
1.  State the facts of the situation.  The key is to be extremely specific and avoid talking in
generalities or absolutes (you always, you never, etc). Let the other person know that you
understand precisely what happened and why they are upset about it.  
           
This is not the time to talk them out of being upset or to explain why they shouldn't be.  This
sounds like: "don't be mad, it's just_____."  This minimizes and dismisses the other's feelings,
which further aggravates the original hurt. 
 
2. Acknowledgment of the hurt or damage done
Validate their feelings by letting them know that you understand why your actions hurt
them. You may even let them know that, if the shoe were on the other foot, you would feel
the exact same way.
 
3. Take responsibility for the situation
Don’t be defensive or offer excuses for what happened. The goal here is to let them know
that you clearly understand that it was your behavior that caused them this pain.
 
4. Include a statement of regret 
Make sure you sincerely say the words “I’m sorry” and “I apologize.” Few things will break
through the cold defenses of the offended party quicker than the sound of hearing the
honest and sincere delivery of those words.  
 
5. Ask for forgiveness 
This lets the other know that you value them and want them in your future.  Asking for
forgiveness shows them that you accept the responsibility for your actions and gives them
the power to take the next step in the healing process. 
 
Example:  I told you I'd call you back by the end of the day, and I didn't.  I'm so sorry for
dropping the ball and letting you down.  I get that you expect me to keep my word when I
say I will do something.  I know I'd feel let down and annoyed if this happened to me.  I hope
that you can forgive me because I value our relationship. 
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