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NAVIGATING CONFLICT

W hen a conversat ion st ar t s t o feel  
uncomfor t able, t hat 's t he best  t ime t o 
become gent ly cur ious.

By being gent ly cur ious and ask ing 
quest ions, inst ead of  r esponding w i t h how 
you feel , you can col lect  more informat ion 
about  t he si t uat ion before responding. 

Prompt s t o get  some more informat ion include:

Tel l  me more about ....

W hat  made you t hink t hat ...?

Can you please t alk  a bi t  about ...?

W hat  are your  t hought s about ...?

W hat 's going on for  you w i t h...?

W hat 's happening for  you...?
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Reflect ing on a Challenging Conversat ion

With whom did you have a challenging conversat ion?

How could you have begun the conversat ion with the listening 
framework? What  might  that  look like?

I am not icing...

Are you feeling...

Are you want ing/needing...

Would  xxx be helpful...

How could you have used the  speaking framework? What  might  
that  sound like?

I not ice...

I feel...

I need...

Might  you...
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Planning for a Challenging Conversat ion

With whom might  you have a challenging conversat ion?

How could you begin the conversat ion with the listening 
framework? What  might  that  look like?

I am not icing...

Are you feeling...

Are you want ing/needing...

Would  xxx be helpful...

How could you use the  speaking framework? What  might  that  
sound like?

I not ice...

I feel...

I need...

Might  you...
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TOOLS FOR COMMUNICATING

The gi raf fe is a symbol  of  
NVC because i t  is t he animal  

w i t h t he biggest  hear t .  Thus, 
when we are t hink ing and 

act ing in t erms of  NVC, we 
are using our  ?Giraf fe Ears? 

t o hear  and sense our  own 
needs or  ot her?s feel ings 

and needs.

On t he ot her  hand, t he jackal  is 
t he scavenger , at t ack ing our  
weaknesses and al low ing our  
unmet  needs t o cloud our  abi l i t y 
t o st ay present . Therefore, when 
we are l ist ening w i t h ?Jackal  
Ears,? we t end t o hear  blame, 
judgment  or  cr i t icism rat her  
t han t he feel ings and needs 
behind words.
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The 4 Part  Framework

W hat  does heal t hy communicat ion sound l ike?

When there?s a potent ially difficult  situat ion, instead of react ing, take a deep breath, 
then...

1. Observe the situat ion without evaluat ing or judging. A pure observat ion is without 
comparison to the past. 

2. Ident ify a feeling. Feelings are always related to your body, and never involve 
others. 

3. Ident ify your need or desire. A basic need is always about oneself, not about 
another, and is always a simple human quality. 

4. Formulat ing a request . Phrase a specific request posit ively, speaking kindly, but 
firmly and clearly, without unnecessary emotion such as sarcasm. 

Try to obtain feedback on everything you have done so far. "Am I on the right track with 
this conversat ion?" or "Time out. How are we doing resolving this issue?" 

4 Par t  Speaking Framework

1 Observat ion I see? .

2 Feeling I feel?

3 Need I need?

4 Request I would like...

?Margaret, when I (1) see that the classroom still has 
items not in the proper places. I (2) feel disappointed 
because I need (3) to know that I can trust you to do 
what you say you?ll do as my partner teacher. (4) Would 
you be willing to put the last of the social studies 
materials away before going home? (5) So I see that 
you?re frustrated. Do you need to sit and talk? I have 10 
minutes before I need to leave. Let?s chat.

4 Par t  List ening Framework

1 Observat ion I see that you? .

2 Feeling Are you feeling? ?

3 Need Do you have a need 

4 Request Would you like me to? ?

?Leo, when I (1) hear you raising your voice I (2) am 
guessing that you feel aggravated about what happened 
with Kathy earlier today. Is that right? (3) It sounds like 
you want to feel acknowledged for all of the hard work 
you?ve already done for Literacy Night, yes? (4) Would it 
be helpful to role play with you what a conversation with 
Kathy might sound like, if you were to speak with her 
about it?  
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Writ e down 5-10 observat ions of  pict ures.

I not ice...

I see...

