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Role of the listener in conflict situations 
 
Dealing with complaints or conflict, your role as a listener is  

 To be impartial  
 Create a positive and 'safe' confidential environment 
 Help the speaker tell what is important to them 
 Acknowledge experiences, concerns, needs and values 

 
Listening priorites 
 
1.  Listen to whatever is on the speakers mind.  Ask an open ended question, 
they'll answer with whatever is most important first.  
 
Tell me how you see the situation 
Tell me about what's been going on 
You mentioned that X tends to happen – can you give me an example? 
 
2. Give the person a chance to tell all the events or facts that relate to the 
problem.  Gradually ask questions that help the person talk about the sequence 
of events. 
 
What happened before she took out the compost? 
So you said you went to talk to her about it last week.  What was the effect of 
that? 
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 Impact of events/actions  

 How was your relationship affected by the fight?  
 

 Specific details 
 What did the kitchen look like when you got here?  
 

 Positive intentions  
 What were you hoping for when you.... 

 Interests, needs and values  
 What are some of your concerns about... 
 What is important to you about... 
 What would you like to be different about... 

 
Signs that things are going well... 
 

 Person will show less tension in body, voice etc. 
 Tears of relief 
 Person says relatively more postive things about the situation or person 
 Person may offer statement of regret or apology 
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Active listening tips 
 
Some tips to help difficult conversations go more smoothly... 
 
− Be attentive, and try to remain open minded.  You don't necessarily know 

what the other person is going to say. 
 
− Respond sensitively to emotions being expressed. (Avoid “Don't cry, don't cry, 

it's gonna be fine!”) 
 
− 


