Nonviolent Communication

1. Needs: All individuals have needs and values that sustain and

enrich their lives. When those needs are met, we experience

comfortable feelings, like happiness or peacefulness, and when

they are not, we experience uncomfortable feelings, like

frustration. Understanding that we, as well as those around us,

have these needs is perhaps the most important step in learning

to practice NVC and to live empathically.

When I see that______________

I feel ______________

because my need for ________________ is/is not met.

Would you be willing to __________________?

Exercise: Change the following statements from moralistic

judgments to expressions of compassion that include our value

judgments.

Ex. Violence is bad. People who kill others are evil.

I am fearful of the use of violence to resolve

conflicts; I value the resolution of human conflicts

through other means.

a. My teacher is mean. She assigns too much

homework.

b. My boss is unreasonable. He always expects so much

out of me.

c. I hate how needy my girlfriend is. She calls way too

much.

Do the following statements express a feeling? If not, how

would you change it to verbally express how you are feeling?

Example: “I feel you don’t love me.”

“I feel sad because my need for connection with you is

not met.”

a. “I’m sad that you’re leaving.”

b. “I feel scared when you say that.”

c. “When you don’t greet me, I feel neglected.”

d. “I’m happy that you can come.”

e. “You’re disgusting.”

f. “I feel like hitting you.”
Four Options for Receiving Negative Messages

Options Example Response Results

1.Blaming or

criticizing

ourselves :  “Oh, I should’ve been

more __________.”  or

criticizing others “You are________!”
Sensing our own

feelings and needs “When I hear you say_____, I feel______ because I need______.”

Sensing others’ feelings and needs  “Are you feeling______ because you need____.”
Making Requests

The following are some guidelines for making sure that we are

requesting something concrete that can happen right now.

(From Nonviolent Communication: A Language of Life, pgs. 67-74).

Counterexample Example

Use Positive Action

Language

“I wish you wouldn’t spend

so much time at work.”

“Would you be

willing to spend at

least one night a week

at home?”

-25-

Use Clear, Concrete

Language

“Would you please take

some responsibility?”

“Would you be

willing to take out the

trash?”

Make Conscious

Requests: Be clear

about what you want

right now

“I’m annoyed that you

forgot the groceries I asked

you to pick up for dinner.”

“Would you be

willing to go back to

the store now and get

the groceries?
Conflict is a normal part of the communication process. These techniques will help you diffuse difficult situations.

1. Speak softer, speak more slowly, look person in the eyes.

2. Body Language: relaxed, take a deep slow breath, legs and arms uncrossed, take another deep breath, sit or stand at eye level -- neither one of you is up or down.

3. Ask for a break, if necessary to collect your thoughts. Have a time-out to release the energy and tension if the tension is getting in the way of resuming discussion.

4. Do take time out to think about the problem and to clarify your position. Before you speak out, ask yourself these questions: 

What is the real issue here?

What do I want to accomplish?

Who is responsible for what?

What, specifically, do I want to change?

When possible, take time to sort out these questions before speaking out.

5. Give "I" messages.

6. Repeat messages and clarify often. "I think I heard you say... I'm not sure, but it sounds like you want... Could you explain that to me again?"

7. Remember to breathe.

8. Words that de-escalate a conflict are: maybe, what if, I feel, it seems like, I think, sometimes, perhaps, I wonder.

9. Affirm and acknowledge the position and needs of the other(s). "I can appreciate your situation... It sounds hard for you too... Thank you for your..." With practice, we can all understand and/or appreciate another's point of view or needs.

10. Ask open-ended questions. These are questions that do not require yes or no answers. For example, "What are you thoughts on this" Instead of, "Do you think we should do this activity?" Yes or No?

11. Take another deep breath. Listen to your voice. Is it calm? Relaxed? In control? Look at your body. Are your fists clenched? Are your lips pursed? Listen to your thoughts. Are you really listening to the other person(s)? Are you brainstorming alternative ideas or stuck in your mind with your original point of view? Can you find something that you appreciate about the other(s) positions, needs and/or feelings?

CPI stresses the importance of listening with empathy, trying to understand where the person is coming from. Like other skills, empathic listening can be learned. The five keys are: give the person undivided attention; be nonjudgmental; focus on the person's feelings, not just the facts; allow silence; and use restatement to clarify messages.

Undivided Attention
When people are paid attention to they feel validated; they feel important. The converse is also true: people feel less important and sometimes feel they need to up the ante if they feel like they need attention. Paying attention doesn't just mean saying, "I'm listening." It means looking at the person, making eye contact if it's culturally appropriate, and virtually listening with the entire body. By really listening, and conveying that through body language as well as words, an officer can take away the person's reason for escalating the situation.

Be Nonjudgmental
If someone says, "The sewers are talking to me," an officer's immediate reaction might be to think that the person is crazy. That reaction, especially if verbalized, will probably upset the individual even more. Even if not said aloud, that attitude may be conveyed through the officer's body language. If someone is psychotic, she may tune into the nonverbal communication much more than words. So besides paying attention to what is said, ensure that body language and tone are nonjudgmental as well. This will go a lot further in calming the individual. 

Focus on Feelings
Going back to the previous example, if an individual says, "The sewers are talking to me," a feeling response might be, "That must be pretty scary," or even, "Tell me what that feels like." This isn't getting into a therapist's bailiwick, but it is using a handy therapeutic tool. Most likely it will elicit a response that is positive, since the individual will know that the officer understands what's happening.



Clarify Messages
When a subject makes a statement, an officer may think he knows what the person means. The only way to be sure is to ask. Sometimes a question may be perceived as challenging and can make the subject defensive. So restatement is used instead.

