«.) FACES & VOICES
OF RECOVERY

De-Escalation & Conflict Resolution Quick Guide
Why De-Escalation Matters

Facilitators will inevitably encounter tense discussions, disagreements, or
heightened emotions. How you respond can either defuse the situation or
escalate it further. This guide provides practical strategies and language to help
facilitators navigate conflict while maintaining a respectful, productive
environment.

1. Common Types of Conflict in Group Discussions

v Personal Disagreements - Participants challenge each other’s perspectives
in an emotionally charged way.

v Frustration Toward the Topic - Someone feels unheard, invalidated, or
strongly opposed to the subject matter.

v Power Struggles - One person dominates or disregards group agreements.

v Emotional Overwhelm - Participants withdraw, shut down, or lash out due
to personal triggers.

2. De-Escalation Techniques for Facilitators

A. Acknowledge & Validate Emotions

v Recognize feelings without taking sides - "I hear that this is an important issue
for you."

v Separate the emotion from the person - "It sounds like there’s a lot of
passion around this topic.”

v Avoid minimizing or dismissing concerns - "I appreciate you sharing that.
Let’s explore this further."

B. Use Neutral & Grounding Language

v Reframe statements to lower tension - "Instead of focusing on disagreement,
let’s explore where there’s common ground.”

ADVOCATE. ACT. ADVANCE.
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v Slow the conversation - "Let’s pause for a second—what’s the main concern
here?"

v Redirect aggression constructively - "I hear two strong perspectives. Let’s
take a step back and make sure we’re hearing each other fully."”

C. Set & Reinforce Group Agreements

v Remind the group of agreed-upon norms - “Let’s remember our commitment
to a respectful discussion.”

v Use structured turn-taking - "Let’s take turns sharing to ensure all voices are
heard."

v Invite reflection over reaction - "Before we respond, let’s take a breath and
consider what’s at the heart of this discussion."

3. Redirecting & Resolving Conflict in Real-Time

Situation De-Escalation Strategy
Two participants are talking "Let’s pause. One at a time—who would like to
over each other, voices rising. go first?"
A participant dismisses or "Let’s acknowledge that different experiences
invalidates another’s can be valid without dismissing each other’s
experience. perspectives.”
Someone is dominating the "I appreciate your insights. Let’s hear from
conversation. others who haven't spoken yet."

"I see this topic is bringing up strong emotions.

A participant is visibly upset Would you like to take a moment before

or shutting down.

continuing?"
Discussion is completely off- "Let’s take a step back. What’s our main goal in
track due to an argument. this conversation?"

4. Best Practices for Preventing Escalation
v Stay calm & regulate your tone - Model the energy you want in the room.
v Encourage curiosity over defensiveness - "Can we explore this perspective a

little more?"

ADVOCATE. ACT. ADVANCE.
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v Offer a structured break - If tension is high, a short pause or reflection
exercise can reset the group.

v Follow up when needed - If someone remains distressed, check in after the
session.

Final Thought

Conflict in group discussions is normal and sometimes necessary for deep
conversations. A strong facilitator guides tension constructively, ensures all
voices are heard, and keeps the group focused on learning, not winning an
argument. With practice, de-escalation becomes an opportunity to build trust and
engagement.

ADVOCATE. ACT. ADVANCE.
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