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JOIN WEBINAR

Join us on Tuesday, Sep 18,2012 12:00 PM - 1:00 PM EDT

Dear Kim,
Thank you for registering for:

Speak the Truth Without Making People Angry
Tuesday, Sep 18, 2012 12:00 PM- 1:00 PMEDT

1. Click here to join:
https:/ w1.goto

This link should not be shared with others; it is unique to you.

h d

N

t is recommended.

. You will be connected to audio using your computers P and sp (VoIP). Ah
Or, you may select Use Telephone after joining the Webinar.
TolHfree: 1 877 739 5903
-OR-
Toll: +1 (909) 259-0034
Access Code: 487-802-838
Audio PIN: Shown after joining the Webinar

Webinar ID: 681-027-312

U'LL WANT TO READ THIS:

4 this wehinaran S, 42 t2-ms feminder email.

You wil receve tie

om or call 1-800-814-7859

- Please direct any questions to Sarah at sarah@le

System Requirements
PC-based attendees
Required: Windows® 7, Vista, XP or 2003 Server

Macintosh@-based attendees
Required: Mac OS® X 10.5 or newer
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TALKING POINTS MEMO

Why we care: Keeping tough conversations free from emotional distraction allows people to listen, take
accountability and respond with the desired behavioral changes. Take the four-question Speak the Truth quiz
(found in the webinar slides) to determine how successful you are at Speaking the Truth without Making People
Angry.

Avoid:

* Conversations that are attacking, pleading, disintegrating, shirking, soft pedaling, or that include
“compliment sandwiches™ (a criticism sandwiched between two compliments).

e “Trigger words™ that instantly make people defensive (“you™ language that attacks, adverbs and absolutes
that exaggerate the facts, and negations and negative emotions).

o Interpretations (“Sally ignores everything [ say™), emotional Reactions (“I'm really irntated at Sally™),
and desired Ends (“Everything Sally writes has to be edited”). The F.LR.E. model climinates the IRE and
keeps conversations focused on the Facts.

Instead: stick to fact-based communications that are candid, objective, specific, timely and unemotional
(*“Yesterday there were two typos in Sally’s memo™) by using one of three scripts:

LD.E.A.LS.: the foundation script used in most tough conversations with employees who have moderate self
awareness, this conversation (which takes seconds to have) focuses on the facts, establishes accountability, and
quickly moves on to finding solutions:

[ Invite them to partner: “Would you be willing to have a conversation with me about (insert the

facts)?

Step 2: Disarm yourself: “I'd like to review the situation to make sure I'm on the same page as you.”
Step 3: Eliminate blame: “And if we have different perspectives, we can discuss those and develop a plan
for moving forward.”

Step 4: Affirm their choices: “Does that sound OK? 1 can talk now, or if necessary, 1 have time later
today
Step 5: List corrective feedback: list the facts and then listen to determine whether or not they've made a
corrective leap.

Step 6: Synchronize your understanding: “Tell me how you think we can work together to build on this
and make things even more cffective next time.”
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Forbes

Business Investing Technology Entrepreneurs Opimion Leadership Lifestyle Lists Video Magazine Newsletters ForbesLife

E : a Mark Murphy -

http://www.forbes.com/sites/markmurphy/
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Agenda
1. Define & Assess Assertiveness
2. Self-Limiting Beliefs
3. Toughest Situations
1. Just Say No
2. Making a Request

3. Expressing Displeasure
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What is Assertiveness?

You see others’ You see your You see your
needs as more needs as equal in needs as more
important than importance to important than
your own. others’. others’.

Lose-Win Win-Win Win-Lose
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Assessing Your Assertiveness

1 =This is not at all like me 2 = This sounds a little like me 3 = This sounds a lot like me

1. | rarely take on tasks that are menial or uninteresting

2. | clearly express my feelings to my employees about their quality
of work

3. | frequently express my feelings to my employees about their
quality of work

4. My employees and peers come to me for help and guidance with
office conflicts or work problems

5. | rarely take a backseat at meetings — people really know what |

am thinking

| can ask my superiors for what | need, when | need it

After a meeting with one of my employees, | rarely replay the

meeting over in my head, wishing it had gone differently

8. My employees and peers really respect what | say, and make
changes based on my comments

9. When making a request, | am more likely to get what | ask for than
my peers are

10.People say that | have a strong voice or a firm handshake
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* Assessing Your Assertiveness

Add it up
« 27 —30 Fine tune

+ 18 — 26 Some areas of
strength, some to work on

« 10 — 17 Build up all areas
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Self-Limiting Beliefs
®* The critical-parent tape that constantly plays in our

head, telling us all the reasons why we shouldn’t do
something or why something won’ t work
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Common Self-Limiting Beliefs

* If I say no, he/she won't be my friend anymore
* |If | express displeasure, people won't like me

* If | ask for something, people will think I'm abusing
our relationship
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Common Self-Limiting Beliefs

®* |flsay no, he/she won’t be my friend anymore

* If someone pressures me into doing something that’s not
right for me, they’re not really my friend.

* |flexpress displeasure, people won't like me

* |f someone’s doing something that could harm them
personally or professionally, they would be very upset if
they found out that | could have helped them but didn’t.

