Building Emotional Alliances

Step 1:  Manage Your Own Behavior

· Hold on your first reaction
· Evaluate the situation
· React According to plan
· Eliminate any threat
Step 2:  Listen and Find a Way to Agree or Acknowledge (stay with the feelings)
· Listen actively
· Agree wherever possible
· Acknowledge emotions, needs, desires, competence, and authority
· Find their point
· Talk, reflect, paraphrase
· Explore their position with them
· Express views without provoking
Step 3:  Help Them Examine the Situation and Think Through It

· Ignore and reframe attacks
· Look for some reasonable alternate explanations
· Ask open ended questions
· Get advice from the person
· Go from you and me, to we
Step 4:  Help Them Generate Solutions and Resolve the Problem

· Go slow

· Take it step by step

· Start from where they are

· Make sure needs are met

· Offer choices

· Accept criticism

Step 5:  Help Them Understand Consequences and Take Personal



Responsibility

· Be realistic about limits

· Help them evaluate outcomes

· Help them clean up the emotional and instrumental mess

Step 6:  Put the Relationship Back Together

· Forgive and forget

· Re-establish the relationship

· Be real about how you feel, but at the right time
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