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Challenging Conversations

Module Objectives

On completion, you will understand:

· Be able to undertake difficult conversations confidently and assertively
· Understand how to conduct a two-way conversation  
· Identify causes of conflict at work
· Understand how to recognise and resolve conflict
· Know how to promote a collaborative atmosphere



Topics covered:

· Emotional state – self and others
· Causes of conflict
· Stages of conflict
· Thomas Kilmann conflict resolution model
· Preparing for challenging discussions
· Key skills e.g., questioning, listening and assertiveness











Challenging Conversations


1.0   Emotional state

1.1	Challenging conversations

Take some time to reflect now on any recent challenging conversations you have had. 

· Do any of the points online resonate? 
· Are there any patterns?


Your notes:

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


1.2 Different communication styles

	Passive
	Notes:

	Typical behaviour:
· Apologising and feeling of imposing when you ask for what you want
· Avoiding any confrontation and giving in
· Finding it difficult to say no
· Yielding to someone else’s preferences and discounting own needs and wants
· Opting out
· Feeling like a victim
· Finding it difficult to take responsibility or decisions
· Blaming others for events
· Refusing compliments
	

	Aggressive
	

	Typical behaviour:
· Frightening, threatening, loud and hostile
· Willing to achieve goals at the expense of others
· Out to “win”
· Demanding and abrasive
· Being belligerent, explosive, or unpredictable
· Intimidating and bullying
	

	Passive aggressive
	

	Typical behaviour:
· Being manipulative using sarcasm
· Using body language to subtly put down others
· Using sulky and cunning behaviour
· Being two faced and gossiping
· Using artificial tears
· Generally manipulating others by using their blind spots or weaknesses
	

	Assertive
	

	Typical behaviour:
· Achieving goals without hurting others
· Protecting your own rights and respecting those of others
· Being appropriately socially and emotionally expressive
· Making your own choices and taking responsibility for them
· Asking directly for your needs to be met
· Accepting compliments
	





2.0 Skills

2.1	Levels of Listening
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Did you recognise any of the levels?
Where do you operate most of the time?
	
	
	
	
	

2.2	Types of questions

	Effective questions include:
	Examples:

	
	

	Ineffective questions include:
	Examples:

	
	



Your notes:
	
	
	
	
	


3.0 Conflict

3.1	Causes of conflict

Conflict can be caused by a wide range of things – a few of which are listed below.  To successfully manage conflict, it is important to understand the root cause of the problem rather than just what may be seen at surface level.  



Your notes:
	
	
	
	
	

3.2	Stages of Conflict

There are five main stages of conflict development:

Underlying conflict
	
	
	

Developing conflict
	
	
	

Conflict stalemate
	
	
	

Resolving conflict
	
	
	

Reconciliation
	
	
	


3.3	Managing Conflict

When conflict arises, a person’s behaviour can be described along two basic dimensions – assertiveness and cooperativeness.  The Thomas-Kilmann Conflict Mode Instrument defines five specific methods of dealing with conflict as outlined below:
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Competing	
	

Accommodating 	
	

Avoiding	
	

Collaborating	
	

Compromising	
	



Considering the above styles, answer the following questions and bring your responses along to your workshop:

Which of these conflict styles do you recognise in yourself at work?
	
	
	
	
	
	
	
	
	
	


Which particular situations and people cause, or could cause conflict for you?
	
	
	
	
	
	
	
	
	
	


Needs


Perceptions


Power


Values


Feelings and emotions


Needs are things that are essential to our well-being.  Conflicts arise when we ignore others’ needs, our own needs or the group's needs.  Underlying personal needs may also have an impact.  Caution should be advised not to confuse needs with desires (things we would like, but are not essential).


We all see the world quite differently.  This can lead to perceived differences in the severity, causes and consequences of problems.  Misperceptions or differing perceptions may come from: self-perceptions, other’s perceptions, differing perceptions of situations and perceptions of threat.


How people define and use power is an important influence on the number and types of conflicts that occur.  This also influences how conflict is managed.  Conflicts can arise when people try to make others change their actions or try to gain an unfair advantage.


Most people have clear values are beliefs of what they believe is fair or principles they consider to be very important.  Serious conflicts arise when people hold incompatible values or when things clash with personal ethics. 


Many people let their feelings and emotions become a major influence over how they deal with conflict.  Conflicts can also occur because people ignore their own or others’ feelings and emotions.  Other conflicts occur when feelings and emotions differ over a particular issue.


Expectations


Expectations are what we believe should happen, therefore if things do not meet these expectations, or have not been clearly communicated then this can lead to conflict.  This may be around a variety of things such as the job role, objectives, resources.
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#This is just the physical function of hearing. There is some conversation or noise that is
happening but we are not listening or paying attention to it.

*Known as ‘nodding dog’ style of listening. We want to give the appearance to the speaker that
we are listening. So we make eye contact and we give the odd noise of affirmation or nod our
head, but that is about it! In our minds we may be thinking about something else, be
distracted or be wishing the speaker would hurry up and finish. For example think about times
you have let your mind wander whilst someone was speaking and then you are asked a
question about what has just been said.

*The next level is selective listening. This is where you only hears what you want to hear,
perhaps filtering some of the message or focusing on what you believe are the key points -
meaning the message can get distorted. You are not giving the speaker your full attention and
may be multi-tasking. You may be quick to interrupt the speaker or have the tendency to
finish the other person's sentences.

*Here you are engaged and asking questions to check understanding and to summarise. You are
moving towards comfortable conversation and genuine interest in what the other person has
to say. You are one step short of being an empathic listener because attentive listeners hear
from their frame of reference. They don't try to put themselves in the other person's shoes.

#At this stage you are fully engaged and noticing things that are not said, eg. from tone of voice
and body language. For example you recognise that someone is saying they are happy, but
noticing body language which would suggest otherwise. You would check assumptions,
summarise, the conversation will be 2 way, and you are likely to be matching and mirroring the
communication styles of the speaker.
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