
Managing Conflict & Difficult Conversations
 

“Most conversations are with yourself-sometimes they involve other people!” -Susan Scott

“ANTs” IN MY HEAD:
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-I Messages

-Value/Appreciation

-Courage to own

-Willing to return

-Body Language

-Volume/Tone/Cadence

-Emotionally “wince” and 

	 learn their perspective

-“And”

-Curious


-Criticism
-Contempt
-Defensiveness
-Stonewalling
-Body Language
-Volume/Tone/Cadence
-“But…”

-Assumptions


*ASSUME POSITIVE 
INTENT/LISTEN TO 
UNDERSTAND!!!

SABOTAGERS:

DEFUSERS:

Triggering their 
amygdala won’t 

keep them in 
their productive 

PFC!


“Get wisdom, get 
understanding.”


-Proverbs 4

PFC
AMYGDALA




