Managing Difficult Emotions

Remain Calm
Watch your tone of voice and non-verbal behavior.

Acknowledge the Emotion
 Show respect for the difficult situation.
* “I can see that you are frustrated.”

Ask What, Why, or How
* “Help me understand your concerns. Why
do you think...?"
+ “What do you mean by...?"
* “What leads you to that conclusion?”

Reframe the Issue

“I'm hearing you say you feel strongly that

John needs day-to-day assistance with his
assignments to experience success in school. Is
that right?”

Steps to Active Listening

Convey Interest
* “| see... Tell me more about...”
* “What else happened?”
* “What happened next?”

Restate or Reframe
* “It seems like you're frustrated by..."
* “This situation has left you feeling...”

Clarify
* “I'm not sure | understand.”
* “Are you saying that...?”

Summarize
“To summarize, your concern is...”



Disengaging

It is your choice to disengage from a conversation. Disengaging can either strenghten or weaken
continuing discussions.

Acknowledge: “I can see we view this differently.”
Commit to Involvement: “I’m committed to working on this issue with you.”
Describe: “Words like incompetent and stupid...”
Effect: “...don’t work for me. | get defensive and can’t listen.”
Specify Preferred Scenario: “Right now, | need to step away and collect my thoughts.”
Time: “I’ll be available to continue this meeting tomorrow morning.”

Leave: “Thankyou.”
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