* Ifl ask for something, people will think I’'m abusing our relationship

* People like to help others. People would feel bad if they
could have helped me but didn’t know because | didn’t ask.
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Skill #1:
Just Say No
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Skill #1: Just Say “No”~

Employee: ‘I need to take two
days out of the office next week
for a training. ”

Boss: ‘| know it’s last minute, but |
need you to work late again
this week. ” (you 're getting
singled out)

Peer: “I think my employees got
shortchanged on the annual
bonus. What did your
employees get?”
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Skill #1: Just Say “No”~

Preempt the question

Count to 3 or postpone
Acknowledge their request
Say the word NO

Own your decision

Sync your non-verbal message
Use the Broken Record

End the conversation

Practice and script

0 00 N
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Preempt the Question

® |n cases where you're certain the question is
. . 11 77 .
coming, deliver your "NO " as an observation or
directive

°* Don't explicitly acknowledge that they were going to
make a request of you
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Count to 3 or Postpone

* If you need time to decide...
— Count to 3 if it's a quick decision

— Delay making a decision if it's more involved
“I’'m not prepared to make a decision right now. I'll need
some time to think about it, and I'll get back to you by the
end of the day.”

®* Repeat as necessary

® Practice not automatically saying YES
* HALT
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Acknowledge their Request

®* Acknowledge the importance they attribute to their
request

— | hear this request is important
— [It’s apparent this means a lot to you
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Say the word NO

® Say NO
— Not “Well | just don’t think so”
* Do NOT say “I'm sorry”

®* Do NOT give a long-winded reason for your decision
(this is just ammunition for them to convince you to
say yes)

®* Limit your reason to 1 sentence
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Own your Decision

®* Where possible, use the words "l won't" or "l've
decided not to", rather than "l can't" or "I
shouldn't".

®* This emphasizes that you have made a choice.
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Sync your non-verbal message

® Practice in front of a mirror

®* Many people give conflicting non-verbal signals
— Shaking head yes
— Looking away
— Covering mouth
— Cowering
— Trembling
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Broken Record

®* You may have to decline several times before the
person hears you.

® [tis not necessary to come up with a new
explanation each time, just repeat your "no" and
your original reason for declining.

® Once you've prepared your No and reason why,
relax. Nothing can defeat this strategy.
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End the Conversation

* |f the person persists even after you have repeated
your NO several times, use silence (easier on the
phone), or change the topic of conversation.

®* You also have a right to end the conversation.

®* You may want to acknowledge any feelings another
has about your refusal, "I know this will be a
disappointment to you, but | won't be able to..."

* But generally, do not say “I'm sorry.”
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Practice and Script

®* Anticipate and rehearse answers to various
comebacks

— Put-offs, denials, jokes, sob stories, arguments, debates
®* Practice until confident
® (Create note cards or crib notes
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Employee: ‘I need to take two days out of the office
next week for a training.”

“I hear that this training is very important to you,
however, our team needs to get this project done
by Friday and you are an integral part of the
team. So I’m saying No to the training.”
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Boss: “I know it’s last minute, but | need you to work
late again this week. ” (you’re getting singled out)

“l understand that you may feel like ’'m
abandoning you, however, as | mentioned last
week, I'll be leaving at my normally scheduled
time this week.”
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Peer: “I think my employees got shortchanged on the
annual bonus. What did your employees get?”

It’s apparent that you really want these numbers.
However, we were both explicitly told not to
share these numbers, so I’'m going to abide by
that and not distribute the numbers.”
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Skill #2:
Making a Request



LEADERSHIP@ 6 LEroERSHP a

Skill #2: Making a Request

§\

7

What's the problem? FEAR
- Don’t have the right to ask 2
+ Afraid to be “shot down”

- Entitled or controlling

- Expect others to be “mind-
readers’
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LEADERSHIP (1)
Building Your Skills: The Request

1. Define the Situation
2. Be Specific

3. Define the Benefits
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Building Your Skills: The Request

1. Define the Situation

“I noticed that we are behind on sending out billing
statements”

2. Be Specific

“I’d like you to go through the files, print a list of the patients
that haven’t been billed yet, and put those statements
together by Friday.”

3. Define the Benefits

“This will put us in a better position for next month, and we
will all feel less rushed ”
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Skill #3:
Expressing Displeasure
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Rules for Expressing Displeasure

1. Use factual descriptions instead of judgments
®* "This is sloppy work." (Aggressive)
®* "The pages in this report are out of order." (Assertive)

2. Avoid exaggerations
* "You never are on time!" (Aggressive)

* "You were 15 minutes late today. That's the third time
this week." (Assertive)



© LEADERSHIP 1Q

LEADERSHIP ()
Rules for Expressing Displeasure

3. Express thoughts, feelings, and opinions reflecting
ownership

* "He makes me angry." (Denies ownership of
feelings)

®* "l get angry when he breaks his
promises." (Assertive and owns feelings)

4. Use "I" not "You"

* "You always interrupt my stories!" (Aggressive)

* "l would like to tell my story without being
interrupted."(Assertive)
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11 I ”

Statements

®* Behavior -- what it is, exactly, that the other person
has done or is doing

* Effect -- what is happening because of their behavior

* Feelings -- what effect does their behavior have on
your feelings?

* "When you come late to the meeting (behavior) | feel
angry (feelings) because we have to repeat
information the rest of us have already heard

(effect).”
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Practice & Script

- Create a Script!

« Write it down

. e —— - Practice

- Imagine various situations

- Write and practice responses
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Summary

1. Define & Assess Assertiveness
2. Self-Limiting Beliefs
3. Toughest Situations

1. Just Say No

2. Making a Request

3. Expressing Displeasure
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Thanks for watching

DA ¢ info@leadershipig.com

. www.leadershipig.com
. | 800-814-7859

Contact us for information about our
employee engagement surveys, E-Learning,
onsite training or keynote speaking




