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Nonviolent Communication (NVC)

Emotional Regulation/Aftunement to
Your Needs

Reflective Listening
Motivational Interviewing

De-escalation strategies
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fObserving without Evaluating

* What people are doing that we like or don't like

IFeeIings

 How we feel about what they are doing

INeeds

e Our needs that created this feeling

Requests

e Concrete actions we request from the other
person
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—Gerald Jampolksy, MD

| am right! ’ 1\@
You are wrong!
&
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OBSERVING WITHOUT JUDGMENT

u | don't find Susan
attractive.

If your nutrition doesn't
B improve, | fear that your
health will suffer.

B Susanis ugly.

= F’. You don’'t take care of

g W™ your health.
) :

The last three times |

'I
) S B You don'tspend enough Il asked you to go to
%‘ fime with me i -
Tl : dinner, you said no.

S



| feel you

don’'t love me.

| feel lonely
when you look
at your phone.

| feel ignored




FEELINGS ARE ‘
SIGNPOSTS FOR NVCAcademy
U N M ET N E E DS hitps://nvcacademy.com/media/NVCA/learning-

tools/NVCA-feelings-needs.pdf

Feelings and Needs Reference Guide

‘ (Please note: This is not intended to be a comprehensive list, but rather a starting
‘ point to help you gain awareness of your inner experience)

Basic Human Feelings When Our Needs are Fulfilled:

.I. N d ~ Absorbed Exalted Peaceful
n m e e e ° Adventurous Excited Perky

Affectionate Exhilarated Pleased
Alert Expansive Proud
Alive Expectant Puzzled
Amorous Exuberant Quiet
Animated Fasrinated Radiant

Basic Human Feelings When Our Needs are Not Fulfilled:

Afraid Disenchanted Horrible Resentful
Aggravated Disgruntled Hostile Restless
Agitation Disgusted Hot Revolted
Alarmed Disheartened Humdrum Sad
Aloof Disinterested Hurt Scared
Angry Dislike Impatient Sensitive
Anguish Dismayed Incensed Shaky
Animosity Displeased Indifferent Shocked
Annoyance Disquieted Indignant Skeptical
Anxious Distant Infuriated Sleepy

Anathatir Diictrani~nbé Tt i it res S Aarrmsiarfinl



What unmet need is behind

“Judgments of
others are alienated
expressions of our

own unmet needs.”

—Marshall )
Rosenberg, PhD

Connection

Belonging

Security

Respect

Acknowledgment

Food

Appreciation

Honesty

Trust

Autonomy

Need to Pee

Purpose



We have three options when hearing a difficult
message:

1. blame others

2. blame ourselves

3. sense our feelings and needs and others’
feelings and needs and recognize our common
humanity
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— Point of
Relational Futility

Total state of calm




MAKE
EMOTIO

“I want to talk about - = - - “Let’s

my need for more

” emoltionally
respect.

regulate and
circle back

Strike when the iron |5
is cold, not when | =
the iron is hot!
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fObserving without Evaluating

* What people are doing that we like or don't like

rFeeIings

 How we feel about what they are doing

Needs

e Our needs that created this feeling

Requests

e Concrete actions we request from the other

person




“REQUESTING THAT WHICH WOULD
“ ENRICH YOUR LIFE”

person hears a Take time fo figure out what it is you actually

demand from us,

they see two want from other people.

options: to submit or
fo rebel.”

Memsnell Make requests.
osenperg,

« Not demands.

« Noft threats.

Tell people what you want them to do.
 Not what you don’t want them to do.

Describe concrete actions others can take.



BUGS BUNNY AND
ELMER FUDD

N0,



Bugs Bunny and Elmer Fudd

Audio Transcript:

“Ehhh, what's up doce”
Cwazy Wabbit! You know what! My carrots and my cabbages is gone! | got you

now. You wabbit stew!

“But, I'm just a starving woodland creature...”

“Starving, dang nabbit, you a fat Wabbitl Can you even fit that gullet in your

burrow?e ‘
“Ehhhh, shut up doc!” You’re a greedy gardener! >

Wascally Wabbit, I’'m hunting you down!




"RATHER THAN PUT YOUR “BUT"

IN THE FACE OF AN ANGRY

PERSON, EMPATHIZE.”
MARSHALL ROSENBERG

“But, I'm just @
starving
woodlond
creature..

