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Run for Cover!Run for Cover!
Facilitator’Facilitator’s Guides Guide

Brought to you by VISTAKON®, 
Division of Johnson & Johnson Vision Care, Inc.

Introduction

Thank you for choosing “Run for Cover!” another module in the ACUVUE® EYE HEALTH ADVISOR staff
training series.  It has been designed with your entire Eye Care Team in mind and it is our hope that you
will all enjoy this interactive learning experience.  

This facilitator’s guide has been prepared to help enhance your own educational experience while guiding
your attendees through the video, workbook and role-playing session.  The combination of these tools are
designed to work together to encourage an interactive encounter that is ideal for a forty to sixty minute
meeting with many attendees.  However, these tools can also be used to conduct self-directed learning for
individuals.  

Video + Facilitator’s Guide + Workbook + YOU =
A fun hour of learning!  

The Message

The purpose of the “Run for Cover!” module is to help members of the office team develop effective
methods for handling unhappy, dissatisfied patients.  Recognizing the unfortunate reality that every practice
will deal with irate patients is the first step to successfully working through these unpleasant situations. It
may be a first impulse to try and change the behavior or the thinking of the person who is upset.  But
unfortunately, you cannot change someone else’s behavior; and when someone is upset, you’ll never be
able to change his or her way of thinking!  “Run for Cover!” will help you and your office team members turn
these stressful situations into successful situations.

Important Areas To Be Covered In This Module

• It is a reality that you will face unhappy or irate patients in your business or 
practice.   

• A complaining patient may be your business’ best friend-really!
• Everyone can take care of happy, satisfied patients.  But, taking care of

unhappy, irate patients and doing it successfully can really set you apart from 
your competition.

• You cannot change an angry patient’s behavior.  However, by changing your 
behavior, you can impact his or hers and turn the situation into a positive one 
for everyone!
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Before You Begin

It is recommended that you review the videotape, workbook and game cards along with this guide prior to
facilitating the session for other office team members.  This will allow you to more fully understand the
message being delivered and to customize the message for your individual office.  

Once you’ve reviewed the material, you will need to complete the following tasks to be fully prepared for the
session:
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1. Determine the location and time for the session. This module will work well duing
a staff meeting, lunch hour or separate session set aside expressly for this learning 
experience.  However, for discussion and exercises, allow 40 to 60 minutes.  

2. Invite the office team members. Everyone on the staff can benefit from the
message delivered in “Run for Cover!”  This includes anyone who deals directly or 
indirectly with patients, deals with patients on the telephone or has interactions with
other office team members.  Team members whose job descriptions specifically
include the unenviable task of handling complaints will benefit greatly, but everyone in
the office may find himself or herself on the front line at one time or another!

3. Arrange for equipment. A video player and monitor will be needed to play the video.
There should also be enough workbooks for each attendee.  If not, make copies or
order additional copies with the accompanying business reply card.

4. Arrive early to set up the meeting room.  It will be important that each attendee is
able to see and hear the video while it is being played.  Make sure that all attendees
have their own workbook.  These can be handed out prior to the beginning of the
video or can be distributed at its conclusion.  There will be opportunities to write in the
workbook, so provide tables or writing surfaces for the attendees.  Make sure also that
there is adequate room in which to play the game.  Since you’ll be dealing with “irate
patients,” it may be best to find a room that is private so patients or co-workers who
are not involved in the program are not interrupted.  

5. Have fun! This can be a great learning experience for you and the attendees.  The
video is designed to be humorous while delivering a message.  Humor allows people
to laugh, relax and hear a message that might otherwise be difficult to accept.  



Let’s Get Started!

You may have specific things you wish to say to introduce the module once you’ve reviewed the video.
However, if you want some ideas, we are happy to provide a few!

• VISTAKON®, Division of Johnson & Johnson Vision Care Inc., has provided this learning
experience to the office at no cost.

• The session will last approximately 40 to 60 minutes and is very interactive.

