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The purpose of this presentation te convey the basics of five important communication
objectives:

CreaingReliable and Durable Business Relationships
Conducing Critical Conversations

Learning

Influendng Your Organization

Persuadéhgand Negotiaing
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Creating Reliableand Durable Business Relationships

There is a perspective that tends to bring out the best in our counterparts in a collaborative situation. |

refer to it asa ¢ | LORD 66 SOl dza S Aa | dzaSFdx YySy2yiO RS@GAOS 1
various compnents. Once you knodr ¢ | ‘@ORD é&nd apply it in you work conversations, you will begin

to see others responding to you differently and in a more favorable way.

(Five Dysfunctions of a TearRatrick Lencioni)

Results

Accountability

Commitment

Mastering Conflict

Developing Safety / Trust

The attitudes that alienate others inc@nversation are fairly universal.

What We Hate

Attribution

Competition

Defensiveness
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How Do These Cause Defensiveness!?

~ ofear

o ANGER
oEmbarrqssment

2S R2Yy Q0 YAYRIX FYR Ay FLFEOOG 221 F2NBINR (23 KIGAY:
characteristics ¢ | ¥ ORY £ Working with people that knowt ¢ | &ORP &an be among the best
experience we have at work because they are productive -faation, highoutput activities.

Productive Communication

Q @
Pr'esence En
gagement —
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We first take a perspective that is meant to focus us on the CONTENT of the discussion and away from any

personalities

Benefit of the Doubt No VictimgNo Villains

Identify the most pressing issue

Clarify the issue with as much detail as necessary

Determine the current impact in as much detail as necessary

5SGSNYAYS (KS FdzidzNBE AYLI AOF(GA2ya O60gKIG gAff
Examine the contribution system fdre issue.

Imagine the ideal outcome

What should | do to move towards what | want right now?

=4 =4 =4 -4 - -4 -8 -9

We then approach our counterparts using the component§ ¢f | ‘EOFQ ¢ ®
Tentativeness

mility

pathy
Smplicity & Sncerity

riosity

enness

spect for ©ntent, Process, Counterpart, & Self

gagement

Meekness Aggressiveness

Tentativeness

Tentativenessis a state that promotes safety because it shows that you are not completely sure and are
anxious to change your mind if you are changing it for good reasbat your mind is not made upntil all
of the information is available and has been vetted

! !

False Braggadocio
Modesty

Humility
Humility is the natural position to assume when you approach a discussion with curiosity, empathy,

openness, and respect because you realize that you are FALLIBLE and could verywegihentil you
have used your skills to elicit all of the needed information.
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Svmpathy Isolation

Empathy
Empathyia GKS a0l dS Ay 6KAOK &2dz NB GNBAY3I KINR (2 &s
RSAONAOGAY3A (GKAYy3IA GKI G GKSieperspecs.youirecogBzg ihdt they Bake (0 K I
a right to feel the way they do, even if you feel differently.

! !

Simplistc Complex

Simplicity

Simplef | y3dzr 3S 62N WL rAy urf{1Q AT &2dz LINBFSND Aa ySO
the conversations. Complicatddsues need to be stated in plain language so that your counterpart feels
safe in contributing their ideas. Over simplification is a different way to alienate a person by talking down

to them.

Smarmy Manipulative

Sincerity

Sincerityis behaving in a manner consistent with youelfegs. This needs to be done with respect and

KAIK LiJdzN1J2aSd® C2N) AyadlyOSs ¢Al0K2dzi KdzZNIAy3I |y2i
organization, you will need to tell just how you feel. It is an unabridged connection between your feeling

and you actions that portray authenticity.

! !

Disinterested Nosey

Curicsity

Curiosityis the state in which you continue to ask questions about why your counterpart holds a given
belief until you understand why as fully as you can.
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Withdrawn Controlling

Openness

Opennesds the state in which you believe that ywooounterpart might be right and you might be wrong

even if nothing you have heard YET indicates it. You are willing to be persuaded; even hopeful to be
LISNE dz- RSR 06SOFdzaS AT @&2dz FNBxX Al YSlIya @&2dz RARYQI
LIASOS 2F AYTF2NXNIFOA2Y 61 & FAYylLffe Llzi Ayid2 GKS O2ffl

! !

Doubtful Overconfident

Respect

Respect¢ Four kinds of respect at work in collaboration and they are unilatesaur counterpart does

NOT have to share therh) Respect for content you respect that the thingou are talking about is worth

talking about and that, since it is natural for people to have different perspectives on most things, respect

that your current understanding of the content is ALWAYS just a starting place and that your mind could be
changed aany moment IF you are successful in finding a piece of mind changing infornijtiRespect

for processg you respect the fact that Plato and Aristotle argued over the principles contained in these
lessons and that Aristotle and countless great mindseshave refined them to the state they are in now.