_ - \ .
i J But | don’t see you h ) /» ~ S il
~ on the schedule.

But | never

called you fat. 0
/ But | never

did that.

But | have
rights too!
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Audio Transcript:

“Ehhh, what's up doce”

You Wascally Wabbit! When | find all my carrots and cabbages
gone, | feel scared because | can’t sell them and | need financial
security. Please let the vegetables in my garden stay till the harvest.
| hear you that you need you need to sell your carrots and
cabbages. When | saw you setting traps in the wood, | got scared. |

need to feel safe foraging in the woods for food. Please keep your
>

snares out of my woodlands.
/ / ,
/ .

) N
Buggs Bunny and Elmer Fudd
using non-violent communication




“I know of no other book even in the same league.”
Gerry Spence, Author of the NY Times Best-Seller How to Argue and Win Every Time

“You will win based on the
strength of your relationship,
i g 1 not your arguments.”

e -Xavier Amador, PhD

“Glieatment

SSEES ANNIVERSARY
255 EDITION

Xavier Amador, Ph.D.
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DR. PEPE LE PEW AND
DR. PENELOPE
PUSSYCAT




Dr. Pepe LePew and Dr. Penelope Pussycat







Often we don’'t know what to say in the moment.
You can always circle back!

Avoiding conflict is not the same as resolving conflict.

Audio Transcript:

4

/’
“All's fair in love and war. Don’'t you have a sense of
humore”

“Ok, OK, sheesh. No more spicy talk at zee sign-out.”

v
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S uccess iS N ’ T p U rrrrfe C'I' ! “If you're ready for true emotional freedom,

let Boundary Boss show you the way.”
KRIS CARR New York Times bestselling author

Successful communication doesn’t
mean that the other person will respect
yOU Or your needs.

Successful communication means that
you respect your needs by expressing
them. Success is judged by how you feel
about yourself afterward.

i THE ESSENTIAL GUIDE
— TO TALKTRUE, BE SEEN,
AND (FINALLY) LIVE FREE

,,,,,,,,,,,
A
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REFLECTIVE LISTENING

Make Reflective Statements:

“You want me to mark which patients are telehealth versus in
person Visits so you can know what to expect. Did | get that righte”

Ask for reflections to confirm understanding:
“To make sure I'm being clear, what do you hear me sayinge”

When the other person gets it wrong.....

“Thanks for telling me what you heard. Perhaps | didn't make
myself as clear as | would have liked. Let me try again.”




» Forget your next move. Just hear them.

» Listen for the feelings and unmet needs
underneath what people are saying.

“The key ingredient of empathy is
presence: we are wholly present
with the other party and what they

are experiencing.”
—Marshall Rosenberg, PhD




REFLECTIVE
LISTENING...

HARDER
THAN IT
SEEMS

Defensive
response:

Simple
reflection:;

Complex
reflection:

y J WO
a magazine. If you want a thc
psychiatric evaluation, I'm here. /

It matters fo you whether I'm also @ p%

Are you worried that if I'm not also a p rén’r, | won't
be able to understand what you're going through
and I'll judge you more harshlye Péerhaps you need

me to understand how hard thisis for you.




Simple Reflection

- Repeating
- Rephrasing

Complex Reflection

Affect- what is the person really feelinge

« Values —what is really important fo them?@
 Meaning — what are they not saying but
really mean

« Images/Metaphors — enhance perspective

[y ‘0', . ‘\ .
[{l‘ ‘«‘ | " / : o
. | "',,'{ '. f ‘f i
AMTT) /ﬁ 18

Wiglel ’rhough’rs, feelings, and meanings
lurk beneath the surface<



REFLECTIVE
LISTENING...

Statement: “|I've gained so much
weight lately. | feel disgusting.”

Response: Wow, you're feeling really
frustrated with yourself and ashamed
of your body.

DO NOT CONFUSE REFLECTIVE LISTENING WITH...

Adyvising: “You should cut out sugary drinks and exercise.”.

Reassuring: “You shouldn’t be so hard on yourself.

