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Difficult Conversation Prompt Sheet – Parent & Carers
- Using Goleman’s Leadership Styles + Emotional Intelligence
This document provides a structured approach for navigating parental complaints with clarity, empathy and professionalism. It draws on emotional intelligence principles and adaptable leadership styles to help reach constructive, pupil-centred outcomes.
	Stage
	Prompts

	
Before the Conversation
	Emotional Intelligence Self-Check
Self-Awareness
· What feelings am I experiencing ahead of this meeting?
· Am I making assumptions about the parent’s motives or emotions?
Self-Management
· How will I remain calm if emotions escalate?
· What strategies will help me stay grounded if I feel pressured or challenged?
Social Awareness
· What might the parent be anxious, upset or frustrated about?
· What external pressures or previous experiences might be influencing their approach?
Relationship Management
· How do I want the parent to feel at the end of this conversation?
· What long-term relationship with the family do I want to preserve or strengthen?

	
Choosing the Most Helpful Leadership Style
	Visionary – "Let’s move forward with clarity and purpose"
Use when the conversation needs a clear direction or reframing towards what is best for the pupil.
Useful openers:
· "Let me share how this links to our wider approach for pupils."
· "Here’s what we are aiming for, and why it matters for your child."
· "Let’s explore how we can work together to move this forward."
Coaching – "Let’s work this through together"
Use when the parent needs guidance, reassurance or support to understand the situation fully.
Useful openers:
· "Help me understand what feels most concerning for you right now."
· "What would help you feel more confident about the next steps?"
· "Let’s identify a plan that feels workable for everyone involved."
Democratic – "Your perspective is an important part of the solution"
Use when building trust, increasing understanding, or co-creating next steps.
Useful openers:
· "I’d like to hear your view before we decide how to proceed."
· "What do you think would be most helpful for your child at this point?"
· "Let’s shape a plan together that we can both commit to."
Commanding – Used sparingly, for safeguarding, legal duties or non-negotiables
Focus on clarity, boundaries and required action.
Useful openers:
· "I need to be clear about what must happen next."
· "This part is statutory, so we are required to…"
· "We will review this on…"

	
During the Conversation
	Starting with Clarity and Purpose
· "I appreciate you coming in today. Let’s talk about your concerns and how we can support your child."
· "My aim is to listen, clarify the situation and agree a constructive way forward."
Naming the Issue Neutrally
· "I understand that you’re concerned about…"
· "I’ve looked into the situation and here’s what I’ve found…"
· "The impact of this is…"
Listening with Empathy
· "I can hear that this has been frustrating or upsetting for you."
· "Tell me more about what you’re experiencing at home."
· "What I’m hearing is…"
Clarifying Boundaries and Expectations
· "Here is the part that cannot change, and this is why…"
· "This aspect is essential because it affects safety/learning/consistency."
Agreeing a Way Forward
· "What outcome would feel positive for your child?"
· "Here’s what we can do, and here’s what we can’t do."
· "Let’s agree the next steps and timeframe."

		
Ending the Meeting Constructively
	· "Thank you for bringing your concerns forward."
· "I want us to work together in the best interests of your child."
· "Here’s what we’ve agreed…"
· "Our next check-in will be on…"

	
Additional Tips
	· Keep notes to maintain clarity and avoid misunderstandings.
· Stay solution-focused rather than defensive.
· Maintain a calm, steady tone even when emotions run high.
· Reinforce that the shared goal is the child’s wellbeing and progress.
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