Communication and Conflict Management: Part 1

HANDOUT #8

Advanced Verbal Strategies

For Managing Conflict in Juvenile Facilities

Activities that Help Build Emotional Intelligence

	1. Emotional Self Awareness
· Steps for Handling Feelings

· Anger Iceberg; 2nd Emotion

· “Early Memories” Activity (slide 26)

2. Emotional Expression
· Concentric Circles

· Conversation Buddies

· Table Conversations

3.  Emotional Awareness of Others
· Iceberg; Anger as 2nd Emotion

· Steps for Handling Feelings

· QRRST (Question, Respond, Reflect, Summarize, Thank)

· Positions and Interests

4.  Creativity
· Brainstorming

· Perspective-Outside the Box

· Positions and Interests

5.  Resilience/Flexibility/Adaptability
· Responses

· QRRST

· Escalation and Interventions

· Table Conversations

· Positions and Interests

6.  Connections
· Concentric Circles

· Conversation Buddies

· Table Talk

7.  Constructive Discontent
· Choosing a Response

· Interventions in Escalation

· Positions and Interests


	8. Outlook/ Optimism

· Concentric Circles

· Managing Feelings

· Anger Iceberg (helps to know how to move forward)

9.  Compassion/Empathy
· Feelings

· QRRST

· Perspective

· Positions and Interests

10.  Intuition
· Amygdala

· Body Language—not mirroring aggressive

· Anger Iceberg

· Managing Feelings

· Escalation Diagram

11.  Intentionality
· All of “Stop and Think” 

· All of “Listen and Talk”

· All of “Decide and Act”

12.  Trust Radius
· Feelings

· Perspectives

· Escalation and Interventions

· Anger Iceberg

· QRRST

· Positions and Interests

· (Hiring assessment procedures)

13.  Personal Power
· Everything that builds skills
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