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• Any conversation can be crucial when emotions run 
strong, diverse opinions are apparent, and the content is 
important to you.

• Without Crucial Conversations we would have a meaningless 
life!





• Your first reaction is: fight or flight

• You feel you must choose between peace and honesty or winning 
and losing.

• You fail to think about relationship, responsibility, what should be 
the outcome of the interaction.

You know a conversation is crucial when…



One usually responds poorly if not prepared for a 
crucial conversation.

• Usually we respond poorly when we are the most 
stressed. 

• Do you yell or scream?  Do you bring up other situations of 
wrong-doing  even if it is not related to the conversation? 
Do you walk away in a huff or puff, muttering hurting words 
under your breathe (but almost loud enough to be heard?)

• Are you willing to loose a relationship, a important or 
meaningful opportunity for a quality ex-change in order to 
avoid the conflict?

• You prefer to be defensive and stubborn and lack the 
skills to handle the situations differently?



Avoid the “either/or” goal trap
“I can EITHER give honest feedback OR lose 

a friend”
“I can EITHER shut this person down OR 

look like I don’t have the answer”

Search for the “AND”
I can give honest feedback AND maintain a 

good relationship?
How can I be open to different viewpoints 

AND maintain the respect of my followers?



Fear of Conflict

¡ Traditional view of 
conflict - the view that 
all conflict is bad and 
must be avoided.

Conflict - perceived incompatible differences that 
result opposition.



So, Is Conflict Always a Bad 
Thing?

Clearly Not



How Do I Begin? Now Practice / Pair share
Here are a few conversation openers…

•I have something I’d like to discuss with you that I think will help us work 
together more effectively.

•I’d like to talk about ____________ with you, but first I’d like to get your point of 
view.

•I need your help with what just happened. Do you have a few minutes to talk?

•I need your help with something. Can we talk about it (soon)? If the person says, 
“Sure, let me get back to you,” follow up with him.

•I think we have different perceptions about _____________________. I’d like to 
hear your thinking on this.

•I’d like to talk about ___________________. I think we may have different ideas 
about how to _____________________.

•I’d like to see if we might reach a better understanding about ___________. I 
really want to hear your feelings about this and share my perspective as well.









• Think of an upcoming crucial conversation 
this week

Ø Activity….Practice and choose an opening 
statement and start a conversation with 
your partner.

Ø What is your “AND” goal for this 
conversation? 

Ø What do you really want?
Ø What you really DON’T want

Activity
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Think of a conversation that you have recently had.  
Go to Page 64 LMD

Ø How might you have used these skills in that conversation?

§ Essential questions:  What questions might you have asked 
during the conversation to ensure clarity of communication?

§ Confirmatory paraphrasing:  How might you have used 
paraphrasing to confirm your understanding of the other person’s 

point of view and demonstrate active listening?

§ Summarizing:  Write a summary of the conversation here. What 
are the main points and/or agreements? 