• The purpose of this exercise is to help the attendees gain a different perspective on the
subject of irate or unhappy patients.  This learning experience is not going to teach you to
change the angry person’s behavior; but instead, it will help you to focus on your own
attitude and reaction to the other person’s behavior in order to create a more positive
situation.  By working through role-playing scenarios, you will discover that with a little bit
of practice, you can turn these stressful situations into successful situations. 

• In the video, the reason that the patient is unhappy is never discussed.  That is because,
as you will learn, it isn’t important who made the patient unhappy or why the patient was
unhappy.  Every situation can be dealt with following the same simple steps making it an
easy formula to follow.

• It may seem that the recommendations highlighted in this video appear too simple or
obvious to really impact patients’ feelings and ultimately their perception of the office,
however, it is attention to these small details that separates a good practice from a great
practice.   

• Finally, this module is not designed to point fingers at any individual.  Humor and
exaggeration are used to soften the message while still making a point.  No one expects
that personnel in the office perform at the same level as the individuals in the video.  

• Discussion by the attendees is encouraged!

• Other points you would like to make during the introduction:
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________

Start the Video!
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Let’s Turn to the Workbook!

Once the attendees have finished viewing the video, have them turn to the page of the workbook
entitled “Run for Cover!”  Start by getting the attendees’ general impressions of the video and the
message that it delivered.  If there are some that disagree with the overall concept, don’t focus on
trying to win them over right away.  Instead, work through the workbook to help support the
information that was provided in the video.  Keep in mind that you will need to reserve at least
15 to 20 minutes at the end of the session for the role-playing activity.

As facilitator, it will be most productive if you determine areas of concern that should be addressed
involving the handling of irate patients prior to this meeting.  For instance, do you find that some
office team members have a more difficult time dealing with a patient who is upset?  Do situations
spiral out of control when a patient is angry?  Does it seem that patients are always complaining
about the same issues?  Do you have trouble retaining patients?  

We are going to begin with a list of questions to get the office team members thinking about how
they currently act and feel when they are dealing with an unhappy patient.  There may be a number
of attendees who are actually quite good at handling these situations.  While their input will be
important to support the message of this module, the education needs to be directed to those who
are not quite as successful or comfortable when these situations occur.  

The list of questions on the second page of the workbook are not meant to create a situation where
old “battles” with patients are revisited.  Encourage the attendees to think silently about their last
experience.  The focus of these questions should be on the feelings and actions that were
generated, not the details that led up to the unpleasant situation.  Keep the attendees focused on
moving forward, rather than bringing up old wounds.  It may help to have a personal experience of
your own to share to start the conversation if others aren’t willing to open up right away!

• Can you remember what the patient was angry about?

With this question, do not have the attendees focus on the details of their prior encounter
and it shouldn’t be necessary to have them share any of the details with the group (this
may only serve to focus on the wrong aspect of the situation).  Instead, see if they can
clearly remember the reason behind the anger.  Some people may remember every little
detail, while others may have trouble remembering anything but their feelings and
reactions to the incident.  While the perception by each person involved may be different,
they each tend to have vivid memories.

• Were you the person responsible for making the patient angry or were you an
innocent bystander?

It is not unusual to find that the person complaining is not complaining to the person who
really upset them.  People don’t always have the opportunity (or the desire) to actually
confront the person that irritated them.  And sometimes the blame doesn’t even belong to
someone in the office-someone cut them off in traffic, their 8-year-old needed a tomato
costume (today!) or their lenses are on back order.  What is important for the attendees to
understand is that it doesn’t matter who made the patient unhappy.  If they are interacting 
with them, it becomes their problem.
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Workbook Page “Run for Cover!” continued

• Do you remember how you felt when you realized the patient was angry and you were
the target?

Ask the attendees to share their feelings and thoughts on this question.  You may find that
there is a varied response from the group.  Some may have felt angry themselves, while
others may say that they were afraid, nervous, shy, embarrassed, confused or in a state of
shock.  Since the video has already been viewed, some may feel that these answers are
“wrong.”  Assure the attendees that how they feel is never wrong.  Our focus in this module
is not to change how they feel, but to change the body language and reactions that may
accompany those feelings.