That most of the time, if we follow the principles of communication that we are learning, we will come to

the very best answer. That advocacy is NOT the best way to resolve business issues, but ¢ofiafieldg

better decisions and preserves and promotes good relationsBipRespect for counterparg you respect

that the counterpart (in the absence of diagnosed mental iliness) is a rational human being and is doing

their best to stay with you in theollaboration. The difficulties they seem to have are simply differences

which they lack the skills to overcome but YOU POSSESS. You maintain curiosity about their perspective and
you NEVER assume that they are malicious in their intention unless yowstnamg evidence. You treat

GKSY & AF GKSANI ARSIF& /h!'[5 68 SEIOGfte O2NNBOGE=
understand them.4) Respect for self¢ You respect that you are intelligent and have skills in
communication that others despel § St & ySSRd® | 2dz aKIFINB (GKSY®  2dz R?2
bullied, manipulate or be manipulated, judge or be judged. When your counterpart violates these rules,
82dz FRRNBaa Al ¢6AGK O2YLI aadAzy dzy RS MBywowdRseyt.3 G KIF G
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OverFocused

Distracted

Engagenent
Engagemenis the state in which you are really invested in your countergadu want nothing more than
for all the information to be surfaced and a GREAT informed decision to be made. You are not distracted
from the discussioneither by things going on around you, by the voice in your head, or by your desire to

interrupt.

THE SCORIeates reliable andurable business relationships
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Conducting Critical Conversations

In EVERY conversatjdhere are TWGources of conflict to monitor

1 TheRELATIONSH(Rffective Conflict)

0
0o

1 TheCONTEN({CognitiveConflict)
0 Advocacypresenting a side seems logical, treds to be emotional)

(0]

Emotions(reactions to a stimulus)
Feelinggperceptions about things, situations, or people)

Collaboration(seeking a common understandiggeems emotional, tends to be logical)

Concept of Decision
Making

Purpose of discussion
Participant’s role

Patterns of behavior

Minority Views

Outcome

A contest

Persuasion and lobbying

Spokespeople
+Strive to persuade
others

*Defend your position

*Downplay weaknesses

Discouraged or dismissed

Winners and losers

Collaborative problem
solving

Testing and evaluating
Critical thinkers

*Present balanced
arguments

*Remain open to
alternatives

*Accept constructive
criticism
Cultivated and valued

Collective ownership

Inductive Inquiry- (SPIRAL ModelSatement, Proof orlssue ResponseAssesdogically)

*Example, Cause, Sign, Analogy, Narrative, Form

Evidence

P

Credibility
*Objective Data

Testimony
*Social Consensus

*Competence, Access
*Examples, Statistics, Objects,
*Common Knowledge, Shared value

judgments, Previously established
conclusions, Stipulations

Inference Claim
Warrant +Fact
Tied to Defi r?ition
Inference «Quality
*Policy
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Types of Questions based on Claims

Claim Stock Issues

Fact What does the claim mean?

What are the criteria? (How do we know?)

Have we met it? (What is the test?)

Definition | Is the interpretation relevant?

Is the interpretation fair?

How do we choose among competing characterizations?
Quality What doeghe claim mean?

Which value should be used to evaluate the subject?
What standards are used to measure competing values?
Have those standards been met?

Policy What is the problem?

How big is the problem?

What is causing the problem?

What should be don#o correct the problem?

How well does the proposal solve the problem?

Will the action create other benefits or harm?

Evidence Six Levels of Strength (low to high)

1) AssertionAYy Yé 3JLIAYAZ2YX

2) Common Knowledge or Stipulation

3) Lay Opinion (if a reasoned aduasion)

4) Expert Opinion or Consensus of Lay Opinion

5) An Empirical Study or Consensus of Expert Opinion
6) Consensus of Studies

Inference(Connection The logic that relates the evidence to the claim
V The enemy of good logic is bad inference
V Six kinds of Infance (strong to weak)

1. Example
a. A given example is representative of the population
b. False Generalization / False Categorization
2. Cause
a. One thing causes another
b. False causation
3. Sign
a ¢g2 (GKAy3aa KFLIWISY G(23SGKSNE odzi 2yS
b. False correlation
4. Analogy
a. Two things are alike in an important way
b. Bad Analogies
5. Narrative
a. Life will play out like the story
b. Story not fitting for this situation

¢
N
w»
ax
<
Q
ot

a. Inductive logic works like deductive logic in this case
b. Deductive logic almost NEVER applies to anytiipgitant outside of math

Inductive Inquiryisthe preferredway toConduct Critical Conversations
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Learning New Skills

