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Resolving Conflict With EPR
Empathic Listening, Parroting & “Rewards”

Scott Warrick, JD, MLHR, CEQC, SHRM-SCP 
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FREE
Lunch & 

Learn Videos 
Are Posted!

(https://scottwarrick.com/l
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tolerance/)
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Is it Safe?

EI + EPR = 
VERBAL JEET
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focused  on the 

same goals.

Tolerance
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or Attacking
Intervention

“Hit King”
Failed 70% 
of the time

Emotional 
IntelligenceTrust

EPR

Team

Diagnostic Diamond 
Empathic Listening,

Parroting &
“Rewards”

Is it Safe?

EI + EPR = 
VERBAL JEET

Everyone is 
focused  on the 

same goals.

Joe Morgan

Tolerance
No Retreating 
or Attacking
Intervention

EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?” What Is Conflict?
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Can Intelligent 
People Disagree?

DIVERSITY OF IDEAS
When one set of 

radicals go 180 degrees
to the right,

And the other set of 
radicals go 180 degrees

to the left,

=

They meet in the MIDDLE and become the same.

People CancelledPeople Attacked

DO YOU HUNT FOR WITCHES?

Are You 
Making It
SAFE?

TRUST:

Is Conflict Avoidable?

“I DON’T 
LIKE 

CONFLICT.”

You Will 
ALWAYS 

Have Conflict.

The ONLY Issue Is 
Whether You Will 

Suppress It …
Escalate It ...

or
Resolve It.
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WHY DO MOST RELATIONSHIPS FAIL?
We CANNOT Handle Conflict!

What Are The
RULES 

Of

Leadership?

“Rules” of Leadership
RULE #1:   

“NEVER UPSET ANYONE!”

RULE #2:  
“AVOID ALL FORMS OF CONFLICT”

RULE #3:  
“NEVER ADDRESS AN ISSUE. 

IGNORE IT…IT WILL GO AWAY.”

“Rules” of (Leadership) 

ENABLERS!!!
RULE #1:   

“NEVER UPSET ANYONE!”

RULE #2:  
“AVOID ALL FORMS OF CONFLICT”

RULE #3:  
“NEVER ADDRESS AN ISSUE. 

IGNORE IT…IT WILL GO AWAY.”

“We decided to go another 
direction…”

HR LIES:  EUPHEMISTIC PHRASES

“We will contact you when we 
feel we have the need …”

“That does not fit into our 
current culture …”
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PASSIVE AGGRESSIVES

“Oh, no.  Someone might get upset.”

Southwest is the ONLY Airline In 
Glassdoor’s Employee Satisfaction Top 10 Companies

Southwest is the ONLY Airline In 
Glassdoor’s Employee Satisfaction Top 10 Companies

Southwest has an 84% Employee Satisfaction Rating SLOW DOWN AND THINK!!!

EMOTIONAL 
INTELLIGENCE

The Difference 
Between Success and 

Failure is 
5 SECONDS.

EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?”

Seek FIRST
To Understand …

THEN Seek To Be 
UNDERSTOOD!

~~Stephen Covey

Empathic Listening
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Why 
Empathic 
Listening?

Why 
Empathic 
Listening?

They Burn Off Adrenaline!

Why Empathic Listening?
Listening IS Respect

You’re Not Learning Anything 
If You Are Talking.

Do You 

RUSH 
TO 

JUDGMENT?

Do FACTS Only 
Get In The Way 

Of  A 
“Good” Opinion?
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Tim Caine and Mike Pence
77% of Caine’s answers in the debate were ranked as 

either True, Mostly True, or Half-True. 
Only 58% of Pence’s answers were ranked as 

True, Mostly True, or Half-True. 

Who Will Make More Money?

Every additional an inch 
of height someone has is 

worth $789 a year in 
salary.  In other words, a 
person who is six feet tall 
with identical credentials 

and demographics to 
someone who is five foot 
five inches tall will make 

on average $5,523.00 
more per year.

