
Key Conversations
Workbook



“Speak when you are angry and you will make the best speech you will ever regret.”

Ambrose Bierce
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My Universe
Complete the table below and identify who, in your universe, needs some more attention, where relationships can be strengthened or where you might need to have a ‘key’ conversation.
	Name
	Relationship to Me
	What’s working well?
	What could be better?
	Key conversation I need to have

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	



The Fight, Flight, Freeze Response
The “fight or flight” response is our body’s automatic and primitive, inborn response that prepares the body to “flight” or “flee” from perceived attack, harm or threat to our survival. Sometimes though, we perceive threat or harm when in reality, things are totally fine. This video explains how FFF responses work, what it does to our body and mind and how to deal with it.
https://youtu.be/jEHwB1PG_-Q
	What examples can you think of where you experienced the Fight, Flight or Freeze responses?

	How does this relate to having (or not having) key conversations?



Unpack the Suitcase!
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When faced with a difficult conversation, ask yourself the following questions: -
	Where are you stuck?

	Is it a one off?

	Has something happened a few times? Is there a pattern?

	Is the relationship at risk?

	Is something happening that means trust is impacted?

	Or is your (or someone else’s) competence in question?



If you keep piling in more stuff, you won’t be able to manage the load and the suitcase will stop being able to do its job. So…
· Unpack the reason for the convo…
· Is it a single instance of a problem?
· Is it a pattern of behaviour over time?
· How is the problem affecting your relationship? 
· Not sure where to begin - Start with heart - logic isn’t always going to work, sometimes it isn’t about data, and facts and figures. Sometimes it is about values. Influencing someone can be around absolute core drivers and passions.


Silence, Violence
Violence
Silence



What do you think these two types of behaviour might look like in a conversation? 

Silence
· Purposefully withholding information from the dialogue. Used to avoid creating a problem. Always restricts the flow of meaning.
· Common forms of silence: 
· Masking – understating or selectively showing what you actually think. Sarcasm, sugar-coating, couching, etc.
· Avoiding – not addressing the real issues. Changing subject, shifting the focus to others etc.
· Withdrawing – not engaging in the conversation any longer. Exiting the conversation or the room, all together.
Violence
· Convincing, controlling or compelling others to your viewpoint. Violates safety by forcing meaning into the pool.
· Common forms of violence: 
· Controlling – coercing others to your way of thinking. Cutting others off, overstating your facts, speaking in absolutes, dominating conversation.
· Labelling – stereotyping or categorising people. Name-calling, generalising.
· Attacking – belittling or threatening others.

Think back to a key conversation that you had and one that you wished had turned out differently.
List below how you behaved and what you said Vs how you wished you’d behaved and what you wished you said.
	
	



Where did you spots signs of silence and violence? What do you really want now?
	What do I really want for…

	Myself?
	This relationship?

	PHSO?
	Others?


My Values
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	What are the things in life you hold dear?

	What would you fight for, or even die for?

	How does it feel when these values are challenged?



The Ladder of Inference
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	Think back to a conversation that you had, which you wished had gone differently.

	What were your perceptions of the situation and the assumptions you made? 


	Now retrace your path and tell the story how you would like it to go if this situation ever happened again.



Health and Safety
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No Consequences!
Think of a tough message you have to give. You’ve not done so yet, because you’re concerned that they might get defensive or may be upset.
If you could say anything without consequences, what would you say? Practice saying this out loud to your partner.


Share
Share Part One– share your facts. Start with what you see and hear.
· I noticed that...
· The last three times we’ve met ……
· I was expecting to receive this at 15.00 and now it is 16.00….

Share Part Two – tell your story – you’re not telling a story to justify your feelings; you’re telling your story to help the other person to understand why the facts you’ve just shared are concerning to you.
· It leads me to conclude that…
· I believe that….
· I start to think that…

Ask
Ask for their facts – very important here – be humble – let other people share new ideas and let them challenge your story if they wish to.
· How do you see it?
· Can you help me better understand?
· What’s your view?
· AVOID: isn’t that the case?
· AVOID: What can we do to make sure this doesn’t happen again
· AVOID: No-one disagrees with that, do they?

Encourage
Sincerely invite differing opinions, make it safe for others to react to your story, in order for you to be able to authentically problem solve together

Listen
Listen to what they say – active listening (and keep ears peeled for silence and violence)

Test
Finally, test it out - talk tentatively (use cognitive language – rather than saying ‘I felt xxx’ say, ‘When I thought about that xxx this is what I felt’)



Keeping it Safe
1. Learn to look

Look for signs of silence and violence – has this become a ‘key’ conversation midway through? If so, immediately spring into safety mode by asking yourself…is respect there?
2. Create mutual purpose
Creating mutual purpose, useful phrases:
· We’re not getting anywhere here. It appears that we’re at an impasse. I’d like to see if we could come up with some shared goals.
· Are we willing to make this work? Let’s see if we can come up with some shared objectives.
· Do we believe we can fix it? Why don’t we spend some time looking for something that can satisfy both of us?

Think about this. Two kids want an orange and they fight over it. Their parents get fed up with listening to the bickering so they cut it in half and give half to each child.
But now both kids are really upset because one wanted just the juice and one wanted just the pulp.
How do you build psychological safety?
· Frame the work as a learning problem. Make it explicit that there’s enormous uncertainty ahead. 
· Acknowledge your own fallibility. ‘I may have missed something I needed to hear from you’
· Model curiosity. Ask a lot of questions and that necessitate the need to have a voice.

3. Contrasting

Contrasting is just about saying things differently. When to use contrasting:
· In the moment. When you notice others becoming defensive due to a misunderstanding.
· Up front. If you believe there is a high likelihood that the person will misunderstand your intent.
When people get defensive (and tend to go to silence or violence) it is because they feel unsafe.
They think you’re attacking them. Or they think you’re disrespecting them. Usually, that is not the case. They’ve misunderstood your intent.
Contrasting can often clear it up.
Contrasting statements are used to develop the habit of do / don’t statements so that when a misunderstanding happens in the moment, you can slip into contrasting more easily. Think of a key conversation you need to have (or one that you had which didn’t go very well). Practice this conversation using contrasting – say what you want/mean and what you don’t want/mean:
· I DON’T MEAN THIS….
· I DO MEAN THIS…

Practice having the conversation!
Spend a few minutes writing down what you want to say (use some contrasting language if it helps). Practice having the conversation with a partner.



What’s Next?
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	Things I will do differently or better when having key conversations.

	Who or what will help me?

	What’s going to make me feel confident to have key conversations moving forward?
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