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Welcome to Difficult Conversations, the next course in your journey as a leader at Goodwill of Central and Northern Arizona.  

Course Description
We tend take one of three actions when we are faced with having a difficult conversations. We avoid the conversation, we respond poorly or we respond well. This course focuses on the difficult conversations and how to positively address an array of issues and behaviors with team members, colleagues, customers and others in the workplace.
Learning Objectives

· Examine the structure of a difficult conversation
· Analyze difficult conversation avoidance
· Discuss difficult conversation preparation and positive outcome
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“What I most regretted in my life were my silences. My silences had not protected me. Your silences will not protect you. We can learn to work and speak when we are afraid.”
                                                                                                                                Lorde, A. (Poet)
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“In the end, we will remember not the words of our enemies, but the silence of our friends.”                                                           Martin Luther King Jr.                                                                       
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What is one thing from this course you will improve on in the next 30-days?
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Difficult Conversations Worksheet

Discussion with Date

Step 1: Getting started

Is there another way to
solve the problem?

What are the facts?

Step 2: Invite to participate

What is the purpose or intention?
What are you hoping to achieve
or change?

Create an opening statement:
® Describe your purpose

® Describe the gap
 Ask the question

Step 3: Listen deeply (their story)

e Listen actively - understand their story - don't interrupt

* Ask open-ended questions

* Ask targeted question to help avoid misunderstandings

* Acknowledge what you hear and understand - seek clarification

Step 4: Speak with clarity and conviction (your story)

* What you saw happen

* Why you see it the way you do

* How do you feel

* What do you value related to the conversation

Step 5: Creating the third story

Develop a “third story” that
describes the problem or difference

Create and get buy-in to solve the
problem together

Step 6: Solving problems collaboratively

Brainstorm ways to solve and move forward
* We both will

® You will

o | will

602.535.4268 o LearningandDevelopment@goodwillaz.org

GOODWILL
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