• What was going through your mind when you were confronted?

Once again, have the attendees share with one another their thoughts on this question.
You may find answers such as, “How am I going to get out of this one?”  “I sure wish they
weren’t so loud.  They are making everyone look at me.”  “This isn’t my problem.”

• How did you react to this irate person?

This question is meant to deal with the verbal and physical reaction that the attendee had
when dealing with the unhappy patient.  This may have been covered earlier by answers to
other questions, since the reaction is so closely linked to their thoughts and feelings about
the situation.  Try to get them to think about the specifics:  Did they yell?  Did they back
away?  Did they fold their arms and get ready for the assault? Did they move the patient to
a quiet area?  Did they apologize? 

• Did you feel like you were being attacked, or did you view the situation as an
opportunity?

From the answers to the prior questions, you most likely have figured out as a group who
felt like they were being attacked.  It would be interesting to see if anyone, prior to viewing
the video, felt as if this normally unpleasant situation was viewed as an opportunity.  If the
majority of attendees felt they were being attacked, have them think about how that frame
of thought determined their actions and reactions to the situation. 

• Were you able to calm the person down or did the situation get worse instead of
better?

Hopefully many of the situations that the attendees have recounted turned out positively.  If
they didn’t, ask the attendee if they can look back now and identify something that may
have made the situation better.  Would an apology have smoothed things?  Should they
have asked for a break or time-out in the confrontation?  Could they have graciously
accepted the responsibility (which is different from accepting the blame) and worked to
make the situation better?
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Workbook Page “Practice Makes Perfect (and Permanent!)”

The best way to really cement learning is to practice the lessons learned.  And when the lessons deal with
irate patients, you and your office team may prefer to practice with each other in a controlled setting rather
than getting experience in the real world!  For that reason, we have developed a set of role playing cards
that provide you and your office team with a fun and interactive learning experience. Each of these cards
has a different scenario that may occur during the course of a busy workday.  It also has a picture of the
“patient” who might bring the complaint to the office team member’s attention.  On the bottom of the card
are hints about how to best handle the situation to help find the road to success. 

There are a number of ways in which to play the game and a few of them have been listed below.  But use
your imagination!  The purpose is to place office team members in these situations to practice their
responses so that they become comfortable.  Your job as facilitator will be to make sure that each of the
steps listed below are followed.  If that seems overwhelming, break it down into separate parts.  For
instance, have the attendees focus on the apology first.  Then concentrate on body language and listening
and so on.  It is very important that the attendees work through and remember each step and continue to
practice.  When faced with an irate or unhappy patient, they will have to rely on those things that have
become second nature to them.  The only way to accomplish that is to practice, practice, practice!

• A complaint is not an attack.  It is an opportunity!
• Watch body language and facial expressions
• Listen very carefully to the other person
• Offer help, not excuses
• Follow through to make sure the problem is solved
• Fix the problem so it doesn’t happen again
• And most importantly, apologize 

Facilitator role-playing
Consider role-playing the scenarios yourself and adopting the attitude of the character on the front of the
card and simply asking the attendee’s to respond to your “complaints.”  

Team playing
Divide the group into two teams.  Begin with one team member choosing a card and role-playing the
situation on the card, taking on the attitude of the character shown on the front.  Members from the first
team develop a simple approach to addressing the complaint.  The other team critiques the players from
the role-playing team in order to improve their approach to the situation.

One-on-one playing
Pair up into groups of two.  One person draws a card and role-plays the situation and character on the card.
The other person role plays the employee and strives to successfully resolve the situation.  The role-
playing should continue on the part of the “patient” and the “employee” by adding realistic responses to
each other’s comments.  By following the guidelines listed above, the team member portraying the “patient”
may even feel the difference in their own attitude when the situation is handled well versus when it is
handled poorly.

Playing alone
The game can also be effectively played by individuals.  Simply choose a card and review the situation and
the “patient” who is upset.  Plan the response making certain that the guidelines above are followed.
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