Strategies and Techniques for Difficult Conversations
1. Prepare you thoughts- Think/Write/Talk
• Reflect- on what has happened, your role, their role, what assumptions have been
made.
• Be objective- what would an outsider have seen?
• Decide what you really need and why you are speaking up.
2. Make a plan
• Arrange an appropriate time and place to have a discussion. Ensure privacy,
allow enough time.
3. Make it safe
• Establish respect
• Own your part
• State your support
• “I respect the work that you do but feel that I must be honest, and hope that you
will be honest with me.”
4. Link the feedback to what they value
• What is important to them?
• Speak their language- communicate in a way that allows them to hear you.
• “You may not want to hear this, but I know that you value good information.”
5. Identify Specific Behavior, its Impact and Consequences
• Use I statements (focuses on impact), rather than you statements (assumes intent).
• Recognize that their intent may be different than what comes across.
• “People feel that you cut them off in meetings, and assume that you aren’t
interested in their ideas- I think we might be missing out on great input.”
• “When you yell, people just stop listening and check out.”
6. Ask and Understand
• Ask where they are coming from
• “What was your intention?”
• “Are there things that I’m doing to contribute to the problem?”
• “What can I do to support your goals?”
7. Suggest Clear, Achievable Changes
• Remember, you can’t change them, but they can change specific behaviors.
• State what you are willing to change or do.
8. Move On
• Recognize and acknowledge that this might only be the first step.
• Clarify what has been discussed and decided.
• Determine how you will follow up.

