Giving a measured response


When someone says something that you’re uncomfortable with, that knocks you off-guard, it’s difficult to think of a response there and then. Your brilliant response usually pops into your head later that day. This technique is for those times when afterwards you think ‘I wish I’d have said…..’


1. Keep quiet
2. Breathe deeply
3. Process what you’re feeling and thinking
4. Ask for clarification or say something that buys you time so that you can revisit later.

Phrases
Would you repeat that please so I’m sure I’ve understood what you mean….
I need more time to think about that….

And, if you miss the moment to say what you need to say, you can rewind:
I’d like to come back to your last point……

Or you can revisit later
In last week’s meeting you made the point……

Process
· Listen with interest
· Connect to your values, thoughts and feelings
· Stand in their shoes, see their perspective
If I’ve understood you correctly, you mean….

Afterwards, reflect on
• What doesn’t feel right?
• What is actually happening with you?
• Get the facts and separate facts from opinions
• Identify the emotion(s)
• Connect your feelings to your values and your thoughts
• What is the call to action from this emotion? i.e. what do I need to do to feel better?

[bookmark: _GoBack]Then take any action, revisit the comment or situation with the person(s) concerned.

[image: logo]
www.peopleintelligence.com
image1.png
peoPle

INTELLIGENCE






S ————————




