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Clarity
fact,
opinion

or guess




Remember check if is it a fact, an opinion or a guess.
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I'm Sorry........

Be prepared 1

admit when yo
are wrong.

Allﬂlﬂglllng does not always ‘

mean
you're wrong and
the other person is right.
It just means you value
your relationship more than
your ego.
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The Power of Pausing

When confronted,
pause, take a deep
breath and consider
YOUr response.



If | may, this is not appropriate John — Remember you speak softly







Use Magic
Words Often

May | ask...... <
Would....... ¢
Could...... ¢
Might........ <







Avoid using words -
they, them, it

Instead use:
QOur....

3 ClBA
4 CoNGRUENTK{ Stow VP
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