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LAFF: 

 Listen, empathize, and communicate respect 

 Ask questions and ask permission to take notes 

 Focus on the issues 

 Find a first step 

Don’t CRY: 

 Criticize people who aren’t present 

 React hastily and promise something you can’t deliver 

 Yakety-yak-yak 
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http://www.hanen.org/Professional-Development/Online-Training/SSN.aspx
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