INFLAMMATION - responding to a complaint or attack on you

AIM OF SPEAKER: to tell you that you are the problem. 


TASK OF LISTENER: to let them know you've taken in what they are saying and to defuse the strong emotion. 

Here you are choosing the most useful response when someone is telling you they are unhappy with you, criticizing you, complaining about you, or just simply yelling. 

DON'T DEFEND yourself at this point. It will inflame them further. 

DEAL FIRST WITH THEIR EMOTIONS - People shout because they don't think they are being heard. Make sure they know they are - that you are hearing how angry or upset they are. Label accurately the emotions/feelings as you perceive them. 

ACKNOWLEDGE THEIR SIDE - This does not mean you agree with them, only that you are registering their viewpoint e.g. "I can see, if you think that was my attitude, why you are so angry", "I can see why the problem makes you so upset". 

Draw them out further. Explore gently with them if there is more behind the emotion. 

Once the heat is out of the conversation, you might say how it is for you without denying how it is for them. 

Ask what could be done now to make it OK again. If they heat up again, go back to Active Listening. 

Move towards options for change or solution. Ask what they really want, or what they want now. 

Try to get a "Yes, that's what I said" so that they know you have taken in what they said. 

