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ÜÛØÙÎÚÒØÒÐØÕÚÔÏÍÌÒÎÚÔØÓÐÕÍØ×ËÏÙÊØÉÎÚØÙÏØÌÈÐÙØÔÐÙÚÇÑÖ

æãâáàåâÞàßÝä

ç
ÜùÏÒòÌØÒÎúÏØÎØîÍÏÎÒõÊØÛò÷ØÌÒËÈÈØÈËÌÒÏÚËÚêìó

(de-escalation)

3
ÜÛØÉÎÍÏØÎîÐÕÒØÒõËÌØÎÚÔØÎîÐÕÒØÓÐÕìó

(reassurance)

4
ÜCÎÚØÙÏØpÎÕÌÏØfÐÍØÎØ÷Ð÷ÏÚÒØÎÚÔØÉÐ÷ÏØîÎÉúÇó

æÞàmeßuÞ cueä

5
ÜÛØõÏÎÍØÓÐÕÊØÎÚÔØÛò÷ØÒÍÓËÚêØÒÐØÕÚÔÏÍÌÒÎÚÔìó

(active listening)

6
ÜùÏÒòÌØfÐÉÕÌØÐÚØÐÚÏØÒõËÚêØÎÒØÎØÒË÷Ïìó

(focus reset)

7
ÜÛò÷ØfÏÏÈËÚêØÐ×ÏÍÙõÏÈ÷ÏÔìØCÐÕÈÔØÙÏØÌpÏÎúØÉÎÈ÷ÈÓÇÑÖ

(boundary)

8
ÜYÐÕÍØfÏÏÈËÚêÌØ÷ÎÒÒÏÍìØHÏÈpØ÷ÏØêÏÒØÒõËÌØÍËêõÒìó

(empathy)

9
ÜWÏòÍÏØËÚØÒõËÌØÒÐêÏÒõÏÍÊØÏ×ÏÚØËfØÙÏØÔËÌÎêÍÏÏìó

(unity)

Æ0
ÜWõÎÒØÔÐØÓÐÕØÚÏÏÔØfÍÐ÷Ø÷ÏØÍËêõÒØÚÐÙÇó

(solution focus)
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