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Abstract

This primer offers practical principles for keeping a tense conversation calm and

constructive: acknowledging concerns, separating facts from emotion, offering clear

next steps and knowing when to involve a supervisor.
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1. Stay calm and acknowledge

Begin by acknowledging the concern without defending or arguing. A short, sincere

statement of understanding often lowers the temperature of the conversation more than

any explanation.

2. Separate facts from emotion

Listen for the factual question inside the frustration. Restate it neutrally, check that you

have it right, and answer that question first.
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3. Offer clear next steps

Say plainly what you can do, what you cannot, and what will happen next. Avoid vague

promises; a precise and modest commitment is more trusted than a broad one.

4. Know when to involve a supervisor

If the conversation becomes disrespectful or the matter is beyond your authority, politely

explain that you are involving a colleague who can help, and hand over a clear summary.

Key points

◆ Acknowledge before explaining

◆ Answer the factual question first

◆ Commit only to what you can do

◆ Escalate respectfully

Note: this file is an illustrative sample prepared by the Center team to demonstrate the reference library. The team will

replace it with the real reference. It contains no quotations or references attributed to named authors.
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