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Objectives

* Define and explain why difficult conversations happen
* Understand skills needed to manage difficult conversations

* Implement skills to manage difficult conversations
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What are/Why are Difficult Conversations @ummms

* Day-to-day
* Professionally
* Personally

* Stakes are high

* Varying opinions
* Multiple parties with different wants/needs

* Emotions run strong
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Handling Crucial Conversations
* Avoid?
 Confront?

* How can you confront them well?

* Can be emotionally and politically risky
* Tools/skills are essential to manage them
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Competing (Forcing) Collaborating (problem solving)
A I'm not prepared to change my Lets work together on this
position. Lets find some common ground
My view is dearly the right My position is..., what's yours?
one. How can we solve this?
I know best, do as you're told
3 Compromising (Sharing)
Assertive Lets find a quick solution
Split the difference
Meet half way
I'm prepared to, if you will.
Avoiding (Withdrawal) Accommodating (Smoothing)
1'd prefer not to discuss it. I concede that point
That's outside my brief I agree with you there
I don't want to talk about it I'm prepared to accept that.
Whatever you want.. What's your preferred outcome.
v
Low P Cooperative —» High
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* Competing — assertive and cooperative

* Accommodating — unassertive and cooperative
* Avoiding — unassertive and uncooperative

* Collaboration — assertive and cooperative

» Compromising — intermediate assertive/cooperative
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* Assertiveness

* Mediation

* Empathy

* Facilitation

* Interviewing/Active Listening

* Accountability
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Difficult Conversations

* Silence kills/fails

* Start with dialogue
* “Free flow of meaning between two or more people”

* Attempt Shared Meaning
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* Make it a safe conversation
* “Start with the heart”
* Self awareness
* Emotional awareness
* Avoid falling back on “learned behaviors”

* Avoid escalation — Master your story
* “Work on me 1°%t, Us 2"
* Often motives degenerate before behaviors

* Prepare/Focus on what you really want (mentally)
* “Do you want to be right, or get what you want?”
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* Explore other’s paths
* Avoid “Fool’s Choice”

* Consider the opposite
* Active Listening

* State your path (succinctly)
* Clarify what you really want
* Clarify what you really don’t want
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Difficult Conversations!?

* Avoid Escalation
* “Learn to look”
* Identify areas that are crucial
* Avoid Silence/Violence

* Seek Mutual Purpose
* Entrance Condition

* Seek Mutual Respect
¢ Continuance Condition
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* Use contrasts to clear up misunderstandings

¢ Effective communication
* AMPP — Ask, Mirror, Paraphrase, Prime
¢ “Persuasive not Abrasive”

* ABC’s
* Agree, Build, Compare

* Apologize...when appropriate
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Review
* Define and explain why difficult conversations happen

* Understand skills needed to manage difficult conversations

* Implement skills to manage difficult conversations

e Scenarios?
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* 2.) Kilmann Diagnostics. Thomas-Kilmann Conflict Mode Instrument.
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