1. OBSERVATIONS
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Feelings Charades

Pick 3-5 feelings that  you don't  typically talk about . Be ready to 
act  them out  for a partner.

2.  FEELINGS
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Feelings Wheel
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3. NEEDS

PLAY GROK 

1. Each person thinks of a situat ion they feel comfortable talking about.
2. For the first  round, decide who is the speaker and who is the listener.
3. The speaker shares their story for 1-5 minutes.
4. The listener listens for the feelings that the speaker indicates verbally or 

non-verbally.
5. When the story is over, the listener looks at the Feelings Wheel and shares 3-5 

feeling words they believe the speaker was experiencing without explanat ion.
6. The speaker then tells the listener which feelings they connect with and why.
7. The listener thanks the speaker for sharing.
8. For the second round, the part icipants switch roles.
9. Repeat steps 3 - 7.

Be sure to have your Feelings Wheel available for the game.

You can play this game anytime with anyone!

          

Needs Wheel
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Needs Wheel

Based on Nonviolent Communicat ion by Marshall Rosenburg, PhD. 
May be duplicated for teaching Nonviolent Communicat ion. 
Graphic and organizat ion of Needs Wheel by Bret Stein.
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4. MAKING A REQUEST

Requests...

clarify what the speaker wants the 
listener to do.

are specific.

ask for an immediate act ion.

are something that the listener is 
willing and able to do.

sometimes asks for feedback.

are designed so that if someone says 
'no,' the speaker doesn't  get mad.

Demands...

are vague.

tell the listener what they need to do 
or stop doing.

are for some future t ime.

is something the listener may be 
unwilling to do.

carry an underlying threat.

have an unspoken ?or else? attached 
to them.

When people hear a request from us, 
they feel more empowered and 
cooperat ive, yet independent.

When people hear demands from us, 
they don't  enjoy our presence and 

their thinking and react ion is limited 
to either submission or rebellion.

 Here are some general criteria for what makes a request and demand. Not every request or 
demand will meet each or all of the criteria.
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Just like the Feelings Wheel presented , this tool offers the emotions, the corresponding 
need or desire and some common phrases associated with Requests (shown on the right 
side of the circle) and Demands (shown on the left  side of the circle).  

Requests & Demands Wheel

Help!

You must...

I wish you...

You should...

What 's going to happen is...

There's no ifs, ands, or buts...

Is it  too much to ask...

You are /  are not...

I want you to...

For starters...

You need to...

Let 's...

Can we...

Could I ask...

Would you mind...

Is there any way...

Would you help me...

Would you be willing to...

Do you have t ime to...

Could you please...

Is that agreeable?

I'd appreciate it  if...

I t rust that you...

I'd like to...

Demand    |   Request
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Demand Request

But you told me two weeks ago that it  
would be fine if I were to take a long 
weekend this month.

Would you be willing to explain why you have changed 
your mind?

Listen!

Just do your work.

I would like you to be more responsible.

Stop talking.

Go to your seat. 

Get here on t ime.

Sit  down and be quiet. 

Please do not shout in this room.

Now change the demand into a request ...
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Rephrasing Request s

Exam ple A
Student 1 says to student 2: ?You're a girl ? you don't understand anything!?

The teacher might feel:

- uncomfortable because s/he has a need for people to be treated equally
- insecure and in need of the skill to deal with the situation
- frustrated and want to spend time on what was planned, to have a choice.

Student 1 might feel:

- tired/impatient, needing inspiration and stimulation
- irritated, needing understanding

Student 2 might feel:

- angry because she wants to be treated with respect
- sad because she needs emotional security

According to the NVC model, the teacher could say something like this:

?When I hear you say, ?You're a girl - you don't understand anything?, I get upset because for me it 
is important that all people are treated equally. How do you feel when you hear me say this?? Note 
that this example is a suggestion as to how a dialogue could be started by referring to values and 
willingness to listen to the student?s needs. Each situation has to be adapted to suit the people, the 
relationships and the circumstances. 

Copyright © March 2012 Marianne Göthlin & Towe Widstrand, Stockholm, Sweden

Exam ple B
A student is talking while the teacher gives instructions. The teacher manages to treat the student 
with understanding the first three times. The fourth time the teacher loses his/her patience, gets 
angry and feels like punishing the student. 

