Using Your E.A.R. in Conflict Situations [image: image1.jpg]



Bill Eddy, of the High Conflict Institute, has created an easy shorthand for de-escalating upset people. His technique helps the upset person manage their emotions, which may have become overpowering to both of you. Eddy’s E.A.R. provides a roadmap for statements to use in high conflict situations.
E.  Empathy

A.  Attention

R. Respect

Statements that include E.A.R. usually help the person de-escalate because you are connecting with the emotional state they are experiencing. If people feel listened to, they often calm down. 
Empathy is not pity or feeling sorry. It is identifying with what they are feeling. 

Example:  I really see how much this is upsetting you right now.

Attention is being present to listen and not become defensive even though that would be a natural reaction!

Example:  Can you give me some specifics?

Respect includes withholding judgment, valuing their perspective and letting them speak.
Example: I appreciate your attempts to bring this to the table. (You respect them for their effort to raise the issues, although you may not respect the manner in which they are doing it!)
The High Conflict Institute can be found at:
http://www.highconflictinstitute.com/
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