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Communication Premises

Each person is responsible for h/h communication.
One communication impacts another communication.
Emotions have an impact on communication.

There will always be communication challenges.



Crucial Communications

Opinions vary

Stakes are high

Emotions are strong

Taken from the book Crucial Conversations



Why We Fail at Crucial Communications

. Avoid or stay silent

Attack the person
Don’t care/care too much

. Don’t have a model

Hijacked by emotions



The Psychology of
How Conversations Go Downhill
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Behavior Interpretation
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What’s Your Communication Style?

e Style impacts interactions
* Knowledge of others’ styles can prevent misinterpretation

* How you manage your style helps determines your success

What’s My Communication Style? from HRDQ



From HRDQ: What’s My Communication Style?



Communication Style Strengths



Communication Style Trouble Spots



Interacting With Different Styles



Development Areas for Each Style



Strategies

1. Manage Your Reactions

Identify emotions
Understand reactions

Manage responses



2. Gain Clarlty

What is the purpose of the conversation?
What do you really want? For yourself, others, the relationship?

How come you want that?

What would you be saying or doing if you really wanted those results?



3. Make It Safe

Content vs. Conditions

Defuse & De-escalate



4. Listen With Empathy

whatis empathy?
How do YOU do it?



| believe in getting into

hot water,

it helps keep you

clean.

G.K Chesterton
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