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PART 7: SELF-MANAGEMENT AND
WELLBEING

CHAPTER 25: Managing Your Own Emotions
Why Self-Management Matters

You cannot regulate others' emotions if you can't regulate your own.

When you manage your emotions well: v You stay calm under pressure v' You make

better decisions v You don't take things personally v You recover quickly from stress v You
protect your wellbeing

When emotions manage you: X You react impulsively X You say things you regret X
You escalate conflicts X You carry stress home X You burn out

Understanding Your Emotional Triggers
Triggers are situations that provoke strong emotional reactions.

Common triggers in service work:

Being disrespected or insulted

e Feeling unappreciated

e Dealing with same problem repeatedly

e Working while understaffed

e Customers treating you as "less than"

e Being blamed for things outside your control

Self-awareness exercise: What are YOUR specific triggers? When do you feel yourself
getting upset?

Once you know your triggers, you can prepare for them.
The Pause-Breathe-Choose Method

When triggered, use this three-step process:

1. PAUSE

e Recognize you're triggered ("I'm feeling angry")
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e Don't react immediately
e Countto 3 silently
2. BREATHE
e Take 3 slow, deep breaths
e Breathe in through nose (4 counts)
e Breathe out through mouth (6 counts)
o Feel your body calm
3. CHOOSE
e Choose your response deliberately
e Ask: "How do | want to handle this?"
e Respond based on values, not impulse
Example: Customer is rude.

e Trigger recognized: "I'm feeling disrespected and angry"

Pause: [Don't snap back]

Breathe: [3 deep breaths]

Choose: "I'm going to stay professional. This isn't about me."

Respond: "l understand you're frustrated. Let me help."
Emotional Regulation Techniques

IN THE MOMENT:

1. Grounding (5-4-3-2-1) When overwhelmed, notice:

e 5 things you can see

4 things you can touch

3 things you can hear

2 things you can smell

1 thing you can taste

Brings you back to present moment.
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2. Physical Reset

Splash cold water on face

Step outside briefly

Stretch or move

Shake out tension

3. Perspective Shift Ask yourself:
o "Will this matter in a year?"
o "What's the kindest interpretation of their behavior?"
e "What can | control right now?"
4. Positive Self-Talk Replace negative thoughts:
e "l can't handle this" — "I've handled worse"
e "This is terrible" — "This is challenging, and | can manage it"
e "They're awful" — "They're having a hard time"
BETWEEN CUSTOMERS:
The 30-Second Reset:
1. Deep breath
2. Roll shoulders back
3. Shake out hands
4. Quick positive thought
5. Fresh approach to next customer
Prevents carrying stress from one interaction to the next.
Building Emotional Resilience
Resilience = ability to bounce back from stress.
Daily practices that build resilience:
1. Morning ritual:

e Set positive intention for day
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Deep breathing before starting

Remind yourself of your purpose

2. Micro-breaks:

Brief pauses throughout shift
Mindful breathing

Quick positive thought

3. End-of-shift transition:

Physical ritual (change clothes, wash hands)
Mental letting go

Acknowledge what went well

4. Reqgular self-care:

Adequate sleep
Healthy eating
Exercise
Hobbies

Social connections

5. Mindfulness practice:

Even 5 minutes daily
Meditation, deep breathing, or quiet reflection

Builds capacity to stay present

Managing Specific Emotions

ANGER:
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e Channel into problem-solving

FRUSTRATION:

Acknowledge it

Identify what you can control

Focus on solutions

Ask for help if needed
ANXIETY:
e Ground yourself in present
o Focus on one task at a time
e Remember your competence
e Talk to supportive colleague
SADNESS:
o Allow the feeling briefly
o Compartmentalize (deal with it later)
e Seek support if needed
e Practice self-compassion
OVERWHELM:
e Break tasks into smaller steps
e Prioritize (what must happen now?)
e Ask for help
e One thing at a time
Emotional Boundaries
Empathy WITHOUT taking on their emotions:
v DO:
e Understand their feelings

e Respond with compassion
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e Maintain your own emotional state
X DON'T:

e Absorb their stress

e Take their anger personally

e Carry their problems home

Visualization: Imagine a glass wall between you and their emotion. You can see it,
understand it, but it doesn't pass through to you.

