Communication and Conflict Management: Part 3

HANDOUT #6

IDEAL COMMUNICATION DURING DE-ESCALATION
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90 – 93% of communication is delivery stvle 



Content:  7-10%



Other Non-Verbals: 50 – 60%




1. CONTENT: Supportive, Directive 



2. VOICE: Tone = Attitude (how people hear you) 

a. Pace, cadence 

b. Pitch, volume 

c. Modulation, tone 

3. OTHER NON-VERBALS (ONV): 

a. Proxemics: spatial relations 

b. Facial expressions 

c. Gestures 

d. Movement 

Material adapted from Thompson, George, J. Ph.D., founder of Verbal Judo Institute, www.verbaljudo.com
Crisis Prevention Institute, Nonviolent Crisis Intervention Training Program, www.crisisprevention.com

IDEAL COMMUNICATION DURING DE-ESCALATION
	ACTION 
	AVOID 
	PROVIDE 

	Content 
	Challenging 

Demeaning 

Embarrassing 
	

	Voice: pace, cadence 
	Rapid 

Forced 
	

	Voice: pitch, volume 
	Loud 
	

	Voice: modulation, 

tone 
	Harsh 

Screechy 
	.. 

	Proxemics (spatial 

relations) 
	Invading "safe space" 

Touching 
	

	Facial expressions 
	Grimacing 

Baring teeth 

Rolling eyes 
	

	Gestures 
	Large or dramatic 

movements 

Pointing 
	

	Movement 
	Pacing 

Approach I Retreat 
	


In conflict between voice and ONV, people believe ONV. 





In conflict between Role and Voice, people believe Voice 





Voice: 33–40%








Communication from the RECEIVER'S point of view
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