Communication and Conflict Management: Part 1

HANDOUT #4

CONFLICT LEVELS AND INTERVENTIONS

	WHAT YOU SEE AND HEAR
	WHAT YOU DO AND SAY

	Non-Verbal Warning Signs:

anxiety, agitation, behavior  change, glances or poor eye contact
	Be supportive.

Be casual.

Give choices.

Give time and space: allow face-saving.

Use quiet, respectful voice.

	Verbal Warning Signs:

muttering, rapid speech, may be addressed to companions or others
	Stay calm, courteous, professional.

Don't worry about what others think.

Ask if there is anything you can do to help.

	Questioning:
relevant and irrelevant questions, repeated questioning, choice of words is demanding, body in defensive stance
	Answer legitimate questions in normal voice. (3-5 of them, even repetitions)

Respectfully set limits on confrontational questions.  Turn and walk away.

Stay on topic.

Avoid emotional response to “why?”.

Do not show or verbalize frustration.

	Refusal/Non-Compliance:

anxiety, passively or actively refuses, ignores or uses selective hearing, tries to enlist support of others
	Be matter of fact and calm.

Don’t get into a power struggle.  Compromise if possible.

Say what your limits are.

State options and consequences as fact, using monotone voice.

Do not defend the rules.


(continued on next page)


	WHAT YOU SEE AND HEAR
	WHAT YOU DO AND SAY

	Shouting and Emotional Release:

intense emotion, fast movement, loud voice, scares you, no eye contact, foul language, aggression to things but not people 

	May require crisis intervention.

Allow it.  Remove audience.

Prepare to protect yourself.

Enforce limits.

Do not respond to foul language.

Reflect behaviors, words and feelings.



	Threats and Intimidation:

verbal and physical aggression directed at you, glare or evil stare, fast breathing 

	May require crisis intervention.

Skilled conflict management may be applied.

	Crisis—Out of Control:
	This stage requires crisis intervention

	Lull—The Calm after the Storm and
Later:
	This is the time for teaching.
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Talk about this with another person.  

Does this chart make sense to you?  

Recall a conflict that reached a crisis.  See if you can describe what happened at each level.

Look at the suggested interventions for the first level (non-verbal warning signs).  This is a stage that is often ignored.  Why?  What are some specific actions that could be taken in the early stages of a conflict to avoid escalation?

Do you ever use suggested interventions, but use them at the wrong time?  Look at the interventions for “refusal.”  What would happen if you used those at the “shouting” level?

Try this
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