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Sound Familiar?

m It will work itself out......
m I will leave that for later....

m [ won't say anything — what's the point ....

Despair — Disappointment - Disaster




Its

with
- Achieve resu

ess - More Confidence

Today let’s look at ....

How to have those conversa
L St



Crucial Conversations
Three things make it crucial:

The Stakes are
p
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Building Rapport




Ask the right Questions




Language
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Watch What You Say & How You Say It:

Speaking plainly
ak in an assert
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Language
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Language

Phrases & Words to use:

Repeat back to them... 'So you think....”
What concerns you most?

What would make you happy?

What if we tried.....
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Communication



Active Listening

Hold
Judgement

Active
Listening
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Influencing & Persuading

Nagging: wear them down

Coercion: because they have to

Instead, the art of persuasion is to

get them to want what you want.
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Successful Persuaders...

ve good communication
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Barriers

Common Barriers to effective commmunication:

Jargon

Lack of interest

Distractions

Irrelevant to me

Differences in perception

Hearing / Speech difficulties / Unfamiliar accents
Expectations - stereotyping

Prejudices — assumptions




Best Alternative
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The Compliment Sandwich

en end with another compliment

Tell them the bad news
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Situations
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Dealing with Difficult

e prepared for ongoing discussions
aybe include a mediator

egative People
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Dealing with Difficult People

The 'Yes, but....” rejects everything you suggest
“You seem to be having some difficulty accepting what I am
proposing. How should we resolve this?”

The ‘Always suspicious’ person
“You seem to be having a problem trusting me. What can I do to
allay some of your concerns?”
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@ Questions

=

m Should I schedule the conversation?
m \What about planning the conversation?

m \What to do if somebody starts shouting?
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find me at

joanne@dcmlearni
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Any questions?

You can

THANKS!
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