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DEFUSING ANGER

Strategies for De-escalation in Difficult Conversations

Take Ownership

Take Action

Silence

Attending Body
Language

Clarify Positive Intent

Agreement in Principle

Empathy

Validation

Time & Space

Paraphrase

Minimal Encouragers

Open Questions

Immediacy

Focus on Process

Commit Involvement

Set a Limit

Clarify Assumptions

Apologize

Humour

Be responsible for your actions.
"You're right. | did take those files from your desk without asking you."

If you can take steps to fix something, do it!

Sometimes the most powerful response is saying nothing. Allow space for the person to
feel heard.

Appropriate distance - Appropriate eye contact - Reassuring posture - Match stance

"I want to be helpful" - "I didn't mean to hurt you"

"l agree. People have a right to feel safe around here."

Acknowledge feelings and experience — show you understand, not just hear.

"It makes sense to me that you would be upset about this."

Sometimes people need time to calm down. Offer space without abandoning the
conversation.

"It sounds like you were expecting me to consult with you."

Head nodding, "mm-hmm..." — signals you are listening without interrupting.

"What happened..." - "How did that affect you..."

Identify what is happening in the moment.
"You looked up at the ceiling, as if rolling your eyes. What's going on?"

Comment on how you are communicating now, or how you have communicated (or not) in
the past.

"I'd like to find a way to sort this out with you."

"I need to be able to finish what | am saying before you speak."

"What | meant by that comment was..."
"l thought you wanted..."
"What did you mean when you said..."

Only if you mean it.
"I'm sorry you feel that way" is not an apology!

At low levels of anger, early on — can be useful to break the tension. Use carefully.
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DIFFICULT INTERACTIONS

Strategies for Awareness & Communication

Use these strategies alongside the Defusing Anger techniques to navigate high-emotion conversations with intention and

skill.

DEPERSONALIZE THE INTERACTION

Avoid taking negative or insulting comments personally even
when directed at you. Don't allow yourself to be emotionally
manipulated.

MONITOR TONE & BODY LANGUAGE

People interpret messages more from tone of voice and body
language than from words. Keep your own tone and body
language attentive and respectful.

MATCH LANGUAGE & SPEECH

If dealing with a loud, aggressive person, respond with a
matter-of-fact, firm manner. If dealing with a depressed
person, use a softer, gentler manner. Influence the other
person by being responsive to them.

BOUNDARY SETTING

Assert concern about the other person's conduct and set
conditions for continued interaction linked to their needs.
Never bluff a boundary.

TIME OUT

ATTEMPT TO UNDERSTAND THEIR NEEDS

Avoid acting on assumptions about the person or their intent.
Assess what they need (e.g., information, validation,
explanation) and acknowledge it.

ACTIVE LISTENING
Ensure the other person feels heard. Key skills include:

Acknowledging - Open questioning - Framing - Non-verbal
behaviours

REDIRECTING

Suggest alternative topics to direct the other person away
from the issue causing irritation, buying time to de-escalate.

Assert the need to disengage — momentarily ("please hold for a second”) or for longer ("I need to get back to you — when would
be a good time?"). Use the time to calm down and identify a strategy to respond to aggressive behaviour.
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