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* My previous experience of having challenging
conversations,

* What | find tricky when in a challenging
conversation?
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Territory for Today (9.30am—- 1.00pm)

® Context & Check-in
* Why it matters and what’s in it for me and my team to get this right?

* What makes a conversation Challenging and what can hold us
back?

* What are the skills we need to deal with challenging conversations

* BREAK (11.15- 15 Minutes)

* Tips and techniques to hold great conversations

* A chance to apply learning to a real-life challenging conversation
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What's in it for me
and m%team to get

this ri
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What types of conversations do you have?
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What'’s the difference?

LWhat makes a conversation challenging?]

L What is the fear we can have?

{H

]

ow can we make a challenging conversation]

a good conversation?
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THE JOHARI WINDOW MODEL

Known to Others

Unknown to Others

Known to Self Unknown to Self

OPEN SELF BLIND SELF |

Information about you that Information about you that '
both you & others know. you don’tdkn:"w but others
0 KNOW.

HIPPEN SELF | UNKNOWN SELF

Information about you that Information about you that
you know but others don’t neither you nor others know.
know.
S
BN
HxE
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What is subconsciously holding you back?

Your subconscious mind Is responsible
for 95% of all your thinking,

which leaves a very small percentage of
your decisions to be made deliberately.
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Some common limiting beliefs are:

“I don’t know enough.”
“Other people are better than | am.”
“I have to be perfect.”

“I don’t have time.”

“I have to please everyone.”

“I’'m not important enough.”
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SELE LMITING
=

Armour/Mask

Limiting Beliefs
(not true)
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LEVELS 0F CHALLENGE
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THINK 1T

Keep quiet
Talk to others

DISGUISE T

Leading question
Personal experience (once only)

SOFTEN T

|ustify why, reason, completely understandable

STRTET

Give opinion, non specific, direct, no follow-up

NOTICE IT, QUESTION IT

Luriosity, feel/own, no judgement

-

EXPLORE IT as

Drill down, not letting off the hook, really? HxE
what's stopping you, where growth comes from
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How do | reset my mindset to be

present?

Newbury
Building Society



Skills Build 2
Having
Challenging
Conversations

&

andpartnershp

NG WORLD—

How to respond in the moment
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IMPORTANCE

OF LANGUAGE

PLAYING TO  PLAYING TO
vIN

AvOID LOSING

"| can see this Deing "How can we make
problem” this happens”
“You need to stop making "We need to build on
SO many mistakes” your strengths”

*How can we be the

"Let's aim for 2% growth” . il
‘ grov best in our field? 0

“The market is tough, "The market is tough, LA
that's just the way itis’ how can we use this Newbury

to our advantage?” Building Society
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PLAYNG T0
AVOID LOSING

I~
\za what are you doing when

= '.'—L.-_.

T
fi

L=

¥ you are in =ach mindset?

--|- R

what s the Impact onme
s and on others/

I,
™, What triggers me infout

I~

-+  of each mindset?
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1 3

Preparing your Considering the
Mindset Environment

> Shared
Purpose

Preparing your

Choosing your Style
24 v Structure
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Choosing Self Mindset
our style awareness
Listening Qual_lty Conversation
guestions Framework
Cp
HEE
HxE
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Way forward

Options

Reality
& :
=
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Lee / Anne Video Creation

2022-08-25 1350 UTC

Resaded | Dhicpam med I

Lee Morns Lee Marris
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2022-08-25 13:54 UTC

Retaided.|: Dicpamzed |

Lee Morns Lee Morris
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What is feedback

AFIRMATIVE

Helps reinforce when someone has
done something well. More than just
praise as it highlights specifically
what was good so they can
replicate the behaviour

DEVELOPMENTAL

Gives information on what someone
needs to improve upon

Is balanced,
specific, timely
and reqgular,
explored with the

INTENTION OF
IMPROVING
FUTURE
PERFORMANCE
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Feedback Models

Skills Build 2 What went well?
Havmg Situat What was tricky?
Challengl_ng ltuation What would you do differently next time?
Conversations e Behaviour
Would you like some feedback from me?
* Impact
* Observation What | thought was good.. -
* Feeling What | thought was tricky...
. What | thought you might
Reason do differently next time..
« Requirement S

« Behaviour
* Impact
. i Cp
& . Feeling i
. [‘L“ . Future L
andpartnership Y Newbury
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Ability to explain
issues clearly,
concisely, precisely.

Decision making

Be open, honest and
empathetic.

Take an interest in
other people’s point
of view.

Acknowledge that
others
have rights too.

Communicate
correctly —
distinguish between
facts and opinions.

Lead by example —if
you won’t do it, they
won’t.
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1.

Time to on your own to prepare a real
challenging conversation you need to have
with someone

2.

Break out - Paired with someone to share
your preparation of your REAL challenging
conversation you need to have with someone

3.
Debrief as a whole group

Newbury
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Self Reflection

Stop - What are the things you might need to change?

Start - What could you start doing more of?

Continue — What can you continue doing?
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Reflection

What will | need to
‘let go of’

to be more confident having
challenging conversations?
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Final Thoughts

What is your key take away?

How will you keep the learning alive?
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