
CONVERSATION TIPS AND TOOLS
Defusing Tense Situations

Defusing Tense Situations: the HEAT process
Review Conversations can be challenging, for example in situations where there isdisagreement about the achievement of 
objectives or if the staff member responds with hostility to the discussion. It is important that the supervisor knows how to 
respond to a situation where emotions run high.

If emotions run high, the HEAT framework could help you to defuse the situation.

HEAR THEM OUT 
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