
CLIENT COMMUNICATION HANDOUT 
Levels of Intervention for High-Conflict Communications 

 

LEVEL ONE INTERVENTION 

BIFF® Communication Principles 

(Brief, Informative, Friendly, Firm) 

Email Guidelines and Best Practices 

• Keep communications simple and businesslike 
• Delay responding to difficult emails for several hours 
• Do not send more than two emails within a six-hour period, even in emergent situations 

(e.g., a sick child)    *Emergency situations may occasionally require more frequent 
communication, but these should be rare.* 

• Have messages reviewed or edited by counsel or a vetted third party (see Consider 
Coaching, below) 

• Be intentionally boring 
• No exclamation points; limit to one question mark per sentence 
• Avoid ALL CAPS and bolded words 
• Answer once; copy and paste prior responses if the issue is repeated 
• Do not engage in baiting or provocation 
• Write every message as though it could become a court exhibit 
• When making a request, use a brief bulleted list 
• Educate clients about the legal consequences of hostile communications (this is 

sometimes effective) 

Additional Tools 

• Office of Family Wizard (OFW) Tone Meter 
• AI tools may be appropriate only if the client has demonstrated the ability to use them 

responsibly 

 
  



LEVEL TWO INTERVENTION 
Indicators 

• Communications may support contempt or enforcement petitions 
• Inability to regulate communications may be cited as evidence of an inability to control 

parenting behavior 

Strategies (Beyond BIFF): 

• Grey Rock Method (often requires a third party, at significant expense) 
• Neutral, minimal responses: 

o “Yes.” 
o “No.” 
o “I will respond on Tuesday.” 

• Simple acknowledgements without commentary: 
o “I see.” 
o “I understand your concern.” 

• Consider coaching focused specifically on written communications 

 

LEVEL THREE INTERVENTION 
Indicators 

• Probable mental health diagnosis 
• Court sanctions are likely 
• Court-ordered limitations on communication may be in place 
• Criminal exposure possible 
• Genuine risk of loss of legal decision-making authority based on communications 

Recommended Interventions 

• Individual therapy 
• Third-party management and editing of all communications 

 
  



INSTRUCTING CLIENTS ON MAKING REQUESTS 

Brief, Neutral Communication Model 

When a client must ask the other party for something: 

• Be clear and specific 
• Use a brief, bulleted format 
• Include necessary logistical details only 
• Do not emote 
• Avoid commentary about past conduct or anticipated responses 

Example (Appropriate): 

I would like to take Emily to the Daddy-Daughter Dance. 

• Date: Saturday, September 9 
• Time: 7:00 p.m. 
• This is your parenting weekend 
• Pickup: 6:15 p.m. 
• Return: Immediately after the dance 

Please respond by Thursday, August 30. 

Example (Inappropriate – Do Not Use):   I know you’ll be difficult about this like you were last 
year, and if you don’t allow it, there will never be another special request. 

 

RESOURCES AND CASE LAW 
• BIFF® Communication Model 
• Campbell v. Newell (Arizona) 
• Shada v. Shada (Iowa) 
• Shak v. Shak (Massachusetts) Court strikes down injunction banning divorcing parents 

from disparaging each other 
• Divorcing Parents Have a Right to Post Their Stories 
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