subject? 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

4. Generally, what are your hostile clients doing? Are they making threats, being insulting, making 

accusations, assaulting you? Be as specific as possible. What do they say and do? 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

__________________________________________________________________________ 



Page 82  

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

 

5. What would make the seminar useful to you? What would you like to learn? 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

6. What would make the seminar NOT useful to you (the things we should avoid)? 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 

 

___________________________________________________________________________ 


