
THE SIX-POINT CUE CARD FOR HANDLING CONFLICT 
 
 
 

Acronym for the six key points for an effective non-violent approach: STABEN 
 
 
S for SOURCE--Make sure you are dealing with the person who is the source of the 
problem and has the means to solve it.  Deal directly with that person versus 
complaining to someone else about the problem. 
 
T for TIME and PLACE--Make sure that the discussion takes place at a favorable time 
(both of you have had time to "cool down" and are in a calm place) and in a protected, 
private place where you can talk in peace and you can be sure the other person is fully 
available. 
 
A for AMICABLE APPROACH--Use a "soft start-up," sharing first what you most value 
and appreciate about the other before moving into the discussion about the problem.  
Then, speak from your heart, filtering everything you say through your heart.  Speak the 
truth in the most kind, gentle, caring, and respectful way possible. Use "I" versus "You" 
statements (which invite defensiveness).  Express your complaint without criticizing or 
assassinating the other's character.  
 
B for OBJECTIVE BEHAVIOR--Explain what upset you, referring to the actual behavior 
and what happened, without moral judgment.  "When you did such and such" and that's 
it.  Example: "When you showed up late for work."  Avoid such statements as-- "When 
you were lazy this morning and slept in." 
 
E for EMOTION--After the description of the facts must come the emotions you 
experienced as a result of them.  Example:  "When you showed up late for work, I felt 
disappointed and "let down" because I wanted to be at my meeting on time and I 
couldn't leave the office until you arrived."  Avoid saying, "I felt angry" which invites 
defensiveness and is an emotion expressed towards another versus an expression of 
an inner hurt. 
 
N for NEED--It is very helpful to conclude by expressing the need you have.  Example: 
"I need security at work, to know that I won't be humiliated or wounded by caustic 
remarks, especially from someone as important as you." Or, "I need to feel connected to 
you, to feel that I matter to you, even when we are surrounded with friends." 
 
Based directly from this source: Servan-Schreiber, Dr. David, "Enhancing Emotional Communication," In 
Healing Without Freud or Prozac, p185-202. 
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