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“Authentic leaders are dedicated to developing themselves because they know
that being a leader takes a lifetime of personal growth.” ~ Bill George
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“Practice when it’s not needed, so that you’re practiced when it’s needed.”
~ Scott Nelson
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Understanding Resistance
Behind every complaint is a hidden request.

Ø Lack of understanding: “I don’t get it”
What to do: _______________

Ø Negative emotional reaction: “I don’t like it”
What to do: _______________

Ø Lack of relationship: “I don’t trust you”
What to do: _______________

The Practice of Suspension
Noticing
This can range from noticing a need to speak to a feeling of strong emotion, such as anger
or fear.
Hit the Pause Button
This is a conscious step to pause and self-observe one’s emotional state instead of
responding automatically with old learned patterns.
Reflection
This is about letting things sit in one’s mind long enough to be given a chance to soak in.
Rethinking
This is about changing one’s position by rethinking the issue one started with. It often results
in seeing the issue in a very different way from the way it was seen in the beginning.

Thought || Emotion || Reaction
“As you change the way you think on the inside, people
and circumstances will change for you on the outside.”
~ Brian Tracy
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Courageous Conversations
Saying what needs to be said, to the right
person, at the right time, in the right way.
Do#Nothing#

Polarity Map
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(+)

1) Likable

1) Clear

2) Friendly

2) Direct

3) Cooperative

3) Assertive

4) Loyal

4) Efficient

5) Approachable

5) Productive

Accommodating

How do I
resolve
conflict?
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Not ready, willing or able

(+)

WIN

Result: Avoiding

Forthright

My#Way#or#the#Highway#

(-)

1) Walk over

1) My way or the highway

2) Indecisive

2) Pushy

3) Can’t say “no”

3) Alienate

4) Not trusted

4) Bully

5) Wishy washy

5) Controlling

(-)
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How do I
resolve
conflict?

“Breaking Glass”
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WIN

Result: Forcing
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How do WE
resolve
conflict?

Mo

Skilled
• Doesn’t hold back what needs to be said
• Lets people know where they stand
• Faces up to problems or situations quickly
and directly
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WIN

Result: Empowering

"Your ability to speak up about issues that weigh you down is crucial to your success at work
and in life." ~ Maggie Warrell

Unskilled
• Holds back in tough feedback situations
• Knows but doesn’t disclose
• Avoids conflict and controversy
“All conflict we experience in the world, is a conflict within our own selves.” ~ Brenda Shoshanna

Overused Skill
• Fights too many battles
• Provides too much negative feedback
• Overly critical
“Courage is what it takes to stand up and speak. Courage is also what it takes
to sit down and listen.” ~ Winston Churchill
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