Who Will Make More Money?

MOST People Want …

AFFIRMATION,
NOT

INFORMATION

SLOW DOWN AND THINK!!!

EMOTIONAL 
INTELLIGENCE

The Difference 
Between Success and 

Failure is 
5 SECONDS. ENSURE COMMON UNDERSTANDING:

“PARROT”
BACK WHAT YOU HEARD
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Honest Respectful Communication

P = Parroting

Ensure 
COMMON 

UNDERSTANDING

Honest Respectful Communication

P = Parroting

I want to make sure
I understand this… 

V.

REWARDS      v.         BOMBS

=
VALIDATION

IS NOT

AGREEMENT!

=

REWARDS   

VALIDATION
“I understand why 

you did that …”

“I can see both points 
of view here, but I 

think I need to voice 
my opinion as well ...”
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EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?”

Frank is

Offended 

by the term 

“Transsexual” 

Priming IN … Projection OUT …
How We View The World

(Implicit Bias) (Confirmation Bias)

Offended by the term “Transsexual” 

Cisgender Agender 

Pangender

Pansexual

Dual Gender

Amibgender

Gender Binary

Calalai

Bissu

Trigender

GenderQueer

AndrogenousTransman

Demigender

Postgender

EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?”

Frank is

Offended 

by the term 

“Transsexual” 
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“Just because 
you’re offended 

doesn’t mean 
you’re right.”

“Was that really 
offensive …
or are we so 
narcissistic 
that no one
can disagree 
with us?”

Charlotte Bennett

INTERVENTION

EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?”
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Games

“Deflection”
… occurs when the individual tries to blame YOU for their problems.  

• “It’s NOT my fault!  You yelled at me and made me mad.”
• “You are harassing me!  You are creating a HOSTILE

ENVIRONMENT!!”
• “You’re just doing this because I am  ____ (fill in your favorite

protected class.)
• “You’re not FAIR!” or  “You don’t listen to us!”
• “This place stinks! Management is filled with idiots!”

“Diversion” 
… occurs when employees blame OTHERS for their problems. 

• “What about everyone else?  Fred is doing this too!”

• “It’s NOT my fault!  They did this to me…”

• “He made me mad.”  

• Fred didn’t get this to me in time!  It’s his fault!  

“Stonewalling” 
… occurs when the individual simply denies your point of view. 

• “The company is WRONG!  It should NOT be done that way.”

• “That’s not MY job.  I don’t have to do that.”

• “I don’t see it that way!”

• “You’re just wrong!”

“Victim Mentality” 
… occurs when the individual

simply tries to play the MARTYR or VICTIM. 

• “Well, I will just work until I fall over to get it all done.”

• “I just won’t talk to anyone anymore…”

• “You are all against me.”

• “So we should just tell the client that we can’t do that…” You Are Not God
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EPR
Empathic Listening, Parroting & “Rewards”

“HOW CAN I HELP YOU?” https://scottwarrick.com/

FREE
Lunch & 

Learn Videos 
Are Posted!

(https://scottwarrick.com/l
iving-the-five-skills-of-

tolerance/)

HRCI  Program ID: 584893

Resolving Conflict With EPR
Empathic Listening, Parroting 

& “Rewards”

Start Date:  3/16/2022 
End Date:  12/31/2022

1.5 Recertification Credit Hours: General

SHRM Activity 22-9WTZC 

Resolving Conflict With EPR
Empathic Listening, Parroting 

& “Rewards”

Start Date:  3/16/2022 
End Date:  12/31/2022

1.5 Recertification Credit Hours

Disclaimer
This information is provided for educational purposes only. 

It is intended to be generic in nature and should not be applied nor relied upon
in any particular situation without the advice of your attorney.

For more information and further assistance, please contact …
Scott Warrick’s Human Resource Consulting & Employment Law Services

(www.scottwarrick.com)
&

Scott Warrick’s Employment Law Services. 
scott@scottwarrick.com 
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