Courageous Conversations

PREPARATION
· What is your purpose in holding this conversation?

· What do you want to accomplish in this conversation?

· What are some specific, concrete examples of what you are trying to get across?

· What is gained from engaging in this conversation?  What is challenging?

MANAGE THE CONVERSATION

· Be straightforward and clear.

· Check your own understanding.

· Pay attention to your tone, eye contact and gestures.

·  Use language that the other person can hear.

· Strive for a mutually fair and realistic outcome.
Handling Difficult Conversations:  What to Do
Handle difficult conversations effectively by being clear in your message and meaning, maintaining a neutral tone of voice throughout the conversation, and using words and phrases that are considerate of the individual’s feelings or emotions.

PREPARE

· What do you want to accomplish in the conversation?

· What are some specific, concrete examples of your concerns?

· How do you anticipate the person will react?

· How well you manage your own reactions?

· Do you feel confident and positive about the outcomes?

MANAGE THE CONVERSATION

· Be straightforward.  Don’t confuse the message by being roundabout in your words.
· Check your own understanding.  Ask questions or restate what you’ve heard.

· Watch your own and the other person’s nonverbals.  Pay attention to body language; tone, eye contact and gestures.

· Use temperate language.  Choose words and phrases that won’t “ignite” a reaction.

· Think like a mediator.  Strive for a mutually fair and realistic outcome.

FOLLOW UP

· Deliver on and keep commitments, and request the same in return.

· Keep an open dialogue – check in with the individual and be accessible.

· Reinforce messages, if necessary.  Use “real time” examples to illustrate your expectations.

· Acknowledge positive changes/outcomes, and be timely in doing so.

· Take time and find ways to emphasize and recognize the person’s value and importance.
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