The difference between saying “You need to
empty the trash before you go” and “I need you
to empty the trash before you go, OK?” can

| resultin-compliance 80%-of the time when-you-
use afirm, pleasant voice. Practice using the
magic word and see what happens, OK?
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A calm, firm tone of voice can
help-de-escalate even the most
heated argument. Those who

anger you, control you. If you're
raising your voice, you're losing
control of the situation. Try
saying something like: “Let’s
talk about this when we both
sound less upset.”

them. Do your best to respond in
the same way they asked the
question. You hear: “I' just don’t
understand these three things,” so
you respond: “Let me start with the
first one, then we’ll talk about

the other two.” -

Instead of saying, “I need that
assighment on my desk by the end
of class,” try “Can you get that as-
signment on my desk by the time
class is over?” You'll be surprised
SEE ~ how often the reply will be “Yes.”
The less you sound like you're
giving-an ultimatum, the more you
sound like you want cooperation.

You can often disarm those who
angry or defensive by giving them a
sincere compliment. For example,

“One of the things | like best about

you is your conviction. | know you

feel strongly about this, so let's work
things out.”

If you know the point, you can also ask
yourself if there’s another way to get
there. For example,“Look—I-need you to

~ makesureevery person in the building=
gets this message before the end of the
work day. How do you want to do that?”
You never have to sacrifice or apologize
for accountability—but you often get bet-
ter cooperation by accepting a different
method.
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