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

1. Creating Reliable and Durable Business Relationships 
2. Conducting Critical Conversations 
3. Learning 
4. Influencing Your Organization 
5. Persuading and Negotiating 

 

 

 

What Makes You Say 
That? 

Gregg.Oliver@PathfinderCommunication.com 

 

                                        

mailto:Gregg.Oliver@PathfinderCommunication.com
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Creating Reliable and Durable Business Relationships 
 

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

refer to it as ά¢I9 {2COR49έ ōŜŎŀǳǎŜ ƛǎ ŀ ǳǎŜŦǳƭ ƳƴŜƳƻƴƛŎ ŘŜǾƛŎŜ ŦƻǊ ǊŜƳŜƳōŜǊƛƴƎ ǘƘŜ ǇŜǊǎǇŜŎǘƛǾŜΩǎ 

various components. Once you know ά¢I9 {2COR49έ and 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 Team - Patrick Lencioni) 

Developing Safety / Trust

Mastering Conflict

Commitment

Accountability

Results

 

The attitudes that alienate others in a conversation are fairly universal. 
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²Ŝ ŘƻƴΩǘ ƳƛƴŘΣ ŀƴŘ ƛƴ ŦŀŎǘ ƭƻƻƪ ŦƻǊǿŀǊŘ ǘƻΣ ƘŀǾƛƴƎ ŎƻƴǾŜǊǎŀǘƛƻƴǎ ǿƛǘƘ ǇŜƻǇƭŜ ǘƘŀǘ ŜȄƘƛōƛǘ ƻǘƘŜǊ ǎǇŜŎƛŦƛŎ 

characteristics (ά¢I9 {2COR49έ). Working with people that know ά¢I9 {2COR49έ can be among the best 

experiences we have at work because they are productive, low-friction, high-output activities.  
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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 Victims/No 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  

¶ 5ŜǘŜǊƳƛƴŜ ǘƘŜ ŦǳǘǳǊŜ ƛƳǇƭƛŎŀǘƛƻƴǎ όǿƘŀǘ ǿƛƭƭ ƘŀǇǇŜƴ ƛŦ ǘƘƛƴƎǎ ŘƻƴΩǘ ŎƘŀƴƎŜύ 

¶ Examine the contribution system for the issue.  

¶ Imagine the ideal outcome 

¶ What should I do to move towards what I want right now? 
 
We then approach our counterparts using the components of ά¢I9 {2COR49έΦ 

Tentativeness 
Humility 
Empathy 
 
Simplicity & Sincerity 
Curiosity 
Openness 
Respect for Content, Process, Counterpart, & Self 
Engagement 

 

 

 

 

 

Tentativeness is 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 reason ς that your mind is not made up until all 

of the information is available and has been vetted. 

 

 

 

 

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 very well be wrong until you 

have used your skills to elicit all of the needed information. 

 

 

Tentativeness 

Aggressiveness Meekness 

Braggadocio False 

Modesty 

Humility 
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Empathy iǎ ǘƘŜ ǎǘŀǘŜ ƛƴ ǿƘƛŎƘ ȅƻǳ ŀǊŜ ǘǊȅƛƴƎ ƘŀǊŘ ǘƻ ǎŜŜ ǘƘƛƴƎǎ ŦǊƻƳ ȅƻǳǊ ŎƻǳƴǘŜǊǇŀǊǘΩǎ ǇŜǊǎǇŜŎǘƛǾŜΣ ŜǾŜƴ 

ŘŜǎŎǊƛōƛƴƎ ǘƘƛƴƎǎ ǘƘŀǘ ǘƘŜȅ ƘŀǾŜƴΩǘ ƳŜƴǘƛƻƴŜŘ ǘƘŀǘ ǎǳǇǇƻǊǘ ǘƘŜir perspective. You recognize that they have 

a right to feel the way they do, even if you feel differently. 

 

 

 

 

 

 

 

 
Simple ƭŀƴƎǳŀƎŜ όƻǊ ΨǇƭŀƛƴ ǘŀƭƪΩ ƛŦ ȅƻǳ ǇǊŜŦŜǊύ ƛǎ ƴŜŎŜǎǎŀǊȅ ǘƻ ƪŜŜǇ ǘƘŜ ƻǘƘŜǊ ǇŜǊǎƻƴ ŜƴƎŀƎŜŘ ŀƴŘ ǇǊŜǎŜƴǘ ƛƴ 
the conversations. Complicated issues 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. 
 

