
Strengthening Relationships Through 
Successfully Navigating Tough 

Conversations 



 1) Why is this important? 

 

 2) Setting the stage for good communication 

 

 3) The talking and the listening 



 

 



 

Why is this 
important? 



What’s our goal? 
Win? 
Punish? 
Keep the peace? 
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Silence = Flight or Freeze 

 Masking 

 Avoiding 

 Withdrawing 

 

Violence = Fight 

 Controlling 

 Labeling 

 Attacking 

Crucial Conversation: Tools for Talking When Stakes are High, Patterson, 
Grenny, McMillian, Switzler (2012) 
 



Round #1 
When conversations get difficult, what I am naturally 
drawn to—silence, violence, both? 
 
How has my silence or violence affected my ability to 
communicate well and thus my relationships with other 
people? 
 
Am I teachable or am I quick to get offended or 
defensive? …How is this working for me? 
 
What is one thing I want to start changing in this area 
today? 

 



 

Silence = Flight or Freeze 

 Masking 

 Avoiding 

 Withdrawing 

 

Violence = Fight 

 Controlling 

 Labeling 

 Attacking 
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 Speak to the safety risk signals you’re seeing 

 Keep your nonverbals in mind: body language, posture, 
facial expression, tone of voice, etc. 

 Don’t resort to using your own silence/violence tactics 

 Apologize 

 Contrast: Explain what you don’t mean 
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Round #2 
What might be some common cues from 
people close to me that show that safety is at 
risk in a conversation?  
 
What are some steps that I would like to try 
in order to help other people feel safe to talk 
with me about important things? 
 



 Speak to the safety risks you’re seeing 

 Keep your nonverbals in mind: body language, posture, 

facial expression, tone of voice, etc. 

 Don’t resort to using your own silence/violence tactics 

 Apologize 

 Contrast: Explain what you don’t mean 
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Claim #1:  
You create your emotions. 
 
Claim #2:  
You can control your emotions or they 
can control you. 
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         Feeling 
 

 

 

 

 

 

 

Thought     Behavior 



 Start with your facts 

 Share the meaning those facts led you to 

 Be teachable: invite other people to share their 

perspectives or conclusions 

 BE TENTATIVE 
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 Be Quiet 



 Be quiet 

 Invite other people to share their thoughts/stories 

 Mirror 

 Paraphrase 

 Prime 

 Let go of the excess  
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Goal is to understand… 

 

Understanding does not 
equal agreement. 

 



Round #4 
What steps for talking and listening 
would I like to try and incorporate into 
my communication style today?  
Who would it be helpful to use these 
things with?  
How could these actions lead to more 
full and healthy relationships? 
 



Talking 

 Start with your facts 

 Share the meaning those 
facts led you to 

 Be teachable: invite other 
people to share their 
perspectives or conclusions 

 BE TENTATIVE 
 

Listening 

 Be quiet 

 Invite other people to share 
their thoughts or stories 

 Mirror 

 Paraphrase 

 Prime 

 Let go of the excess 
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