When Emotions Overflow
Sometimes emotions become too much:
Signs you need support:
e Crying during/after shifts regularly
e Can't sleep due to work stress
o Dreading going to work
¢ Physical symptoms (headaches, stomach issues)
e Using substances to cope
e Feeling numb or hopeless
What to do:
1. Talk to supervisor
2. Use employee assistance program if available
3. Consider professional counseling
4. Take mental health seriously

Your mental health matters. Seeking help is strength.

CHAPTER 26: Stress Management for Service Professionals
Understanding Service Work Stress
Service work is uniquely stressful:

e Emotional labor (managing feelings)
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Dealing with difficult people
e Physical demands (standing, repetitive motions)
e Fast pace
e High expectations
e Low control over schedule
Chronic stress leads to burnout if not managed.
The Stress Response
What happens when stressed:
e Physical: Increased heart rate, tension, shallow breathing
e Mental: Racing thoughts, difficulty focusing
o Emotional: Irritability, anxiety, overwhelm
e Behavioral: Snapping at people, mistakes, withdrawal
Recognizing early signs prevents escalation.
Immediate Stress Relief Techniques
DURING YOUR SHIFT:
1. Box Breathing (2 minutes)
o Breathe in: 4 counts
e Hold: 4 counts
o Breathe out: 4 counts
e Hold: 4 counts
e Repeat 4 times
2. Progressive Muscle Relaxation

Tense shoulders, hold 5 seconds, release

Clench fists, hold, release

Tighten face, hold, release
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3. Quick Movement

e Step outside for 30 seconds

o Walk to stockroom

o Stretch arms overhead

e Any physical movement breaks stress cycle
4. Cold Water

e Splash face

e Drink cold water

e Hold ice briefly

5. Positive Visualization

Close eyes for 10 seconds

Picture calm place

Breathe deeply

Return to work refreshed

Managing Rush-Period Stress
Strategies for busy times:
1. Stay in the moment:
e Don't think about how many customers are waiting
e Focus on the one in front of you
e Onetask at atime
2. Communicate with team:
e "I'm on espresso!"
e "We need more milk!"
o Clear, direct communication
3. Prioritize ruthlessly:

e What must happen now?
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e What can wait 2 minutes?
4. Accept imperfection:

e Do your best

o Perfection impossible during rush

e Good enough is good enough
5. Maintain quality on critical items:

o Don't sacrifice safety

o Don't sacrifice core quality

o But okay to skip extras
6. Breathe between customers:

e Even one breath helps

e Resets your system
Managing People-Stress
Difficult customers drain energy:
Protection strategies:
1. Don't personalize:

e It's not about you

e They're struggling

e You're the target, not the cause
2. Limit emotional exposure:

e Empathy without absorption

e Glass wall visualization

e Help them, don't become them
3. Reset after difficult interactions:

o Deep breath

e Shake it off physically
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o Positive self-talk

e Move on to next customer fresh
4. Share with colleagues:

e Brief venting can help

e "That was intense!"

e Support each other

o Don't dwell on it
Long-Term Stress Management
Building sustainable practices:
PHYSICAL CARE:

e Sleep: 7-9 hours minimum

e Nutrition: Regular meals, healthy food

o Exercise: 30 minutes most days

e Water: Stay hydrated

MENTAL CARE:

Breaks: Actually take them

Boundaries: Work stays at work

e Hobbies: Activities you enjoy

Learning: Keep mind engaged
EMOTIONAL CARE:
e Connections: Maintain relationships
e Expression: Talk about feelings
e Joy: Do things that make you happy
e Therapy: If needed, get it
SPIRITUAL CARE (if relevant to you):

e Meaning: Connect to purpose
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e Values: Live according to them

e Practice: Prayer, meditation, nature

e Community: Supportive groups
Stress-Management Plan
Create your personal plan:
DAILY:

e Morning: [Your ritual]

o During shift: [Your techniques]

e Evening: [Your wind-down]
WEEKLY:

o Exercise: [Your choice]

e Social: [Connect with friends/family]

e Joy: [One thing just for fun]
MONTHLY:

e Review: How am | doing?