For example, someone living on the street might say, "I don't want to sleep here anymore." The officer might think he knows what the person is saying, but instead of just making an assumption the officer could restate, "Oh, you're ready to go to the shelter?" 

The homeless person could say, "Yes." Or perhaps, "No, I don't want to sleep here anymore. I'm going to move over to Main Street where it's safer." In either case, the officer has shown an interest in the individual and has kept the lines of communication open.

One of the most important actions in any crisis is for the officer to remain in control of himself. This factor, which CPI calls rational detachment, will be the key to whether the officer helps de-escalate or escalate the situation. To rationally detach: develop a plan; use a team approach whenever possible; use positive self-talk; recognize personal limits; and debrief.

Develop a Plan
Devise a plan before one is needed. Decisions made before a crisis occurs are more likely to be more rational than those made when on the receiving end of emotional outbursts. Think about those things that are upsetting and practice dealing with those issues ahead of time. This is called strategic visualization and is effective in helping officers get through some stressful and even dangerous moments. Just as with other professional training officers receive, this training will kick in when needed. 

Use a Team Approach
It's easier to maintain professionalism when assistance is nearby. Support and back up are both crucial pieces when trying to rationally detach. 

Use Positive Self-Talk
Positive self-talk has been the butt of many jokes. Picture Al Franken on Saturday Night Live saying, "I'm good enough, I'm smart enough, and doggone it, people like me." Sure, that's funny, but positive self-talk really can work wonders. Just as saying, "I can't deal with this" might cause an officer to behave in one fashion, saying to oneself, "I'm trained, I know what to do" will cause another response.

Recognize Personal Limits
Being a professional doesn't mean that a police officer must be able to excel at everything. That's an unrealistic expectation. Know what your limits are. Know that sometimes it's not easy to leave problems alone. Sometimes the most professional decision is to let someone else take over, if that's an option.

Debrief
Be sure to debrief with coworkers, team members, or a supervisor after a major incident. Talking about it can relieve some of the stress and is also a good time to start planning for next time: what was done correctly, what could have been handled better, how could the response be improved the next time a similar situation occurs. This serves to assist in being able to rationally detach in the future.

Assisting someone with a possible mental illness is only one example of when an officer's evaluation, assessment and negotiation skills come into play. There are many other examples: domestic disturbances, dealing with children, assisting victims, helping traumatized witnesses, and even calming down an out-of-control colleague. No matter what the situation, keeping the lines of communication open can help to de-escalate a potentially dangerous crisis.

PROCESS FOR RESOLVING CONFLICTS
Identify the Problem. Have a discussion to understand both sides of the problem. The goal at this initial stage is to say what you want and to listen to what the other person wants. Define the things that you both agree on, as well as the ideas that have caused the disagreement. It is important to listen actively to what the other is saying, use “I” statements and avoid blame. 

Come Up With Several Possible Solutions. This is the brainstorming phase. Drawing on the points that you both agree on and your shared goals, generate a list of as many ideas as you can for solving the problem, regardless of how feasible they might be. Aim toward quantity of ideas rather than quality during this phase, and let creativity be your guide.

Evaluate These Alternative Solutions. Now go through the list of alternative solutions to the problem, one by one. Consider the pros and cons of the remaining solutions until the list is narrowed down to one or two of the best ways of handling the problem. It is important for each person to be honest in this phase. The solutions might not be ideal for either person and may involve compromise. 

Decide on the Best Solution. Select the solution that seems mutually acceptable, even if it is not perfect for either party. As long as it seems fair and there is a mutual commitment to work with the decision, the conflict has a chance for resolution. 

Implement the Solution. It is important to agree on the details of what each party must do, who is responsible for implementing various parts of the agreement, and what to do in case the agreement starts to break down. 

Continue to Evaluate the Solution. Conflict resolutions should be seen as works in progress. Make it a point to ask the other person from time to time how things are going. Something unexpected might have come up or some aspect of the problem may have been overlooked. Your decisions should be seen as open to revision, as long as the revisions are agreed upon mutually. 

Wishing you the best as you practice new skills for conflict and communication.

For Planned Discussions of "Hot" Topics in the Classroom

First, it is important to set out some groundrules. These can be imposed by the teacher, or developed collaboratively with the class, a preferable route, if there is time, because then the students are more "bought in" to the groundrules and are more likely to abide by them. Typical groundrules would be "no interrupting, no name calling, no personal attacks, no raised voices, attentive and respectful listening, etc.) 

DEALING WITH STRONG LANGUAGE

If a conflict erupts between students, the teacher can often deflect the conflict before it escalates by reframing the attacking student's comment into a less personal statement, or by asking the speaker to reframe the statement him- or herself. For example, if a student asserts that another's statement "was racist," the instructor could say "I gather you found Steven's comment to be hurtful because it made the assumption that all African Americans were...." By taking out the word "racist" which is very accusatory and hostile, and changing the word to "hurtful," the instructor can then focus the discussion on what in the statement hurt the other and why, without accusing the first speaker of being a "racist."

Another approach is to ask the student to explain the reasoning behind his statement. When students get down to underlying reasons, they often make more sense and present compelling cases than they do if they just make assertions outright. For example, if a student asserts that "abortion is murder, and anyone who has an abortion is no better than a murderer," the teacher can note that "that is a very strong statement that some people may disagree with equally strongly. Can you explain what makes you feel this way?" Or the instructor might say "That's a very strong statement. How do you expect people on the other side to respond to that?" This can give way to a discussion of the importance of being able to defend strong assertions with facts or underlying values. 