Sympathizing: “Oh no, I'm so sorry you feel that way about yourself.”
Investigating: “When did you starf gaining weighte What are you eatinge”
Explaining: “Buf | never thought you were fat.”
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TWEETY BIRD AND
SYLVESTER



Tweety bird and Sylveste

Audio franscripf:

“I tawt | taw a putty tat! | did! | did! Bad old putty taft!
“Sufferin succotash! A delishous tweety bird! | think you'll be good with some
seasonings, maybe some ketchup for a birdy baguette!”
“You bad old putty tat! | gots every right to livel
Ain’t that rich after you sic’d that old bulldog on mel
“Poor bad putty tat, did he bite your widdle tail off¢




SYLVESTER
REFLECTIVE LISTENING

2008



Audio franscript:
Tweety bird and Sylvester

“I tawt | taw a putty tat! | did! | did! Bad old putty taft!

Sufferin succotash, Are you scared I'll do something bad to youe
Yes, | am! You fwightened me putty taf!

Makes sense that you're scared. Can we call a truce tweety?¢
Once a bad old putty tat, always a bad old putty tat!

Are you afraid that because | hurt you before, I'll try to do it again?
Yes, that's right putty tat!

You don't feel like you can frust me yet.




LISTENER AND SPEAKER

“When...someone really hears you without passing judgment on you,
without frying to take responsibility for you, without trying to mold you, it feels
damn good! ... When | have been listened to and when | have been heard,
| am able to reperceive my world in a new way..” -Carl Rogers, PhD

“It Is nof that they are continuing to explore things they know they want to
share, but things they did not even have access fo until you listened in a
way that reduced shame and fear and, therefore, allowed them to
elaborate and to falk about themselves in deeper ways.”

-David Puder, MD
-Psychiatry and Psychotherapy Podcast
Ep 164 Listening Psychodynamically




WHAT'S UNDERNEATH
DIFFICULT BEHAVIORS?

» Demanding -

» Fear that needs will not be met.

Demanding

AP,

Feqf that needs
will not be met

» Controlling -

» Anxiety drives the need to control
all aspects of a situation.

» Denying -

» Acknowledging a painful fruth is too
difficult




WNnai dre the unmeil need undernedin ithe
judgmenis, crificism, ana analyses?

O )

“You're so irresponsible

with money.” “All the other kids have @
“I need to protect my social media account.”

“You're totally insensitive! o )
family financially”

“I need to feel like |

“I need you to recognize belong with my friends

my feelings as valid.

and not get left behind.

“That's typical of you to be so unfair! :
“You never let me do anything!”

“I need you to understand my perspective.
YOUIOL ¥ pebpeciive “I need to feel like you

tfrust me.”




Hard LEADING WITH VULNERABILITY

Emotions:
Anger | e
Disgust s Soft Emotions:
Judgement 4 Fear
Resentment Shzgn e
Inadequacy
Guilt
Loneliness

O

—
-

"CONNECT WITH THE UNDERSIDE OF THE TURTLE!"



TP = A
What's Up
DOC?

“The more faithfully you listen to the voice
within you, the better you will hear what is
hc:ppening outside.”

-UN Secretary-General Dag Hammarskjold

AR O ST
Our pain can block our oblh’ry to listen empathically.

A We may need to look inward and offer ourselves the same quality of presence .

and attention to our own feelings and needs before we can offer this to others.



View painful/negative feelings about patients as valuable

diagnostic info.

Your feelings are a vital part of your psychological physical exam.

Who does this patient remind me of in my paste
When have | felt this way or acted this way before?

Notice when you are treating a patient differently than
usual.

4
Notice which patients “push your buttons.” CO/'

You remind me
of someonel!




Mindfulness - the ability to know what's

happening inside your head at any given
moment without getting carried away by it

Curious
\Yel(s
Nonjudgmental
Accepting

THE GREATER YOUR EMOTIONAL AWARENESS, THE GREATER /
YOUR SELF-AGENCY.

“UNDERSTANDING WHY WE FEEL THE WAY WE FEEL, DOESN'T
CHANGE HOW WE FEEL, BUT IT CAN KEEP US FROM
NUINNSNDISNINCHION R

-BESSEL VAN DER KOLK



COMPASSIONATE SELF-TALK

« “Perhaps my patient is doing the best they
can with limited psychological resources.”

“It's understandable that I'm so frustrated
because | care about this person.”

« “Perhaps I'm doing the best | can with limited
resources.”

« “Perhaps my frustration and helplessness are a
clue about how my patient feels right now.”