e Adjust: What needs to change?

o Celebrate: What went well?
Write it down. Follow it consistently.
When to Seek Professional Help
Signs you need more support:

e Stress affecting sleep, appetite, health

e Using substances to cope

e Feeling hopeless or depressed

e Anxiety interfering with life

e Can't manage stress with self-care alone

Resources:
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Employee Assistance Program (if available)

Therapist/counselor

Doctor

Crisis hotline (if urgent)

Mental health is health. Get help when needed.

CHAPTER 27: Preventing Burnout
Understanding Burnout

Burnout is a state of emotional, physical, and mental exhaustion caused by prolonged
stress.

Burnout is NOT:

e Having a bad day

e Temporary tiredness

e Normal stress
Burnout IS:

e Chronic exhaustion despite rest

e Cynicism and detachment

e Feeling ineffective

e Loss of meaning in work
Burnout doesn't happen overnight—it builds over time.
The Three Dimensions of Burnout

1. EXHAUSTION

Constant fatigue

No energy even after rest

Physical symptoms (headaches, illness)

Emotional depletion

2. CYNICISM
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e Negative attitude toward work

Detachment from customers

"l don't care anymore" feeling

Treating people as objects

3. INEFFICACY

Feeling incompetent

Doubting your abilities

Sense of failure

Nothing you do matters
If experiencing all three, you're likely burned out.
Early Warning Signs
Catch burnout before it's severe:
PHYSICAL.:
o Constant tiredness
e Frequentillness
e Sleep problems
o Headaches, stomach issues

e Changes in appetite

EMOTIONAL:
e Irritability
e Anxiety

e Feeling numb

e Quick to anger

Wanting to cry
BEHAVIORAL:

e Calling in sick often
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Arriving late

Procrastinating

Withdrawing from colleagues

Decreased performance

MENTAL:

Difficulty concentrating

Forgetfulness

Negative thoughts

Lack of motivation

Feeling trapped
If you notice several of these, take action immediately.
Root Causes of Burnout in Service Work
1. EMOTIONAL LABOR
e Constantly managing your emotions
e Being "on" all the time
e Suppressing genuine feelings
2. LACK OF CONTROL
e Can't control schedule
e Can't control customer behavior
e Powerlessness
3. HIGH DEMANDS, LOW RESOURCES
e Too much work
e Not enough staff
o Insufficient breaks
4. LACK OF RECOGNITION

e Hard work goes unnoticed
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e Feeling taken for granted
e No appreciation
5. VALUES CONFLICT
e Asked to do things against your values
e Company priorities vs. personal ethics
6. POOR WORK RELATIONSHIPS
e Conflict with colleagues
e Unsupportive management
o Isolation
Understanding causes helps address them.
Prevention Strategies
BOUNDARY SETTING:
Time boundaries:
e Don't check work messages on days off
e Leave on time when shift ends
o Take all breaks
Emotional boundaries:
e Care for customers without becoming them
e Work stress stays at work
o Personal life separate from work life
Saying no:
o To extra shifts when exhausted
e To covering for others constantly
e To sacrificing health for work
RECOVERY PRACTICES:

Daily detachment:
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End-of-shift ritual

Physical transition (change clothes)

Mental switch (work mode to personal mode)

True rest:

Do things unrelated to work
Activities that restore energy

Quality sleep

Weekly renewal:

One day truly off
Something you look forward to

Connection with loved ones

FINDING MEANING:

Remember why it matters:

Impact you have on customers
Connections you create
Skills you're developing

Pride in work well done

Focus on what you can control:

Your attitude
Your effort
Your growth

Your relationships

BUILDING SUPPORT:

