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"The problem with 
communication is the illusion that 
it has been accomplished." 
— George Bernard Shaw



Conflict arises when we feel threatened. 
We feel threatened when needs are not 
being met.



We are motivated by fulfillment. 
We want others to recognize our humanity, to affirm that we are valued for who we are.  



We want to be valued.
We want to matter. 
We want to be seen.



Legitimize 
immediately 
…and often.

“I hear you.”

“I see you.”



If you want to be seen, listen!



Empathic 
communication 
is communication 
that takes into 
account what we 
do, the way we do 
it, and our impact 
on other people. 







“Explain your 
emotions. Don’t 
exhibit them.”

– Ruth Bader Ginsburg



ONE-LINERS TO HELP YOU 
SEE MORE DEEPLY DURING 
CONFLICT:

“What is the most important thing you want 
me to understand right now?”

OR

“Here is what I want you to understand 
about what is going on.”



WORLD’S MOST EMPATHETIC 
CONVERSATION STARTERS:

“Let me be sure I heard what you just said.”

“What you are saying matters to me and I
want to understand better.”

“I want to know what outcome you are 
hoping for.”
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