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Welcome!

As you join the session today, please share a 
favorite book you have read recently in the chat.  
If you see a title you’ve also read recently, feel 

free to add a comment to someone else’s 
message!



Setting the Stage:

● Consider the most challenging messages you’ve needed to share.
● Consider the most challenging people with whom you have had to 

communicate, negotiate, or reach a resolution.
● Identify one story to share within your breakout group where challenging 

communication did NOT go as well as you had hoped.  Share why you think 
it didn’t go well and what you might do differently in the same situation 
today.  

● As you share these stories, identify common themes/ideas/similarities that 
make these communications so difficult.

● If you have extra time, share the opposite experience - times when 
challenging communication went really well.  Why did it got well?  What are 
common themes you notice in those situations?



What makes challenging communication so difficult?

● Add your thoughts to the padlet.
● “Like” any posts with which you agree.

https://padlet.com/lorizimmerman/h4u0abnty08ed6ic


Strategies for Challenging Communication/Conversations:  Go Visual

Having the volatile content of 
a meeting expressed in visual 
form, rather than delivered 
orally, will greatly increase your 
ability to separate yourself 
from the message. 



Strategies for Challenging Communication/Conversations:  Get away from it

Get the visual information off to 
the side so you can look at it 
along with everyone else.  



Strategies for Challenging Communication/Conversations:  LOOK at the information

Look at and talk to 
your visual aid 
rather than the 
listener initially. 



Strategies for Challenging Communication/Conversations:  Use third person language

Using first (“I”, “me”, “mine”) 
and second (“you”, “your”) 
person pronouns will tend to 
increase the parties’ 
possessiveness and 
defensiveness, in the case of 
bad news. Use of more neutral 
language (“the report”, “the 
figures”) will maintain a more 
objective tone and preserve 
the relationship.

I have also found success with 
“we” - “We learned today . . . “  
“We received news that . . . “  “We 
were told by . . . “



Strategies for Challenging Communication/Conversations:  Separate the problem from the solution

Resume eye 
contact when 
you start to 
talk about 
possible 
solutions.

Typically, this is also the time when I want to move 
attention away from the “news” and on to the “solution” 
or “next steps.”



Strategies for Challenging Communication/Conversations:  Use voice patterns systematically

Our voice patterns range from credible to approachable. 

Credible: flat voice that ends with an intonation that curls down (think of the 
voice of an airline pilot). 

Approachable: rhythmic voice that ends with an intonation that curls up (think 
of the voice of an airline steward). 

To increase your effectiveness, use the approachable voice when you are 
establishing the relationship (seeking information) and have eye contact; use 
the credible voice when you are delivering the bad news (sending information) 
and looking at your visual information.



Strategies for Challenging Communication/Conversations:  Consider your physical space

Sitting at right 
angles (for instance 
across the corner of 
a table), makes it 
much easier to set 
up a neutral point 
to place the visual 
information as a 
natural part of the 
conversation.

If you are at a table, where you sit 
matters.  Who sits at the head and 
foot of the table also matters.  
Give it thought and attention.  



Strategies for Challenging Communication/Conversations:  Use specific descriptions

Provide specific facts and evidence to 
back up your message (for instance, 
“the attendance report shows that you 
were late on 6 occasions in the last 
month”). 

Avoid generalizations (e.g. “You 
always…”, “You never…”) and use 
questions to probe into any that they 
respond with.

Here is also a place where “I statements” 
can be more successfully used.  “I noticed 
that . . . “  “When this happens, I feel . . . “ 

More recently, we have also realized that 
we need to ensure that we are seeking the 
Truth in our facts.



Other things to consider:

● 5 Gender Differences in Communication (note that he only shares 4:)
○ Miss Communication - Have you ever heard someone call a female supervisor “cold,” just 

because she reacted like a man? This 23-minute digital video pulls the curtain back, 
highlighting how gender differences in nonverbal communication significantly affect 
workplace decisions and outcomes.  Available for a fee and immediate download.  Note - I 
have not previewed it - just found it as a potential conversation starter.

○ Making Difficult Conversations Easy - for Educational Administrators - again, not one I have 
reviewed, but available for a fee and immediate download if you are interested.

● Are you speaking with cats or dogs?  Delivering Volatile News While Sitting

https://youtu.be/XVk0vnVpe-E
https://michaelgrinder.com/product/miss-communication/
https://michaelgrinder.com/product/making-difficult-conversations-easy-for-educational-administrators-digital-video/
https://michaelgrinder.com/how-to-deliver-volatile-news-while-sitting/


Resources:  Print these and hang them 
by your phone.  I did.

When you’re on the phone, smile whenever you can.  
People can hear it in your voice.  

When you get a volatile email, pick up the phone or 
walk to the classroom/building.

https://docs.google.com/document/d/1ZrLaIHBptVx6sy2Ueb36SLsNN5pA7Gp53K7TEn6Hr5M/edit?usp=sharing
https://docs.google.com/document/d/1ZrLaIHBptVx6sy2Ueb36SLsNN5pA7Gp53K7TEn6Hr5M/edit?usp=sharing


Other Recommended Titles/Resources/Ideas:

Please share your favorites on this padlet.  If you had time in your breakout groups to talk 
about what works, here’s a great place to share those ideas!

And remember:

Where you stand depends on where you sit. (Getting Together)

Be wholly trustworthy, but not wholly trusting. (Getting Together)

There is only one person over whom I have a reasonable amount of control and whose 
trustworthiness I can definitely improve - ME. (Getting Together)

It is never too late to affect the future. (Getting Together)

An apology may be one of the least costly and more rewarding investments you can make.  
(Getting to YES)

Speak when you are angry and you will make the best speech you will ever regret. (Ambrose Bierce 
as quoted in Getting Past No)

https://padlet.com/lorizimmerman/x559qwkjzwrvtalz