SELF-COMPASSION
REFLECTION

“This is a moment of suffering. Suffering is human.”

| am feeling .....

This feeling makes sense because ......

How can | be kind to myself right now?

How can | be kind to others right now?
What would | tell my friend in this situation?

nat lesson does this moment have to teach me?

nat is within my control that | can change?

S = =

nat is not within my control that | need to accept?




Depersonalize the Situation:

» Take a step back, as if the situation were happening to someone else instead of
you. Imagine the interaction as two characters you were watching in a movie.

= TT— N W— — T— ———




| should be better at this.
N\

N N A LN
x\‘\ ¢ \

| should have known better.

~ ’
= \ Y~ | shouldn't feel that way.
' | ' A N ) \ 3\ \ ~ N\ h | N\ \
‘ &

Beware of “should!”

“Should”-ing ourselves bleeds away our self-compassion.



Compassion and Frustration: Not Antagonistic, but Synergistic.
They Go Together Like....

Hot Sauce

Frustration/ irritation
with people

A S @ 'o

Compgssion for ourselves
and other people



EI\/\PHASI% [ENT'S

E A PAIT
AUTONOMY

Give choices and give patients back control —
« “The decision is ultimately up to you."
You can validate a patient’s concerns without giving in to
them.
Motivational Interviewing
ldenftify and align with the healthy part of their message.
Ask permission before giving advice
* May | share my perspective as your doctore
« Are you sure? I'm afraid you'll be upset when | tell you.



OPEN QUESTIONS

to explore

MOTIVATIONAL

concerns, promote
collaboration, and
understand the

INTERVIEWING

client's perspective.

AFFIRMATIONS

Over 450,000 in Print
FOURTH EDITION

Motivational MOTIVATIONAL
FLECTIVE |"[B|‘V|HW|ﬂg N« * INTERVIEWING
‘ Li:::y'ﬁ:;:;‘;i:;iw, E "Balﬂl Eﬂl‘ﬂ HELPING PEOPLE CHANGE AND GROW

deflect discord, elicit

b change talk. p

HELPING

to support strengths,
convey respect.

PATIENTS

~ to organize discussion, CHANGI

y.  clarify motivation, ’ BEHAVIOR
| provide contrast, focus v
" the session and highlight

change talk.

Stephen Raflnick William R. Miller  Christopher C. Butler

e | Ll



MOTIVATIONAL INTERVIEWING

REASONS FOR CHANGE

If | got a clean

It would be nice urine, | cogld
to have my It's expensive. apply for a job.
parents off my

back. P
(0)

N T helps e focus W

e 3 3 \
1 ANCD DNRA IR .:\ VIR
\ v | | { 4 i kY
YYREN KA YN A 7,201

<6l asu LY AR N N8
NOTh|n9 re|OXeS {/;v" ‘ H- S no‘l- GS bOd OS 0‘* \ (’

Ime like marijuanc ARSI 1 o1 thins RAY.



MOTIVATIONAL INTERVIEWING

CONFIDENCE IN ABILITY TO CHANGE.

| quit cigarettes
cold turkey one
time.

| went a week
without it once on

vacation.

| hgyfeioﬁoﬁmggl’lsﬂ’egs _ » ol 1§ AN need it ‘ro sleep

(
Walready right now 5 “



REPAIRING A RUPTURE IN A
RELATIONSHIP

Have self-compassion and focus on the here and now

In The relationship to be on the look-out for ruptures.
« Get as comfortable as possible with patient
dissatisfaction and practice non-defensiveness.

« Encourage patients to openly disagree with you and
express dissatisfaction, explaining how this is helpful 1o
your work together.

The Use of

SELF

 Embrace and own your mistakes fully as an
opportunity to deepen the relationship.

.J'
THERAPY
VR INNE

“When you have never upset a patient, never
had a break in empathy, therapy has lacked
power. Itis a cream puff, not tfransformative,
VO i ,7 not deep enough.” Michele Baldwin




“IT IS POSSIBLE TO COMMIT NO MISTAKES AND STILL LOSE.
THAT IS NOT WEAKNESS; THAT IS LIFE.”
-CAPTAIN JEAN LUC PICARD

BUT WHEN WE MAKE MISTAKES, WE CAN STILL WIN!

