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A Definition . . .

A difficult conversation IS a situation In
which at least two parties are engaged
where (a) there are differing opinions,
perceptions, and needs/wants, (b)
feelings and emotions run strong, and (c)
the consequences or stakes for us are
significant.
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A Difficult Conversation

» No safety (no one able or willing to tell
the truth).

» Emotions define the conversation.

» No listening, no dialogue.

» Both going for a “‘win (foercing the
other to “lose™).

» Each side playing a rele: victim, villain,
helpless martyr, etc.
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Why Do We Self-Destruct?

. Our fight or flight response.

. We’re not prepared (Where did FTHAT come
hrem?).

. We don’t know what we want.
4. We don’t have the skills.

. We fear a loss ofi control (and contrel Is
everytamapr).

. We’re embarrassed or feel vulnerable.
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Before seeking revenge,
first dig two graves.

— Chinese proverb




Our Three Brains . . .

= Formed on top of and around limbic brain
Neo-Cortex Brain = Core cognitive intelligence

= Site of working memory

Thalamus
(air traffic control)

Reptilian Brain

Fight or Flight
Response e Rudimentary brain

e Basic functions

= Heart rate, breathing

= Formed on top of R-brain Limbic Brain

e Enabled learning: fight or flight!

= Site of emotions and emotional memory




An Amygdala

When your “fight or flight” response kicks in . . . Your heart races
and blood pressure increases, you sweat profusely, have an uneasy
feeling In the ““gut,” clench your jaw, twitching, tapping foot, cold
hands and feet extremities as the brain rushes blood away from
your cerebral cortex and toward the muscles needed for fighting
or fleeing . . .

This robs your brain of vital oxygen . . . which, In turn leads to:
® Emotions overwhelming your thinking and actions
You are thinking and acting against your ewn will!

O
® You are unable to accurately read others® emotions
O

You are unable to find the right words . . . (stumbling,
stuttering when you try to speak)

® You are unable to focus your thinking or actions
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Calming Your Amygdala!

» What actions camn we take to
calm our own Amygdala?—

> What actions can we take to
help calm others’ Amygdala?




Why We/Others Don’t Feel Safe

> — We may feel unsafe If
we think that the other person’s intentions

and goals are aimed at firrustrating or

preventing us firom achieving what we want
In a given situation.

> We may feel
unsafe If another person Is taking control of

our situation, circumstances, fate or future.
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Why We/Others Don’t Feel Safe

> — We may feel
unsafe If we believe that some perceived
personal weakness, vulnerability, mistake, or
failing will be revealed or exposed by the
other person.

— We may feel unsafe If
we think that the other person Is dismissive
and disrespectful of our Ideas, opinions,
perfoermance, contributions, effort, and so
forth.
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Steps to Finding Safety

Recognize the signs.
Stop the Amygdala Hijack!

Step out of the off the conversation.
Ask yourself:

e |dentify what you really want/need and what you don’t
want/need In this situation. Think of the wants/don’t
wants for yourself, for the other person, and for the
relationship.

ldentify what you need to do right now to achieve your
wants/needs, communicate your don’t wants/needs, and
create safety for the other person.

What cani | learn frem the other persen right now?
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Steps to Safety.

4. Step back into the conversation.

a) Offer a genuine apology — ldentify what you may be doing
that has contributed to the problem and then apologize.
Demonstrate a real change of heart.

Tell the person what you don’t want to see happen: to
feel as though you are not respecting their opinions/ideas
or to mistrust your intentions and purposes

c) Tell'the person what you de want to see happen — for
yourself, the other person, for your relationship

5. Verify that safety has been restored.

© 2009, Russell Consulting, Inc. — Helping Leaders Buildiand Sustain Great Organizations!




-

Some cause happiness wherever:'they_
go . . . others, whenever they go. ~-

— Oscar Wilde
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Unilateral Contrel Mindset — A Losing Proposition
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Mutual Learning Mindset — A Winning Approeach

Mutual Learning Mindset

Enacting Behaviors

Governing Values and Assumptions Consequences

« Valid informationje | have something to learn Share all relevant information.
from others in this

relationship.

Better communication

and understanding.
e Free and

informed choice

Identify and test assumptions and
inferences. Root causes of
challenges/difficulties

are identified.

| have information,
knowledge, and experience
that | bring to this
relationship — and so does Share your reasoning and intent and

he other person inqu
People make free and L
informed choices when they

receive all relevant
information.

Internal
commitment to
the choice

Suspend judgment.

Stronger working
relationships.

Transparency

Greater trust.
Empathy

Listen for understandi RN . i sonal
:‘ !

o Focus on interests not positions.

answers to any problem or
challenge.

Greater compassion.
Develop shared meaning — of key

words, concepts, ideas, events,
decisions, and actions.

Better results (e.g.,
productivity and
performance).

Giving up control increases

a person’s influence.

Share decision making and action
Empathy is a bridge to planning.

Deeper and more
understanding.

Differences provide
opportunities for insight and
learning.

People are doing their best
to act with integrity—given
their circumstances.

See the parts, understand the
whole.

Use critical reflection to examine
deeply held beliefs and behavioral

meaningful
conversations.

Mutual learning.
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Governing Values . . .

Valid Infermation — All relevant information Is shared so
that everyone understands what they need to know.

Free and Informed Choice — People make their
Independent decisions based upon valid infermation, not
pressure.

Internal Commitment te Decisions — Individuals take
responsibility for the decisions that they participate In.

Transparency — Individuals feel comfortable with open,
honest, and direct communication with no “hidden
agendas’ or undiscussables.

Empathy — Individuals have compassion for others and
differing viewpoints and a genuine interest in
understanding anether’s perspective.
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The Enacting Behaviors

Share all relevant information.

ldentify and test assumptions and
Inferences.

Suspend judgment.

Share your reasoning and intent and inquire
Into others’ reasoning, Intentions,

perspective, knowledge, and experience.

5. Listen for understanding.
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The Enacting Behaviors

Focus on Interests, not positions.

Develop shared meaning ofi key words,
concepts, Ideas, etc.

Share decision making and action planning.

See the parts, understand the whole.

. Use critical reflection to examine deeply
held beliefs, and behavioral patterns.
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Why Do We Use the Unilateral
Control Mindset?

. Our fight or flight response.

. It’s what we learned from our parents,
siblings (for survival), school yard

encounters . . .
. We don’t have good role models.
. We don’t have the skills.

. We didn’t know that there was an
alternative!
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Creating/Sustaining Dialogue

Diagnosis and Planning Steps Creating/Sustaining Dialogue Steps
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Charlie Brown in "Peanuts*
American Cartoonist .
b. 1922, d. 2000
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Thank you!

Thanks for attending this SCPA session!

Good! luck with your diffficult conversation!

.

P To downloac_l_t_é)day’s PPATSIEES, Visit
WIWW. RUSSEllGomsiitinglne. com andigo to
“Recent Conference Presentations.™

To Recelve a EREE subscription to our journal
Workplace Enhancement Notes complete the
subscription form within the journal
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