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1. They erode public confidence
2. They are inefficient
3. They are irritating

Why do we care about poorly 
managed public meetings?



1. Issues are high stakes
2. Information and expertise are   

not equal.
3. There are deadlines –

sometimes artificially imposed.

Why do our public meetings
Sometimes become hostile?



Anger is a defensive response to 
pain or the threat of pain, real 
or perceived.  If people believe 
that you will hurt them, they will 
react angrily.

What other factors contribute
To public anger?



Anger happens when it is 
perceived as the only behavior that 
appears to be effective. 

Anger is magnified in the face of 
manipulation, trivialization, stone-
walling, or dishonesty.

What other factors contribute
To public anger?



1. Engage
2. Demonize
3. Stonewall
4. Ignore

Ineffective Options in 
Dealing with Anger:



1. Assume Good Intentions
2. Seek to Understand, Then to  

be Understood.  (Covey)
3. Don’t Overreact.
4. Be Honest

Effective Options in 
Dealing with Anger:



5.  Be Decent
6.  Be Respectful
7.   Share Information
8.  Control the process, not the  

result.

Effective Options in 
Dealing with Anger:



1. Not an accident – plan ahead.
2. Give notice – real notice.
3. Use alternative fact-gathering 

processes
4. Don’t call it a hearing.
5. A welcome, inviting atmosphere
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6. No more structure than is   
necessary.

7.Physical comforts – seeing and 
hearing.

8.Explain the process.  Separate 
fact-gathering from decision-
making. 
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9. Don’t make people wait.
10. Don’t answer questions no 

one is asking.
11. Listen – Restate – Inquire
12. Neutral behavior – body 

language
13.  Be flexible.
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