 

 

 

Sincerity is behaving in a manner consistent with your feelings. This needs to be done with respect and 

ƘƛƎƘ ǇǳǊǇƻǎŜΦ CƻǊ ƛƴǎǘŀƴŎŜΣ ǿƛǘƘƻǳǘ ƘǳǊǘƛƴƎ ŀƴƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ŦŜŜƭƛƴƎǎ ŀƴŘ ŦƻǊ ǘƘŜ ƎƻƻŘ ƻŦ ȅƻǳǊ 

organization, you will need to tell just how you feel. It is an unabridged connection between your feeling 

and your actions that portray authenticity. 

 

 

 

 

 

Curiosity is 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. 

Empathy 

Isolation Sympathy 

 

Simplicity 

Complex Simplistic 

 

Sincerity 

Manipulative 

 

Smarmy  

 

Curiosity 

Nosey 

 

Disinterested 
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Openness is the state in which you believe that your counterpart 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 

ǇŜǊǎǳŀŘŜŘ ōŜŎŀǳǎŜ ƛŦ ȅƻǳ ŀǊŜΣ ƛǘ ƳŜŀƴǎ ȅƻǳ ŘƛŘƴΩǘ ōŀƛƭ ƻǳǘ ǘƻƻ ǎƻƻƴ ōǳǘ ƘŜƭŘ ƻƴ ǳƴǘƛƭ ǘƘŜ hb9 ƛƳǇƻǊǘŀƴǘ 

ǇƛŜŎŜ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴ ǿŀǎ Ŧƛƴŀƭƭȅ Ǉǳǘ ƛƴǘƻ ǘƘŜ ŎƻƭƭŀōƻǊŀǘƛǾŜ άǇƻǘέΦ 

 

 

 

 

 

Respect ς Four kinds of respect at work in collaboration and they are unilateral ς your counterpart does 

NOT have to share them. 1) Respect for content ς you respect that the thing you 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 at any moment IF you are successful in finding a piece of mind changing information. 2) Respect 

for process ς you respect the fact that Plato and Aristotle argued over the principles contained in these 

lessons and that Aristotle and countless great minds since have 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 collaboration yields 

better decisions and preserves and promotes good relationships. 3) Respect for counterpart ς you respect 

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

their best to stay with you in the collaboration. 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 you have strong evidence. You treat 

ǘƘŜƳ ŀǎ ƛŦ ǘƘŜƛǊ ƛŘŜŀǎ /h¦[5 ōŜ ŜȄŀŎǘƭȅ ŎƻǊǊŜŎǘΣ ōŜŎŀǳǎŜ ȅƻǳ ŎŀƴΩǘ ŘŜǘŜǊƳƛƴŜ ƻǘƘŜǊǿƛǎŜ ǳƴǘƛƭ ȅƻǳ Ŧǳƭƭȅ 

understand them. 4) Respect for self ς You respect that you are intelligent and have skills in 

communication that others despeǊŀǘŜƭȅ ƴŜŜŘΦ ¸ƻǳ ǎƘŀǊŜ ǘƘŜƳΦ ¸ƻǳ ŘƻƴΩǘ ŀƭƭƻǿ ȅƻǳǊǎŜƭŦ ǘƻ ōǳƭƭȅ ƻǊ ōŜ 

bullied, manipulate or be manipulated, judge or be judged. When your counterpart violates these rules, 

ȅƻǳ ŀŘŘǊŜǎǎ ƛǘ ǿƛǘƘ ŎƻƳǇŀǎǎƛƻƴ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ǘƘŀǘ ǘƘŜȅ ŘƻƴΩǘ ƪƴƻǿ ŀƴȅ ƻǘƘŜǊ ǿŀȅΣ ƻǊ they would use it. 

 

 

 

Openness 

Controlling 

 

Withdrawn 

 

Respect 

Overconfident 

 

Doubtful 
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Engagement is the state in which you are really invested in your counterpart ς you 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 discussion, either by things going on around you, by the voice in your head, or by your desire to 

interrupt. 

