HEEAAR Techniques Handout
Transforming Customer Interactions and Mastering (Pre) De-escalation in Child Support Work

The HEEAAR model provides users with a framework for handling customer interactions in a compassionate,
ethical, and effective manner. By practicing Honesty, Empathy, Evocation, Autonomy, Adaption, and Reflection,
you can enhance communication, de-escalate tense situations, and build trust with customers. Use this guide as
a quick reference for applying HEEAAR in your daily work. By mastering these techniques, you can turn difficult
customer interactions into opportunities for positive engagement and resolution.

HEEAAR Framework:
1. Honesty

o What It Is: Acknowledge that each person’s experience and perspective are valid. Approach conversations
with a non-judgmental mindset.

e Application Tip: Avoid assumptions about customers’ motives or circumstances. Show openness to
learning their story.

Example: “l understand this situation may be challenging for you, and | want to make sure | fully understand your
concerns.”

2. Empathy

e What It Is: Show understanding of the customer’s feelings and circumstances, especially during difficult or
emotional situations.

e Application Tip: Use empathetic phrases to demonstrate you care about their experience and are willing to
help.

Example: “I can see this is really stressful for you. I’'m here to help find a way forward together.”

3. Evocation

o What It Is: Actively engage the customer by asking open-ended questions and encouraging them to share
information. What is of value to the customer?

e Application Tip: Create an environment where the customer feels heard and involved in finding a solution.

Example: “Can you tell me more about what has been going on? | want to ensure we address everything that is
important to you.”

4. Autonomy

e What It Is: Listen attentively to the customer without interrupting. Focus on both verbal and non-verbal
cues to fully understand their message and how they describe their role and position on the subject.

e Application Tip: Paraphrase what the customer says to confirm your understanding and ask clarifying
questions when necessary. Try to understand how they see themselves contributing information to their
circumstance.



Example: “It sounds like you’re saying the payment process has been confusing. | want to make sure you feel
comfortable with any decisions you make today. What feels right to you in this situation?””

5. Adaption

e What It Is: Acknowledge the customer’s concerns and emotions, validating their feelings without
necessarily agreeing with their perspective. Look for ways to be flexible while still covering topics of
concern.

e Application Tip: Verbally acknowledge the emotions they are expressing and the importance of their
situation.

Example: “It’s understandable that this situation has been challenging. | can tell this is a difficult topic. | have two
more things to cover today. Do you want to stay with this topic for a bit longer or take a different direction?”

6. Reflection

e What It Is: Offer a calm and thoughtful response that addresses the customer’s concerns. Use clear,
actionable language and provide guidance on the next steps.

e Application Tip: Summarize the discussion and outline the next actions you will take to resolve the issue.
Gain their commitment moving forward.

Example: “Here’s what we’ll do next: I’ll gather the information needed, and we will set up a follow-up to go over
the details together. What would help you feel more at ease with moving forward?”

Applying HEEAAR in Child Support Customer Service:

e De-escalation: Use Honesty and Empathy to calm angry or frustrated customers. Stay calm and avoid
raising your voice. Be credible and humble.

¢ Building Trust: Use Evocation to engage the customer in the problem-solving process to ensure they feel
heard and respected.

o Effective Communication: Combine Autonomy and Adaption to ensure the customer knows their
concerns are taken seriously.

e Providing Solutions: Use Reflection to clearly communicate next steps and actions, leaving the customer
with a sense of resolution and progress.

Quick Tips for Success:
1. Stay calm and patient: When faced with an upset customer, keep your composure to prevent escalation.
2. Use open-ended questions: Encourage dialogue rather than giving quick solutions right away.

3. Summarize often: Paraphrase the customer’s concerns to show that you are listening and understand
their point of view.

4. Avoid interrupting: Let the customer fully express themselves before offering a response.



