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Intres

Objectives

Thumbiexercise

Contlictistyles
Barnersitorcommunication
Managingiemotions
Communicationtskiligquestions)
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Strengthsiand challiengesinicontiict
Factors that escalate’contlict

Factors that defuse emotional
Situations andide=escalate’contlict

Communication'skilissopen
guestioning
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Lockthands; thumbsiup
NOMNVORENALEKING

10/secondsitoposition thimis
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Compete Collaborate

Compromise

Accommodate
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Downward Detours

Non-verbals

s Bodylanguage= 25
s loneohvoIce= 25

s Words=25

Emotional Barriers

s ResIstingfeelings
Defensiveness

s RInKingloanesponse

Judgments
s Heanngwhatiwewant
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Intent -> Action -> Effect

Public

Action

Intent Effect

Private Private
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Manage Yourselr

Beraware ofiyourownistressitrigger:
Keepbreathing

akent'siow; keepiatisimple
Supportiyourselfiselr=taiki

— I’ Of, i It g0
— “Tnay're dairie) ingir s
— “Gattirie) rrizied 15 riot 21 ejage ogator)”

Shift focus torthemandilisten
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Be Aware

ssVerballnon=verbal'signsiofitiiggering

‘simpactiofitherenvironmentionttheir
apility tolisten

s How they arerecenvingiwhatiyourare
saying:
I RTIOWA OURHIT A OUNIHG EVSTaR G SVIIaiN/OUNHOUGHINISAIG)

BURNG ORI H AN OUNIEard
ISSWHaINEGRY
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Effective Communication

e Stop talking " Manageyour
s PUt'speakerat emotions

IS Don’tudge or
s Show youwant defend

to listen and

understand Empathize
s Remove Paraphrase

distractions Be curious, ask
questions
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SHoOWAEMPATIY

use theirname

Repeatiwhatiandirecognizeshowsthey
communicate

Agreewhereyourcan

AssUre themithatithelperspectvens
understandabie

Avoidiexplainingycorrecting oy,
problem=soiving

uUse'silence
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s Closed

s Open
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iming
ReESpectiyourmessageandvalues

Recognizerandirespectithelimpact
R=EE=S=)
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Erom
Judgment

Short-term thinking
Coercion through power
Self oriented

Positions

Past

Assessing blame

(itigation)
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40

Curiosity

Cong-term thinking
Sharing power:

Self & other oriented
Interests

Future

Solving|problems
(collaboration)