 
 
 
 
 
 
 
 
 
THE SCORE creates reliable and durable business relationships 

Engagement 

 

Over-Focused 

 

Distracted 
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Conducting Critical Conversations 
 
In EVERY conversation, there are TWO sources of conflict to monitor: 

¶ The RELATIONSHIP (Affective Conflict) 

o Emotions (reactions to a stimulus) 

o Feelings (perceptions about things, situations, or people) 

¶ The CONTENT (Cognitive Conflict) 

o Advocacy (presenting a side ς seems logical, tends to be emotional) 

o Collaboration (seeking a common understanding ς seems emotional, tends to be logical) 

 
 

Inductive Inquiry - (SPIRAL Model ς Statement, Proof or Issue, Response, Assess Logically) 
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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 does the 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 done to 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) Assertion (ƛƴ Ƴȅ ƻǇƛƴƛƻƴΧ) 

2) Common Knowledge or Stipulation 

3) Lay Opinion (if a reasoned conclusion) 

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 Inference (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. ¢ǿƻ ǘƘƛƴƎǎ ƘŀǇǇŜƴ ǘƻƎŜǘƘŜǊΣ ōǳǘ ƻƴŜ ŘƻŜǎƴΩǘ ŎŀǳǎŜ ǘƘŜ ƻǘƘŜǊ 
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 

6. Form 
a. Inductive logic works like deductive logic in this case 
b. Deductive logic almost NEVER applies to anything important outside of math 

 
 
Inductive Inquiry is the preferred way to Conduct Critical Conversations 



Page 10 of 14 

 

 

Learning New Skills 

 

¶ Practice is critical 
o PERFECT practice makes perfect (skaters) 

Á 50 hrs to master driving, typing, tennis, golf 
Á S/W Engineers peak at 5 years 

o Further improvement not correlated to time 

¶ Concentration is the limiting factor 
o 5 hrs / day max 
o Consistent feedback against a known standard 

¶ Break things down into elements that you can see, measure, and control  
o (Sports training) 

¶ Drill for success on incremental steps 
o short term, specific, easy, low stakes goals 
o simple elements 

¶ Challenge to cause occasional failure 
o Learn that defeat is part of mastery / builds resilience 

¶ Make it a game 
o Give it a flow 
o Make it engrossing 
o Keep score  

¶ Connect it to a sense of self and 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 issues (family rules) 
o Spotlight human consequences (humanize, names, needs) 

 
 
 
 
Learning for work is a survival skill. Being effective and efficient is the only sensible goal 
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Influencing the Organization 

1. Be Credible  
a. Competence 
b. Trustworthiness 
c. Good Will 
d. Dynamism 
e. Eyewitness access to information 
f. Background and Training 
g. A good track record 

2. Be Visible and Speak up 

a. Develop an understanding of the problem ς a perspective 

b. ά{ŜŜƪ ŦƛǊǎǘ ǘƻ ǳƴŘŜǊǎǘŀƴŘέ ǘƘŜƛǊ Ǉƻƛƴǘ ƻŦ ǾƛŜǿ ς be curious and empathetic. 

c. Understand the consequences 

d. .Ŝ ŀōƭŜ ǘƻ ǉǳƻǘŜ ŀƴŘ ǎƘƻǿ άƎƻƻŘ ŜǾƛŘŜƴŎŜέ supporting your perspective 

e. ¦ǎŜ ƛƴǉǳƛǊȅ ǘƻ ŦƛƴŘ ǘƘŜ ά!Ƙ-Iŀέ ƛƴŦƻǊƳŀǘƛƻƴ 

3. Interpersonal Problem Solving 

a. The SCORE 

b. Inductive Inquiry 

4. Good Old Fashioned Know-Who! 

a. Who does the company turn to in times of crisis? 

b. Sincere 

c. Trustworthy 

d. Connected 

e. Respected 

f. Knowledgeable in the issue-at-hand 

g. Have expertise in their field 

h. Accessible; Interact with coworkers frequently 

 
 
 
 
 
 
 
 
Influencing others one-on-one, in work groups, or as an organizational culture requires work
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Persuading and Negotiating 
 

Persuasion - (Putting a point on it) 

¶ Structure of your presentation 

o Problem and solution 

o Present both sides 

o Cause and Effect 

o Call to Action 

¶ Presentation of Evidence 

o What is said is not as important as what is heard and remembered 

¶ Presentation of Benefits 

o What desirable result will accrue to your counterpart from the Mutual Purpose? 

