


Self-Control involves keeping one’s emotions under control and restraining negative responses 
when provoked or when faced with opposition or hostility from others, or when working under 
conditions of stress.  While anger and frustration may, at times, be justified, this competency is 
concerned with expressing or resolving it in an appropriate way that doesn’t harm self or others, 
emotionally or physically. 

Pause – Reflect – Act. 

This Means... This Doesn’t Mean... 

 continuing to perform effectively in 
stressful and difficult circumstances 
(i.e., a difficult case) 

 giving up and letting fear take over; 
letting stressful times get the best of 
you 

 keeping things in perspective despite 
fatigue and frustration 

 letting events “take control” of you 

 coping effectively with ambiguity  wanting everything to be black and 
white 

 maintaining a professional approach 
when unduly annoyed, disturbed, or 
disrupted by others; remaining calm 

 being rude and impolite by “lashing out” 
and over-reacting 

 responding calmly with a sense of 
empathy and perspective when 
something happens that makes more 
work for you 

 blaming others and getting angry when 
something happens that makes work 
for you 

 remaining polite and in control when 
speaking with people who receive 
support or colleagues and dealing with 
offensive provocations 

 getting angry or flustered when a 
person who receives support or 
colleague becomes unruly and directs 
personal attacks your way 

 holding your tongue and taking a deep 
breath to relax when something annoys 
you 

 sharply complaining to someone who is 
getting on your nerves 

 taking steps to calm someone (e.g. a 
co-worker or person who receives 
support) who is noticeably upset 

 refusing to get involved in emotionally 
charged situations, or saying or doing 
things that make the situation worse 

 






