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the conversation, the choice

the behaviour, the thinking ...CO
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REDIRECT: 

THEN...

“How  
can I 

help you?” 

ASK WHAT SHE NEEDS

“You can do this” 
Encouragement 

Support

SUPPORT, CHAMPION

“What were today's highlights?”
Curiosity 

ASK QUESTIONS, BE CREATIVE, FOLLOW UP 

“I am here and available”
Presence 

 TIME, ATTENTION, FOCUS 

“That does sound frustrating.” 
Empathy 

ATTUNE TO THE FEELING. TRY TO UNDERSTAND

“I noticed you are standing tall” 
Observation 

 EYES, BODY LANGUAGE, GESTURES