At work:
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e Team cohesion
Outside work:

e Friends and family

o Hobbies and interests

e Community involvement
PERSONAL DEVELOPMENT:
Keep learning:

o Develop new skills

e Seek challenges

e Grow professionally
Career path:

o See future possibilities

e Setgoals

e Make progress
Recovery from Burnout
If you're already burned out:
1. ACKNOWLEDGE IT

e Admit you're struggling

e It's not weakness

e Burnout is real

2. SEEK HELP

Talk to supervisor

Use EAP if available

Consider therapy

Medical check-up

3. TAKE TIME OFF
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e Use vacation days
e Medical leave if needed
* Restis essential
4. REASSESS
e Is this job sustainable?
e What needs to change?
e Can situation improve?
5. MAKE CHANGES
o Set firmer boundaries
¢ Request schedule changes
e Reduce hours if possible
o Consider other positions
6. REBUILD GRADUALLY
e Start with small steps
e Don't expect instant recovery
e Be patient with yourself
o Celebrate small wins
Recovery takes time. Be compassionate with yourself.
Organizational Factors
While you can manage yourself, organizations must also:
e Provide adequate staffing
o Allow sufficient breaks
e Recognize good work
e Foster supportive culture
e Address burnout systemically

If your organization doesn't support wellbeing, it may not be sustainable long-term.
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Self-Assessment
Burnout Inventory (Answer honestly):
Rate 1-5 (1=Never, 5=Always):

___ | feel emotionally drained by work ____ | feel tired when | wake up and have to face
another day __ Working with people all day is a strain ___ | feel | treat some customers as
impersonal objects ____ | feel I'm working too hard ____ | don't really care what happens to
some customers | feel frustrated by my job | feel burned out from my work | feel
I'm not having a positive influence on people ___ I've become more callous toward people
since taking this job

Score:
e 10-20: Low burnout risk
e 21-35: Moderate risk—take preventive action
e 36-50: High risk—seek help immediately

Check in with yourself monthly.

CHAPTER 28: Work-Life Balance
Understanding Work-Life Balance

Work-life balance means maintaining healthy boundaries between your professional
responsibilities and personal life. In service work, especially in 24/7 operations like drive-thru
kiosks, this balance is crucial for long-term success and wellbeing.

Why it matters:
e Prevents burnout and exhaustion
e Maintains your physical and mental health
o Keeps you effective at work
e Protects personal relationships

e Ensures job satisfaction

Allows you to show up as your best self
The cost of imbalance:

e Chronic fatigue
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Relationship problems
Health issues

Decreased job performance
Resentment toward work

Loss of personal identity

Setting Healthy Boundaries

Time Boundaries

At work: v Arrive on time, leave on time (don't consistently work unpaid overtime) v Take

your scheduled breaks—they're not optional v' Use your days off v Don't feel guilty for not
being available 24/7

After work: v Don't check work messages constantly v Don't answer work calls on days off

(unless emergency) v Create transition ritual (change clothes, shower, etc.) v Mentally
"clock out" when you leave

Setting the boundary: "I'm not available after [time] unless it's an emergency." "l need my
days off to recharge so | can perform well at work."

Mental Boundaries

Leave work at work:

Don't replay difficult customer interactions endlessly
Don't worry about tomorrow's shift during today's rest
Don't bring work stress into personal time

Don't let work define your entire identity

Techniques:

1.

2.

Physical transition: Change clothes immediately when home
Mental box: Imagine putting work concerns in a box until tomorrow
Decompression time: 15-30 minutes to transition (walk, music, shower)

Thought stopping: When work thoughts intrude, actively redirect: "Not now—
tomorrow"

Emotional Boundaries

Protect your emotional energy:
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You care about customers, but you're not responsible for fixing their lives

Empathy without absorption (understand feelings without taking them on)

Customer emotions are theirs, not yours to carry home

You can be professional without being personally invested in every interaction

The airplane oxygen mask principle: Put your mask on first. You can't help others if you're
depleted.

