
CURIOSITY

DEFENSIVENESS
ESCALATES

CONFLICT  AND IS
ROOTED IN
INSECURITY

UNDERSTANDING
DE-ESCALATES

CONFLICT  AND IS
FOUND IN

TONE MATTERS :  
“WHAT JUST  HAPPENED?”
ASK  THAT  QUEST ION WITH

A JUDGMENTAL  TONE ,
THEN TRY  IT  WITH  A

GENUINE ,  CURIOUS  TONE .
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