~ " L Opportunity for patient to o
Opportunity for pSYChIOTI’.IST fo experience safety while Opportunity for patient to
model openness, receptivity fo dissenting/disagreeing within a learn that conflict can be
feedback and self-acceptance valued relationship, encouraging intfimacy-enhancing.

of our flaws..... Make if So authenticity. Woohoo!! Yay!



DE-ESCALATION
STRATEGIES

»/




WHAT DO ANGRY PEOPLE REALLY
WANT FROM ME?

1. They Want Help
2. They Want Choices
3. They Want Acknowledgment

De-escalation:

To prevent aggressive and dangerous situations from gccurring

To reduce the need for restrictive interventions



I
1
» Fishkind, A. (2002). Vv
Calming agitation \
with words, not
drugs: 10 V
commandments for V
safety. Current
V

Psych,1(4), 32-9.

Table 2

THE 10 COMMANDMENTS OF DE-ESCALATION

You
You
You
You
You
You
You
You
You
You

(7 SO ¥ T/ + N ¥ I ¥ H D/ + N ¥ I ¥ I 7

na
na
4
4
4
4
4
4
na

na

respect personal space

not be provocative

establish verbal contact

be concise and repeat yourself
identify wants and feelings
listen

agree or agree to disagree

lay down the law

offer choices

debrief the patient and staff
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take the bw

" 4 ' a

° ,y
bqlfoo o0 Challenges s v
v \

.

, .‘
Personal = :

. ——
Questions » ’



TREATING SEVERE
AGITATION

» There's an average of 8 serious (causes physical injury and missed work|
patient to staff assaults per hospital per year.

» Two thirds of these assaults are triggered by staff attempting to restrain
the patient or attempfting to give an injectable of sedating medication.

» Avoiding a “restraint and sedate” situation is key to protecting staffl

» If a patient is sedated, it delays time fill history can be taken,
f|c|>sychic?’rry can be consulted, they can be fransferred to a hospital
oor, etc.

» From an ethics and humanitarian perspective, we want to avoid
causing tfrauma and patients viewing the medical system as an
adversary.

Carmel, H., & Hunter, M. (1989). Staff injuries from
inpatient violence.Psychiatric Services,40(1), 41-46.
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PSYCHOPHARMACOLOGY FOR AGITATION

» Always offer oral medication before injectable!

» “Hey, is there a medication that helps you when things are like they are right

V%

» The goal of medication is calmness, not unconsciousness!

Clinical Vignette: An Alternative
Approach to Agitated Patients

Sc
B
'S e

Wilson, M., Pepper, D., Currier, G., Holloman, G., & Feifel D. (2012). Th
psychopharmacology of agitation: Consensus statement of the Améerican
Association for emergency psychiatry project BETA psychopharmacology
workgroup. Western Journal of Emergency Medicine 13 (1), 26 34.



PSYCHOPHARMACOLOGY FOR AGITATION

» Lorazepam - oral lorazepam has the same fime of onset as inframuscular

» Second generation/Atypical Antipsychotics are preferred over first

gfefne;o’rion/’rypicol anfipsychotics (ie Haldol) due to lower risk of side
effects.

» Olanzapine (IM, wafer), Ziprasidone (IM), Risperidone, Quetiapine

» Haldol side effects-
» Torticollis
» Higher risk of neuroleptic malignant syndrome
» Laryngospasm
» Oculogyric Crisis
» Severe dysphoric reaction



ACCEPT THAT YOU
CAN DO
EVERYTHING RIGHT
AND PEOPLE WILL
STILL BE UPSET.

We are not here to make
patients happy. We are here to
help them become healthy.




STRATEGIES FOR THE LONG HAUL....

1.
2.

é.

Be firm and consistent with limits and boundaries
Lower treatment goals — realistic, attainable goals

» Decompress the freatment timeline — years instead of
WEISTS

Use a team Approach.

B?ﬁfvare of splitffing, always check out what they say about
others.

Tell colleagues when you are feeling overwhelmed or hurt
and support each other.

» Co-regulation

Give each other feedback in a non-judgmental coristructive
way.

7
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;r'dcy Greeter, MD

To Access a Video of the Presentation to Share: oy
https://www.youtube.com/@stacygreetermd stacygreetermd.com

THANK YOU FOR LISTENING.
PLEASE FEEL FREE TO REACH OUT.

EMAIL: STACYGREETERMD@GMAIL.COM
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