Communication and Conflict Management: Part 1

HANDOUT #5

STRATEGIES FOR AVOIDING ESCALATION

There are specific behaviors that may help keep things under control. 

These strategies are especially useful for conflicts between you and another person, when the other person is angry, or acting that way.

	REMEMBER THIS
	DO THIS

	Remember to think.
	Stay in your thinking brain.

	Remember to stay calm and use skills.
	Breathe and remember what you know.

	Remember to be professional and courteous.
	Say “Please” and “Thank you.”

	Remember not to “corner" anyone.
	Use supportive stance, step back, hands visible

	Remember to keep your voice low and slow.
	Listen to their voice and DO NOT copy it.

	Remember to assume innocence.

“Do not ascribe to malice what can be explained by ignorance.” Hanlon’s razor
	Say something like, “Maybe I misunderstood you…..” or “Perhaps you forgot the rule about…”

	Remember to describe the problem, not the person.
	Use "I" and not “you.”

	Remember to take charge of your own emotions.
	Overcome your first instincts. Say to yourself, “Of course, I’m mad, but I’m in control…”

	Remember to model acceptable behavior.
	Do as you would like the other person to do.

	Remember to be aware of body language.
	Use your body to equalize power.
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