S/he thinks or even says something like: ?Can't you hear what I'm saying? Either listen and be quiet 
or get out!? 

If the teacher uses NVC and expresses him/herself honestly, it might sound something like this: 
?Now I'm angry because I need to be heard. I?ve told you three times to wait before you talk 
because I need peace and quiet. Can you help me by telling me what you heard me say?? 

Copyright © March 2012 Marianne Göthlin & Towe Widstrand, Stockholm, Sweden
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Exam ple C (regretting mistakes)

In NVC, instead of automatically apologizing by saying ?I'm sorry? when we have done something 

we regret, we talk about the needs that were not met by what we did and that we now regret it, in 

view of the consequences for the other person.

Teacher: ?Yesterday I got so angry and told you to leave, do you remember that? I feel unhappy 

about the way I expressed myself. I got so stressed that I didn't give myself enough time to think. I 

wish I had said that I needed to be heard instead of blaming you. How do you feel hearing this??

Copyright © March 2012 Marianne Göthlin & Towe Widstrand, Stockholm, Sweden

Request Alternat ive Request

How do you feel when you hear me say 
this??

I?ve told you three t imes to wait  before 
you talk because I need peace and 

quiet . Can you help me by telling me 
what  you heard me say??

How do you feel hearing this?
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Hats People Wear that  Block Communicat ion

The Judger  Hat
What  were you t hinking?  
Why wouldn' t  you just ?
You should have...

The Sympat hizer  Hat
Oh you poor  t hing?
You must  feel?

The M e-M e Hat

That ?s just  l ike what  
happened t o me when?

I had t he same t hing happen 
when?

That  reminds me of  t his 
t ime...

The M inimizer  Hat

C?mon, i t  couldn?t  have been 
t hat  bad?

You're just  blowing i t  out  of  
propor t ion.

The Discount er  Hat

There are so many less 
for t unat e people t han us in t he 
wor ld, we should just  be 
grat eful for  our  healt h and al l  
t he oppor t unit ies around us.

The Advisor  Hat

Oh, wel l , have you t hought  
about  doing x?

You know what  I do is Y, t hen 
you can just  do z!

I t hink you should?

The Si lencer  Hat
(cr icket  symphony)

The Int er rupt er  Hat
Why did?
That ?s r idiculous?
What  happened?

The One-Upper  Hat

You t hink t hat ?s bad? Let  me 
t el l  you about ?

Well , what  happened wit h my 
sist er  was...

You?l l  never  bel ieve t his?

The Educat or  Hat

This could t urn int o a very 
posit ive exper ience for  you i f  
you just ?

What  could you learn f rom 
t his?

The Redirect or  Hat

Well anyway. Did you hear  
about  t his...

Huh. Let  me t el l  you about  
what  happened last  weekend...

The M ul t iTasker  Hat

I?m t ot al ly paying at t ent ion... 
I  just  have t o respond t o t his 
t ext .

Hold on one second...
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PLAY GROK 

1. Each person thinks of a situat ion they feel comfortable talking about.
2. For the first  round, decide who is the speaker and who is the listener.
3. The speaker shares their story for 1-5 minutes.
4. The listener listens for the feelings that the speaker indicates verbally or 

non-verbally.
5. When the story is over, the listener looks at the Feelings Wheel and shares 3-5 

feeling words they believe the speaker was experiencing without explanat ion.
6. The speaker then tells the listener which feelings they connect with and why.
7. The listener thanks the speaker for sharing.
8. For the second round, the part icipants switch roles.
9. Repeat steps 3 - 7.

Be sure to have your Feelings Wheel available for the game.

You can play this game anytime with anyone!


	Preconference Atlanta 2023 Restorative Language
	Page 1
	Page 2
	Page 3
	Page 4
	Page 5
	Page 6
	Page 7
	Page 8
	Page 9
	Page 10
	Page 11
	Page 12
	Page 13
	Page 14
	Page 15
	Page 16
	Page 17
	Page 18
	Page 19
	Page 20
	Page 21
	Page 22
	Page 23
	Page 24


