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Module 2 – Coaching for Performance
Core Session 2: Key Conversations Part 3 – Putting it into Practice
90- mins
	Topic/Timing
	Trainer Script
	My Notes

	10 mins

Introductions & Learning Objectives
	Learning Objectives
· Applying some Health & Safety to our conversations
· Using the right language

· Exploring mental shifts
· Practising in a safe and supported environment
	

	25 mins

Health
· Getting your message across

· Using the right language


	Introduce the session by saying that today is all about putting your key conversations into practice. First, we will start with some Health and Safety.
Slide 4 - How to keep a conversation healthy – don’t cover each pill bottle at this stage, just go into the exercise after mentioning persuasion is better than abrasion…

Say: We will talk about how to speak persuasively; not abrasively
Exercise in Pairs – ‘No Consequences’ (slide 5) – 10 mins
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.
Debrief – how did that feel? Maybe it felt a bit liberating to just say what you wanted without any consequences, but how did it feel on the receiving end?
Say: Let’s look at Health in a bit more detail and how to keep a conversation healthy (slide 6)
· Start with the SHARE bottle - we are keeping the hazard symbols because there’s a hazardous half minute in every conversation – you need to look for…what? (signs of silence and violence)
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…

Now move to the next bottle: 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?

Next is 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

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

Finally, TEST it out - talk tentatively (use cognitive language – rather than saying ‘I felt xxx’ say, ‘When I thought about that xxxxxx’)

***Bodies leak truth – if you don’t talk it out, you’ll act it out**
Example of the orange: two kids want an orange and they fight over it. 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.

ASK: What’s your path?

Explore others’ paths by using AMPP
A = ask for more information to get things rolling (E.g. if things haven’t gone the way you were expecting, I’d love to hear about it)

M = mirror to confirm feelings (paraphrase and not parrot-phrase; you’re holding a mirror up to what they are showing you)

P = paraphrase to acknowledge the story (Let’s see if I’ve got this right, you came in at noon and then xxxxxxx)

P = prime when you’re getting nowhere 

Priming:
To make this work you must be sincere, and keep it safe at all costs:

· Is it something I’ve done which has you upset?

· It’s ok to share what you’re really thinking and feeling; I won’t be offended

If the other person says ‘it doesn’t matter’
You might want to reply ‘from the way you’re talking, it sounds like it does matter’
Show slide 7 and say that it’s often not what we say, but how we say it, that can cause problems.

Slide 8 - Same words, different meanings

Exercise – go around the room and ask each learner in turn to read out the line, emphasising the word which is underlined.

HIGHLIGHT – never have a key conversation in writing!!
	

	20 mins

Safety


	Say: Let’s move on to looking at SAFETY (slide 9) 
Revisit this from Part 1 of Key Conversations:
No-one wants to look: 

· Ignorant, so…. Don’t ask questions

· Incompetent, so…Don’t admit weakness or mistake

· Intrusive, so… Don’t offer ideas

· Negative, so… Don’t critique the status quo

The above happens when people feel like they don’t have safety.
Show slide 10 and say: 
To maintain safety:

· Step out of the content

· Stop talking about the issue and address the safety concerns

· Rebuild safety

RESPECT – respect is like air; you don’t really notice it until it’s not there and then it’s ALL you notice.
Exercise – Apologising:

What’s the worst way to say sorry (go around the room, encourage some people to have some fun with this)

THEN

What’s a great way to apologise? (generate a group discussion, ask for examples)

Move to slide 11 – How do you Keep it Safe?
Talk through…

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.

Return to the example of the orange: two kids want an orange and they fight over it. 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 miss something I need to hear from you’ Model curiosity. Ask a lot of questions and that necessitate the need to have a voice.

3. Contrasting

When to use contrasting:

1 – in the moment. When you notice others becoming defensive due to a misunderstanding

2 – up front. If you believe there is a high likelihood that the person will misunderstand your intent

Explain: 

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.

Exercise in Pairs: practice contrasting statements 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. Each person to think of a key conversation they need to have (or one that they 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…

Don’t:
How might others mistake my purpose?

How might they feel respected?

Do:
What is my real motivation?
How do I really feel about the person?
	

	25 mins

Mental Shifts

Skills Practice
	Show slides 12 and talk through the ways that we can reframe our words, thoughts and actions – ask for any more examples from the group.

Show slide 13 and 14 to summarise: 

· 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.
· There is a difference between having a key conversation and a key confrontation.
Practice Session

Now we are going to practice all the tips and tricks we have spoken about across the three Key Conversations modules. 

Exercise in Pairs (slide 15) – get everyone to spend a few minutes writing down what they want to say and then practice having the conversation with their partner. Allow 10 minutes each for this. The partner will need to do a bit of role play to make this work, but ultimately, we are looking for how you deal with challenges and how you keep control of the conversation. Give each other feedback after you’ve both had a practice.
	

	10 mins
Recap learning objectives

Evaluation Forms

Action Planning & Close
	Slide 15 – What’s Next? 

Delegate reflection time
Delegates are asked to spend some time reflecting on the day and writing down where they feel they need to develop their leadership styles and behaviours.

· What are the key learning points you have taken from today?

· What will you STOP, START and CONTINUE doing as a result of today?

Ask each individual to think about what they will take and make happen from today. Reiterate the need to capture all their reflections in their Coaching Portfolio.

Evaluation Forms 

Final question – ask the group what final questions they have
Close session
	Evaluation forms
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