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Feedback Type Key phrases “My Client was 
unhappy” 

“The plumber 
didn’t show” 

“I bounced a 
check” 

“You bounced a 
check” 

DEFLECTIVE      
Reassure 
(Dismiss) 

It will be fine. 
Don’t worry about it. 
 

He’ll come back. 
There’s lots of 
clients in the sea. 

I’m sure he’ll come 
tomorrow.  

That happens. 
Don’t worry about 
it.  

That happens. 
Don’t worry about 
it. 

Probe 
(Interrogate) 

So did you…? 
Why did….? 
 

What did you do to 
him? Did you call 
him?  

What time did he 
say? Did you call?  

Did you look in 
your check-book?  

Did you look in my 
check-book?  

Give Advice 
(Instruct) 

You should… 
Why don’t you… 
If it was me, I’d… 

You should call 
him; make it up to 
him. 

Don’t use him 
anymore. Use the 
other guy.  

You should make 
a deposit right 
away. 

You should make a 
deposit right away. 

Identify 
(Steal) 

I had that once… 
If you think that’s bad… 
 

Oh, I had a PTA 
room mother angry 
at me last week… 

I was stood up for 
a date once. I 
waited for hours.  

I bounced a check 
once too.  

Hey, you bounced 
a check once too. 

Intellectualize or 
Spiritualize 

(Minimize) 

In the broad scheme of life… 
If you think about it… 
 

Clients can be like 
that. God is the 
only client to worry 
about.  

You can’t get good 
service now days.  

The banking 
system isn’t 
improved by 
computers. 

The banking 
system isn’t 
improved by 
computers. 

Interrupt 
(You’re boring!) 

But what about… 
Speaking of… 
 

Client? What about 
your boss?  

Plumber? What 
about the dry 
cleaning? 

But what about 
the water bill? 

But what about the 
water bill? 

Divert to Tangents 
(Change the topic) 

Well, you know… 
I’ve wondered about that… 
That reminds me… 

Is this the client 
with a boat? I 
always liked that 
boat.  

Do we need to 
winterize? We 
should call the 
cable guy too. 

Y’know, bank fees 
are really unfair. 

Y’know, bank fees 
are really unfair. 

REFLECTIVE      
Reflect impact 
(understand my 

experience) 

This means to you that… 
You felt… glad, sad, mad,  
So was that a good thing?  
That sounds…harsh, surprising, 
unfortunate, wonderful 

You felt like it was 
your fault. You’re 
scared about seeing 
your boss now.  

That sounds 
irritating. He 
wasted your whole 
day! 

Ouch!  Ouch!  

 
Be quick to listen, slow to speak, and slow to become angry (James 1:19)    Bear one another’s burdens and so fulfill the law of Christ (Galatians 6.2) 


