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Public Speech Drill: Dealing with Rude Passengers
“I am sure you have interacted with someone who just had a bad day and wants to extend it to others. The experience is even worse for someone who is only there to help. A flight attendant's job is to ensure that everyone's experience onboard is good and memorable. Sometimes, it takes more than the SOPs training on dealing with annoying or unruly customers. 
As a flight attendant, I have come in contact with different people: bad, good, rude, polite, humble; you name them!. However, dealing with rude passengers can be difficult and complex because sometimes, they become outrageous even when trying to help them. 
Today, flights have tried to improve their performances and interactions with customers. Today's most flights do not have to tell a customer that they are packed, just to lock them out. Also, not all passengers are people one would like to pick as friends. And like any other flight attendant, I have also experienced my share of this problem, and this is who I deal with it. 
Number one, I try to be polite. In my experience, I realized that sometimes, rudeness could scramble in the face of courtesy. Anger can make you feel good, but this is just a temporary feeling, and within no time, the situation can escalate and get out of hand. Being polite even to a rude passenger is one of my strategies to their rude behavior or preventing from causing a scene in the cabin area. 
Number 2(show two fingers on the camera-body language), I never refuse to negotiate. Negotiation is one of the most effective ways to resolve a problem easily. However, this must be done reasonably, especially when dealing with a rude person who may not see the importance of negotiating. I believe that when dealing with an adult, every problem can be solved. 
Lastly, my third strategy (also showing three fingers on camera) that I have also learned over the years is that staying clear-headed can help resolve a problem with rude passengers. I don't know what the passenger may have experienced or taken to make them start causing a disturbance. However, staying clear-headed helps me approach such a problem with a lot of caution. I cannot let my personal feelings or opinion about the passenger get the better of me. I do not let my temper get out of control, even if they continue to be rude to me. Emotions can lead us into regrettable situations even when we don't mean to. Therefore, learning to keep your emotions in check can go a long way in resolving problems with rude passengers.” 