¶ Word choice (positive, vivid, mutual win, affirmative) 

¶ /ƛŀƭŘƛƴƛΩǎ [ŀǿǎ 

o 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 I think you get it. If you do me a favor, I will re-pay it if I can; if you concede a few points to 

ƳŜ ƛƴ ŀ ƴŜƎƻǘƛŀǘƛƻƴΣ LΩƭƭ Řƻ ǘƘŜ ǎŀƳŜ ς maybe in this negotiation, maybe in another. 

o Commitment and Consistency ς When a person makes a commitment in some formal way (i.e., 

ǾŜǊōŀƭƭȅΣ ƛƴ ǿǊƛǘƛƴƎΣ ƛƴ ǇǳōƭƛŎύ ǘƘŜȅ ŀǊŜ ƳƻǊŜ ƭƛƪŜƭȅ ǘƻ ƘƻƴƻǊ ǘƘŀǘ ŎƻƳƳƛǘƳŜƴǘΦ tŜƻǇƭŜ ŘƻƴΩǘ ƭƛƪŜ ǘƻ ōŜ 

seen as inconsistent, so by poinǘƛƴƎ ƻǳǘ ƛƴŎƻƴǎƛǎǘŜƴŎȅ όάȅƻǳ ǎŀƛŘ ȅƻǳ ǿƻǳƭŘΣ ōǳǘ ƴƻǿ ȅƻǳ ŀǊŜ ǎŀȅƛƴƎ 

ȅƻǳ ǿƻƴΩǘΗΚέύ ǿŜ Ŏŀƴ ǎƻƳŜǘƛƳŜǎ ǇŜǊǎǳŀŘŜ ǎƻƳŜƻƴŜ ǘƻ ǊŜ-think a change of heart. 

o Social Proof ς Social proof is doing something because someone else is. People will do things that 

they see other people are doing. If people are doing it already, then it seems less risky ς just 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 they work in management to taking endorsements 

ŦǊƻƳ ŎŜƭŜōǊƛǘƛŜǎ ŀǎ ƳŜŀƴƛƴƎŦǳƭΦ Lǘ ŘƻŜǎƴΩǘ ƳŜŀƴ ǘƘŜȅ ŀǊŜ ŀǳǘƻƳŀǘƛŎŀƭƭȅ ǊƛƎƘǘ ƻǊ ǿǊƻƴƎΤ ƛǘ Ƨǳǎǘ ƳŜŀƴǎ 

the claims need to be weighed on their own merit. 

o Liking - People are easily persuaded by other people that they like. They also tend to be persuaded 

by people that they would like to BE like. 

o Scarcity ς 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 there is a deadline to decide which 

option to take, people will rush to pick an option rather that considering whether they want to 

ǇŀǊǘƛŎƛǇŀǘŜ ŀǘ ŀƭƭΦ LŦ ǇŜƻǇƭŜ ōŜƭƛŜǾŜ ǘƘŀǘ άǎǳǇǇƭƛŜǎ ŀǊŜ ƭƛƳƛǘŜŘέ ǘƘŜȅ ǿƛƭƭ ƘǳǊǊȅ ǘƻ ƻǊŘŜǊ ǎƻƳŜǘƘƛƴƎ 

όŜǾŜƴ ǎƻƳŜǘƘƛƴƎ ǘƘŜȅ ŘƻƴΩǘ ǊŜŀlly need) rather than lose the choice of having it all together when 

the supplies are gone. 
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Negotiation - (Resolving Differences) 

¶ Kinds of Negotiations 

o Distributive (zero-sum) 

o Integrative (bigger pie) 

¶ Best Alternative To a Negotiated Agreement 

o What are your options if you fail to reach an agreement? 

¶ Walk Away price 

o ¢ƘŜ ƭŜŀǎǘ ǾŀƭǳŜ ȅƻǳΩƭƭ ŀŎŎŜǇǘ ŀƴŘ ǎǘƛƭƭ ŎƻƳŜ ǘƻ ŀƴ ŀƎǊŜŜƳŜƴǘ 

¶ ²Ƙŀǘ ƛǎ ǘƘŜ h¢I9w ƎǳȅΩǎ .!¢b!Κ ²ŀƭƪ !ǿŀȅΚ 

o Research what you can 

o Observe their actions 

o ƛǘ ƛǎ ŘƛŦŦƛŎǳƭǘ ǘƻ ŜǎǘƛƳŀǘŜ ȅƻǳǊ ŎƻǳƴǘŜǊǇŀǊǘΩǎ BATNA objectively 

¶ What is REALLY on the table? How big is the pie? 

o What do they do? 

o What do you need? 

¶ Terms for Performance 

o Incentives 

o Penalties 

 
 
 
 
 
 
 
Persuading and Negotiating is how we get our way ς and our way is what we all agree is best
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