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HOUSING SPECIALIST

Professional Communication & Conflict Resolution Toolkit
Professional Download #25

Purpose
This toolkit gives Housing Specialists practical language and structured tools for difficult conversations with clients,
landlords, brokers and agency partners. It focuses on de-escalation, clear professional responses, conflict resolution, and
maintaining boundaries while protecting working relationships.

What’s Inside (6 Pages)
1. Preparing for Difficult Conversations — assess the issue, communication needs and realistic outcomes.

2. De-escalation & Active Listening — a five-step framework with a client scenario.

3. Professional Response Scripts — practical examples for clients, landlords and agencies.

4. Conflict Resolution Worksheet — identify concerns, evaluate options and agree on actions.

5. Boundaries, Escalation & Safety — recognize when supervisory, legal or emergency support is needed.

6. Practice Review & Improvement Plan — evaluate communication skills and document learning.

How to Use This Toolkit
Use the Preparation page before any difficult conversation. Apply the De-escalation framework in real time. Keep the Response Scripts
nearby as reference language. Complete the Conflict Resolution Worksheet when parties need a structured path forward. Use the final
page after the interaction for reflection and skill building.

Important Professional Reminder
Your safety and the client’s safety come first. If a conversation becomes threatening or unsafe, end it and follow your agency’s
safety and escalation protocols immediately. This toolkit supports professional communication — it does not replace supervision,
legal advice, or emergency procedures.

Client / Party Name: _________________________________ Date: ____________________

Housing Specialist: __________________________________ Case / File #: ______________
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1. Preparing for Difficult Conversations

What is the core issue that needs to be discussed?
_______________________________________________________________________________________________
_______________________________________________________________________________________________

Who is involved in this conversation?
■ Client ■ Landlord / Broker ■ Agency partner / Colleague ■ Other: _______________

What is the realistic desired outcome of this conversation?
_______________________________________________________________________________________________
_______________________________________________________________________________________________

What is the other party likely feeling or needing?
_______________________________________________________________________________________________
_______________________________________________________________________________________________

Potential flashpoints or sensitive topics to handle carefully:
_______________________________________________________________________________________________
_______________________________________________________________________________________________

Key facts / documents I should have ready:
■ Case notes ■ Notices / letters ■ Program rules ■ Previous agreements
■ Other: _______________________________________________________________________________

My planned opening statement (keep it calm, clear, and purpose-focused):
_______________________________________________________________________________________________
_______________________________________________________________________________________________

If the conversation becomes unproductive, my planned next step is:
■ Pause and reschedule ■ Involve supervisor ■ Switch to written communication
■ Other: _______________________________________________________________________________



Professional Download #25  |  Housing Specialist Toolkit Confidential – For Professional Use

Professional Communication & Conflict Resolution Toolkit Page 3 of 6

2. De-escalation & Active Listening (Five-Step Framework)

Step 1 – Stay calm and grounded
Lower your voice, slow your pace, keep open body language. Do not match the other person’s intensity.

Step 2 – Listen fully before responding
Allow the person to finish. Avoid interrupting, correcting, or defending mid-sentence.

Step 3 – Reflect and validate
Show you heard them: “It sounds like you’re frustrated because… Is that right?” Validation is not the same as agreement.

Step 4 – Clarify the need underneath the emotion
Ask: “What would be most helpful right now?” or “What are you hoping we can resolve today?”

Step 5 – Respond with options and clear next steps
Offer realistic choices. Summarize agreements. Confirm who will do what and by when.

Quick Practice Scenario

A client is raised-voice upset that a landlord viewing was cancelled last-minute and believes “no one is helping.” Using the five steps
above, write a short response sequence you could use:

My calm opening / reflection: _______________________________________________________________
_____________________________________________________________________________________
Question to clarify the need: ______________________________________________________________
Realistic option(s) I can offer: _____________________________________________________________
_____________________________________________________________________________________
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3. Professional Response Scripts

With Clients
“I can hear how important this is to you. Let me make sure I understand the main concern, and then we can look at what options are
realistically available.”
“I want to be straight with you about what I can and cannot control. Here’s what is within my role… and here’s what we may need to
escalate or request from another agency.”

With Landlords / Brokers
“Thank you for taking the time to speak with me. My goal is to find a workable solution that respects your requirements and supports a
stable tenancy. Can we look at the specific concern together?”
“I understand the unit needs to meet your criteria. Here is the documentation I can provide today, and here is the realistic timeline on our
side. What would make this workable from your perspective?”

With Agency Partners
“I’m calling to coordinate on a shared client so we don’t duplicate effort or leave gaps. Here’s the current status on my side… What is the
best next step from your end?”
“I want to flag a potential delay so we can problem-solve early. The current barrier is… Do you see any flexibility or alternative pathway we
should consider?”

My adapted version for today’s conversation:
_______________________________________________________________________________________________
_______________________________________________________________________________________________
_______________________________________________________________________________________________
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4. Conflict Resolution Worksheet

What does each party say is the main problem?
Party A: ________________________________________________________________________________
Party B: ________________________________________________________________________________

Shared interests or common ground (if any):
_______________________________________________________________________________________________

Possible options (list at least two realistic ones):
Option 1: ______________________________________________________________________________
Option 2: ______________________________________________________________________________
Option 3: ______________________________________________________________________________

Agreed next action(s) + who owns each + deadline:
_______________________________________________________________________________________________
_______________________________________________________________________________________________

5. Boundaries, Escalation & Safety

Warning signs that this conversation needs escalation or a different approach:
■ Raised threats or intimidation ■ Repeated personal attacks ■ Safety concerns
■ Request outside my role / authority ■ Legal / regulatory issue emerging ■ Ethical conflict
■ Other: _______________________________________________________________________________

My boundary statement (if needed):
“I want to continue this conversation productively. I can discuss [topic], but I cannot continue if [behavior]. Would you like to take a short
break or reschedule so we can continue respectfully?”

Escalation decision:
■ Continue handling myself ■ Consult supervisor before next contact
■ Involve supervisor now ■ Follow emergency / safety protocol immediately
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6. Practice Review & Improvement Plan

After the conversation – quick self-review

What went well in how I communicated?

_______________________________________________________________________________________________
_______________________________________________________________________________________________
What would I do differently next time?

_______________________________________________________________________________________________
_______________________________________________________________________________________________
Did I maintain professional boundaries? ■ Yes ■ Partially ■ No – note: ________________________

Skill Focus Going Forward

One communication skill I want to strengthen:

_____________________________________________________________________________________
How I will practice it in the next two weeks:

_______________________________________________________________________________________________
_______________________________________________________________________________________________

Supervisor discussion points (if applicable):
_______________________________________________________________________________________________
_______________________________________________________________________________________________

Housing Specialist Date Supervisor (if reviewed)

________________________________ ______________ ________________________________

File relevant notes from this toolkit with the client record when the conversation relates to a specific case. Use the reflection
section for your own professional development and supervision discussions.