Making the Most of Your Off-Time
Rest and Recovery
Quality sleep:

e 7-9 hours per night

Consistent sleep schedule (even on days off)

Screen-free 30 minutes before bed

Cool, dark, quiet environment
Physical rest:
o Don't pack every day off with activities
e Allow downtime for your body to recover
e Naps are okay (20-30 minutes for energy)
Mental rest:
e Activities that don't require intense focus
e Nature time
e Meditation or quiet time
e Limiting news/social media consumption
Rejuvenation Activities
Do things that fill your cup:
Physical activities:
e Exercise you enjoy (not punishment)

e Walking in nature
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o Dancing

e Sports or movement
Creative outlets:

e Art, music, writing

e Cooking or baking

o Crafts or hobbies

e Gardening
Social connection:

o Time with loved ones

e Quality friendships

e Community involvement

e Meaningful conversations
Personal growth:

e Reading for pleasure

e Learning new skills

e Spiritual practices

e Personal development
The key: Choose activities that energize you, not drain you further.
Managing Shift Work Challenges
For drive-thru kiosk work with rotating or night shifts:
Physical Health

Sleep management:
o Blackout curtains for daytime sleep
e White noise or earplugs
e Maintain consistent sleep schedule even on days off
e Power nap before night shifts (20-30 minutes)
Nutrition:
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e Regular meal times (even if "breakfast" is at 6 PM)
e Healthy snacks during shift
o Limit caffeine 4-6 hours before sleep

e Stay hydrated

Meal prep on days off

Exercise:
e Schedule it like an appointment
e Morning or evening depending on shift
e Even 15-20 minutes helps
e Stretching during breaks
Social Life
Challenges:
e Working when friends/family are free
e Missing events and gatherings
e Feeling disconnected
Solutions:
e Communicate your schedule to loved ones
e Plan quality time on shared free days
e Use technology to stay connected
o Create traditions that work with your schedule
e Find community with others on similar schedules
Mental Health
Night shift considerations:

e Less sunlight can affect mood

Get sunlight when possible (Vitamin D)

Light therapy lamp if needed

Monitor mood changes
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Financial Wellness as Part of Balance
Financial stress affects everything:
Basics:
e Live within your means
e Emergency fund (even small)
e Budget awareness
e Avoid debt when possible
o Don't rely on overtime to make ends meet
If struggling financially:
e Talk to management about advancement opportunities
e Look for skill development that leads to raises
o Consider additional training/certifications
e Seek financial counseling if needed

Don't sacrifice health for money: Working excessive hours might increase income short-
term but damages health and performance long-term.

Signs You're Out of Balance
Warning signals:
Physical:
e Constant fatigue despite rest
e Frequentillness
e Sleep problems
o Headaches or muscle tension
e Changes in appetite
Emotional:
o Irritability with loved ones
e Feeling numb or detached
e Crying easily

e Anxiety or depression
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e Loss of enjoyment in activities
Behavioral:

e Isolating from friends/family

e Neglecting self-care

e Increased substance use

o Forgetting important dates/events

o Always talking about work

If you notice these: Take action immediately. Talk to supervisor, adjust schedule, seek
support.

Creating Your Personal Balance Plan
Weekly planning:
Work time:
e Scheduled shifts
¢ Commute
e Preparation time
Personal time:
e Sleep (non-negotiable 7-9 hours)
e Meals
o Exercise
e Relationships
e Hobbies
e Rest
Review weekly: Am | giving time to all areas that matter?
Monthly check-in:
e Am | satisfied with my balance?
e What needs more attention?
e What can | adjust?
e What's working well?

When Work-Life Balance Isn't Possible
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Sometimes you'll have demanding periods:
o Peak season (Ramadan, holidays)
o Staff shortages
e Personal financial needs
During these times:
1. Name it as temporary: "This is unusual, not permanent"
2. Set end date: "l can do this until [date]"
3. Extra self-care: More sleep, better nutrition
4. Communicate: Let loved ones know it's temporary
5. Plan recovery: Schedule lighter period after
If it's not temporary: Consider whether this job is sustainable long-term.
Your Rights and Responsibilities
You have the right to:
e Scheduled breaks during shifts
o Days off per labor laws
e Safe working conditions
e Respectful treatment
o Personal time
e Say no to unsafe overtime
You have the responsibility to:
e Show up for scheduled shifts
e Give adequate notice for time off
o Be reliable and professional
e Communicate scheduling needs
e Work your scheduled hours

Balance requires both: Honoring your rights AND your responsibilities.
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