Strategies for Handling Student Excuses, Objections, and Complaints


	Type of Behavior
	Evidence
	Cause
	Teacher Strategies/Actions

	EXCUSES
	"I don't have time."
"I forgot my book."

· Many are weak

· Can seem totally without merit
	Students have lost interest in the activity related to the excuse.
	· Calmly reply, "Will you tell me that again?" - Few people will repeat a shallow excuse. 
· Calmly ask, "What should we do about that?"

· Focus on the CAUSE of the excuse, not the excuse itself.  Ask yourself, ‘What can I do to elevate interest and avoid wasting time attacking the student or the excuse?’
EXAMPLE:  Listen closely, and act fast.  If a student says, "I don't have a pencil," say, "Here's another." If a student says, "I don't have a book," reply, "Here's a loaner." If a student says, "I lost my paper, "say, "You can have time to do it again." Then ask to see the student after class to uncover the real cause behind the excuse.

	OBJECTIONS

	"You didn't tell us we had to answer these questions, too."

"All we ever do is takes notes."

"This is boring."


	Students often want, need, or expect more teacher help, time, information - something!

· The student may or may not have any interest in what you are teaching.
	· Ask yourself four questions to guide your response:

- Is the objection rational?  Does it have merit?

- Is lack of knowledge or ignorance revealed by the objection?
- Is the objection emotional?

- Is the objection analytical?

· Listen carefully and respond.  If you decide the objection has any merit, share points of agreement openly.  Say, "I agree!"  

· Realize the merit, logic, and benefits of your response MUST OUTWEIGH the student's objection or the objection will not dissolve!

· If the student is wrong, explain and education calmly, and let the student down gracefully.  

· Ask questions rather than tell.  Give benefits rather than ultimatums.  Relate assurances rather than demands.

	COMPLAINTS

	"I didn't have enough time to finish the assignment."

"I don't think we should have to do this."


	· Are characterized by student involvement and ownership

· Are usually the result of a real or imagined upset

· Ignoring the complaint may turn interest and participation off
	· Allow a student to say what is on his mind, at an appropriate time when you can really listen.
· If the student is right, correct the situation immediately, and thank the student for bringing the issue to your attention.

· If the student is wrong, provide a full explanation and provide assurance in a respectful way.

· Above all, do not do anything that makes the student or the complaint appear unimportant.
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