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Aims of this session
● Understand how and why conflict arises
● Feel more confident to ask for what you need from others
● Learn to say ‘a positive no’ when you need to
● Use these powerful communication skills:

○ In your accommodation (while at Norland, or with an employer)
○ In your professional work with children as a Norlander
○ In fostering good working relationships with employers

● We’ll use breakout rooms to work with the concepts
● Everything is optional - yet do jump in and get involved
● Look after your feelings and needs in this session
● Respect each others’ confidentiality 

Bring paper & pen







Ref: The Thomas Kilmann Conflict Mode Instrument (TKI) + William Ury  



The challenge is...
When we accommodate, 
attack and avoid the 

problem... it 
festers until it 
becomes a crisis
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The tension is... 
between 

Exercising your voice 

and 

Tending to your 
relationship





“They did/didn’t... 
and they should/n’t 

(have)...”



“I felt/feel...”
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“I felt/feel...”

“I need/ed...”

“They did/didn’t... 
and they should/n’t 

(have)...”



My NEEDS & 
IDENTITY

My FEELINGS

  Their WRONG











Needs-Based Communication: 

Ref: Nonviolent Communication by Marshall Rosenberg 

WHAT’S ALIVE 
IN ME? 

(WHAT DO I 
OBSERVE, FEEL, 

NEED?)



Needs-Based Communication

Ref: Nonviolent Communication by Marshall Rosenberg 

WHAT’S ALIVE 
IN ME? 

(WHAT DO I 
OBSERVE, FEEL, 

NEED?)

 WOULD MAKE LIFE 
MORE WONDERFUL? 

(WHAT ARE WE 
REQUESTING?) 



4 steps of 
Needs-Based 

Communication
For conflict prevention 

and resolution 

Ref: Marshall Rosenberg

1. Observations 
2. Feelings
3. Needs
4. Requests



1) OBSERVATIONS
What situation or 
behaviour do you 
observe? 

What specifically is the 
person doing or not doing 
that is hard for you to live 
with? 

Not: “You always bring your 
friends round!”

“Specific: “Last week, when 
Simon came round on Thursday 
and Friday evening...” 



2) FEELINGS: 
How do you feel 
about this 
situation or 
behaviour? 

“I feel/felt + 
[emotion]”

Not: 
“You make me feel..”
“I feel that you...”



3) NEEDS:
What need of 
your is not 
being met by 
this person’s 
behaviour? 

“I feel ... because 
I need ...”

We can find it hard 
to talk about our 
needs, especially 
as adults, but 
having needs is 
what makes us 
human.  



Manske’s NVC Needs Wheel

Needs =
● Resources required to sustain and 

enrich life. 
● Needs are universal. 
● Needs make no reference to any 

specific person doing any specific 
thing. 

● Key Distinction: Need vs. Strategy 
(to meet a need)

“I feel ... because 
I need ...”

https://nvcnextgen.org/wp-content/uploads/2016/10/Needs-Wheel.pdf


4) REQUESTS: 
What specifically 
would you like 
the other person 
to do that would 
‘make life more 
wonderful for 
you’?

Make it easy for 
them to action. 

This is not a 
demand so.. 

Allow for them to 
say no by asking: 
“Would you be 
willing/prepared/
able  to..?”





NVC Process

https://arabellatresilian.com/wp-content/uploads/2021/01/NVC-Process.pdf


“I felt/feel...”

“I need/ed...”

When I...

”Would you be willing to...?”



Has taken 
the bins 
out the 
last 2 
weeks

Another 
housemate





Likes the 
heating off

Likes the 
heating on



 

 



The ‘SCARF Model’ of the brain’s responses 
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Your Brain at Work by David Rock (2009)



 

 



https://wellbeingandcoping.net/

Building your wellbeing 
and helping you cope
If you or someone you 
know is struggling with 
this very challenging 
situation we are all in, 
please keep reading for 
ways to feel a bit calmer 
and ideas to help you 
cope.

https://wellbeingandcoping.net/


 
 

“The other often much 
prefers a clear answer, even if 
it is No, than continued 
indecision and waffling.”

― William Ury, The Power of a 
Positive No: How to Say No and 
Still Get to Yes

https://www.goodreads.com/work/quotes/2446427
https://www.goodreads.com/work/quotes/2446427
https://www.goodreads.com/work/quotes/2446427


 
 

“Yes!” 
Receive the good intent. 
State what’s important  to 
you.Show appreciation. 

“No.” 
A matter of fact No sets a 
clear limit

“Yes?”
Possibility? An invitation to 
reach another agreement













https://www.16personalities.
com/free-personality-test
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