Handouts 


Handout 4-A: Reacting Emotionally vs. Pulling Back—You Choose
Often we are faced with situations and people who provoke a strong response in us. These responses can be: 

· Emotions—anxiety, anger, hurt, frustration, hopelessness, or sadness. 

· Prejudices and Assumptions—feeling like we already know the other person’s reasons, motivations, or ways of thinking. 

When we are in an emotional state, listening becomes difficult and communication often becomes charged. Whatever our reaction, we always have a CHOICE in how to respond:
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Choice Point

	Reacting Emotionally
	Pulling Back

	Defend our opinions.

Prepare our response.

Look for evidence to 

support our opinions. 

Discount evidence 

to the contrary. 
	Suspend our opinions

and put them on hold.

Listen actively, without

blocks or judgment.

Look with curiosity for

new information or insights.

Stay open to changing

our opinion.


Handout 4-B: Pulling Back—An Overview

“Pulling Back” is the ability to keep emotional 

control in a stressful situation.

· Your ability to handle a challenging situation will be determined by your ability to stay calm and think clearly.

· To “pull back” is to be able to pause, become aware of your emotions, get them under control, and clearly observe and assess the situation.

· After pulling back, you are better able to understand what is happening and ask for additional information (if necessary).

Steps for Pulling Back

1. Notice your emotional reactions and judgments.

2. Freeze your reaction—put it aside.

3. Put your attention back on the other person.

Handout 4-C: Trigger Points— 

When Emotions Get in the Way of Listening…

What behaviors, people, or situations trigger your emotions?

____1. When I hear the same complaint over and over again…

____2. When someone refuses to take responsibility for a problem…

____3. When I feel personally blamed or attacked… 

____4. When I’m expected to do two different things at the same time…

____5. When I’m blamed for something that isn’t my fault…

____6. When I’m tired, stressed, or just in a bad mood…

____7. Others: ___________________________________​​​​​​​​​​​​​​​​​

____________________________________________

____________________________________________

What is your usual pull-back strategy? Identify at least one method you use in the moment and one you use to help you prepare for stressful situations.

In the moment:











When preparing for stressful situations:








Handout 4-D: Pull-Back Strategies
Pull-back strategies in the moment:

· Take a deep breath.

· Silently count to five.

· Silently say a personal affirmation such as “I have the strength to deal with what’s happening here.”

Strategies to prepare for a stressful situation:

· Talk to someone else about the situation.

· Listen to soothing music.

· Rehearse what you plan to say.

· Plan a time to talk when there will not be any interruptions or distractions.

· Imagine yourself staying calm and collected during the situation.
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