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CHALLENGING 
CONVERSATIONS

Guidelines

1. Think twice, speak once – slow is smooth, smooth is fast

2. The higher the emotion –the shorter your replies & the 
further away from them

3. If in doubt, get out – take a break / speak with colleague / 
reschedule!
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We Just Want To Help!

**Validation – affirming 
what they have said 
and/or acknowledging 
their situation

**As the person talks, 
they are expressing how 
they feel which reduces 
their emotion

Communication
Is Changing
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Three Step Process In Communications

1. What is going on – their current situation - THEM

2. How did they get there – the cause - THEM

3. Where to now – how to move forward – YOU

Acknowledging The Emotion Disarms It!
Help people to help themselves

ADVANCED COMMUNICATIONS
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Triple Sentence Framework

 Facts  - The situation
 Feelings – The impact
 Future – The way forward

Hurting people hurt people so
help them to help themselves.

Triple A© 
Further De-escalation

Triple A© - Method

1. Agree – (make it sound that way)  &

2. Acknowledge – (the situation) &

3. Act – (what can you do?)
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Triple A© – Constructing Responses

1. Agree – I see your point, I hear what you are saying,
I understand what has happened, & 

2. Acknowledge – it can be frustrating, it is difficult, it is 
annoying, it can be a challenge, &

3. Act – let’s talk about that, let’s see what we can do, I 
will find out, I’ll send you some info…..

Triple A© – Constructing Responses

1. Agree – I see your point, I hear what you are saying,
I understand what has happened, & 

2. Acknowledge – it can be frustrating, it is difficult, it is 
annoying, it can be a challenge, &

3. Act – let’s talk about that, let’s see what we can do, I 
will find out, I’ll send you some info…..

Triple Sentence©
Delivering a difficult message
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Triple Sentence© - Method

1. What you want to say (Negative)

2. The reason for it (Neutral)

3. Where to from here (Positive)

Triple Sentence© - Delivery
- Taking a long time

1. What you want to say – It can take a while,

2. The reason for it – which  is frustrating, 

3. Where to from here – it’s important to get it right! 

Triple Sentence© - Delivery
- Can’t do something

1. What you want to say – We are unable to do that, 

2. The reason for it – because….,

3. Where to from here – what we can do though is… 
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Triple Direction© 
Encouraging better behaviour

Triple Direction© - Method
Three Warnings

1. What are they doing – interrupting, shouting, 
swearing, etc.

2. What is the affect – it is difficult to explain, it 
is distracting, it is frustrating, etc. 

3. What do you want them to do – please stop….

Triple Direction© - Delivery

1. 1 – 2 – 3  then 

2. 1 – 3 then

3. 3 – and the consequence
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Triple Direction© - Delivery

1. You continue to interrupt, &

2. which is making it difficult to explain, &

3. please don’t interrupt. 

Common Challenges

Vulnerable – Difficulty In Understanding

1. Slow it down – break it into steps

2. Paraphrase often

3. Invite someone into the conversation

4. Send them helpful information 
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Vulnerable – Something Has Changed

 If you feel something is not right/changed, or the 
person is not engaging/looking back at you, say –

“I feel something’s not right, is it something I have said 
/ done?”

 “We are always here if you need support”

Vulnerable – Concern for Wellbeing

 Ask them “What’s going on (or) happening?”

 Ask the same question again

 Ask it a 3rd time and add the word ‘else’ –
- “So, what ‘else’ is going on (or) happening?”

Contemporary Control Techniques

1. Open Questions – T.E.D.S. 

2. Mirroring / Reflecting – use their words

3. An effective Pause – 2 second gap

4. Summarise the conversation & actions
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Those Who Threaten Violence

Managing Threats of Violence

1. If in person, you LEAVE (consequences)

OR  on the phone 

2. “I missed that” (to get them to think)

OR in an email 

3. Answer the facts only

MANAGING INAPPRORIATE COMMENTS
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After The Comment

1. Speak with a colleague - objectivity

2. Meet with the person – triple sentence

3. Assess their response – was it respectful

4. Talk with a manager / HR 

EYE CONTACT

PERSONAL 
SAFETY
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Initial Actions

Stop

Think

Act

Review

When in doubt,  
BREATHE OUT!

www.warninternational.com
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