Do the activity,
Test the limits,
Do with others

Practice and Experience Results,
Experiment Reactions,
Observations

© ©

Imagine specific
experience in other
contexts

1 Practice is critical
0 PERFECT practice makes perfskaters)
A 50 hrs to master driving, typing, tennis, fjol
A S/W Engineers peak at 5 years
o Further improvement not correlated to time
1 Concentration is the limiting factor
o 5 hrs/day max
o Consistent feedback against a known standard
1 Break things down into elements that you can see, measure, and control
0 (Sports tréning)
91 Drill for success on incremental steps
o short term, specific, easy, low stakes goals
0 simple elements
1 Challenge to cause occasional failure
0 Learn that defeat is part of mastery / builds resilience
1 Make it a game
o Giveita flow
o Make it engrossing
0 Keepscore
1 Connect it to a sense of salfid keep that perspective despite distractions or stress
o Make it a moral quest or a defining moment
o Connect it to long term values or moral iss\i&snily rules)
o0 Spotlight human consequenc@sumanize, names, needs)

Learning for workis a survival skill. Being effective and efficient is the only sergitalke

Discuss, Analyze,
Reflect |
Generalize
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Influencing the Organization

1. Be Credible
Competence
Trustworthiness
Good Will
Dynamism
Eyewitness access to information
Background ad Training
g. A good track record
2. BeVisible and Speak up

a. Develop an understanding of the problena perspective
b. a{SS1T FTANRG G2 dzy R Sh&durioysRrd empktieficN) L2 Ay G 2F OASs
c. Understand the consequences
d .S FotS G2 1jdz2{(S | guRpodirfg godr persperdv® SOA RSy OS¢
e. 1 aS AYIldANE-1GZ RAYFRNFKEARYK
3. Interpersonal Problem Solving
a. The SCORE
b. Inductive Inquiry
4. Good Old Fashioned Knewho!
a. Who does the company turn to in times of crisis?
Sincere
Trustworthy
Connecte
Respected
Knowledyeable in the issuat-hand
Have expertise in their field
Accessible; Interact with coworkers frequently

~ooo0oTp

Se@ 0o ao0CT

Influencing othersone-on-one, in work groups, or as an organizational culture requires work
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Persuading and Negoti#iq

Persuasion (Putting a point on it)
9  Structure of your presentation
o Problem and solution
o Present both sides
o Cause and Effect
o Callto Action
1 Presentation of Evidence
o What is said is not as important as what is heard and remembered
1 Presentation of Benéb
o0 What desirable result will accrue to your counterpart from the Mutual Purfose
1 Word choice (positive, vivid, mutual win, affirmative)
T /ATt RAYAQA [ g4
o0 Reciprocation- When relationships are out of balance (like when one party does a favor for
another),the parties tend to restore the balance to a neutral point. This is expressed many different
ways, but | think you get it. If you do me a favor, | wilpey it if | can; if you concede a few points to
YS Ay  yS320AL dmagoy ik thitn&ybtitionRraaybé K Snother. Y S
o Commitment and ConsistenoyWhen a person makes a commitment in some formal way (i.e.,
GSNblIfftes Ay oNARGAYy3AI Ay Lzt A00 (GKS& IINB Y2NB f )
seen as inconsistent, soby pdid y 3 2dzi Ay O2yaAiraiaSyode oaéz2dz al AR &7z
82dz 62y QGHKEO ¢S OFy a2 Y-Qiikla¥rakge dfilsead dzt RS a2YS2y S |
0 Social Prooft; Social proof is doing something because someone else is. People will do things that
they see ther people are doing. If people are doing it already, then it seems lessrjskt/because
someone else is.
o Authority - People will tend to obey authority figures. This includes everything from accepting the
word of someone without question because theork in management to taking endorsements
FNRY OStSONRGASA A YSFEYAYy3IFdz & LG R2SayQid YSIy
the claims need tte weighed on their own merit.
o Liking- People are easily persuaded by other people thatthikee. They also tend to be persuaded
by people hat they would like to BE like.
0 Scarcityc People are more likely to do something if they feel that some factor out of their control
may prevent them from being able to do it later. For instance, if theme deadline to decide which
option to take, people will rush to pick an option rather that considering whether they want to
LI NHAOALI GS Fd Ffftad LT LIS2LXS 0StASOHS GKI G &a&dzLliLd
0S@Sy a2 YSiKAINBeed) ftBe thaR Bsé thé chdids bf having it all together when
the supplies are gone.
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Negotiation- (Resolving Differences)
1 Kinds of Negotiations
o Distributive (zeresum)
o Integrative (bigger pie)
1 BestAlternative To aNegotiatedAgreement
o What are yur options if you fail to reach an agreement?
1 Walk Away price
o ¢KS tSIFad @FtdzS e2dzQftt FOOSLI I yR
f 2KIFG Aa G4KS he¢l 9w 3TFdz2Qa . ! ¢b! K 2FE1 !
0 Research what you can
0 Observe their actions
o Al Aa RAFTAOMZ (0 ( 2BASNADBjectivalyS & 2 dzNJ 02 dzy i SNLJI NI Q&
1 What isREALLYN the table?How big is the pie?
0o What do they do?
0 What do you need?
1 Terms for Performance
o0 Incentives
o Penalties

aadatt O2Y$8 (2
|

Lol ekK

Persuading and Negotiatinig how we get our wag and our way is what we all agree is best
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