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What We'’ll Cover

 Understanding your own approach to difficult conversations

* Recognising the importance of good difficult conversations
 Knowing the mindset you need to adopt in difficult conversations
* Adopting a script for difficult conversations
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A Difficult Conversation s ...

A conversation which is emotionally
challenging or uncomfortable, and often
involves contentious or sensitive topics.
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5 Approaches
To Difficult Conversations

1.Pretenders : Turn A Blind Eye

2.Peop|e Pleasers : Scared To Upset Anyone
3.War Lords : Treat It As A Battle (Win At All Costs)
4.COmMPromisers : Water Down Their Own Stance
5.Confronters : Name It & Address It (Assertive)
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Ego States

CRITITURING
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Empathy

COGNITIVE EMPATRHY

is understanding someone’s thoughts and emotions, in a very rational,
rather than emotional sense.

EMOTIONAL EMPATHY

is also known as emotional contagion, and is ‘catching” someone else’s
feelings, so that you literally feel them too.
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Kim Scott
Radical Candour

Giving both specific, sincere praise and kind, clear criticism to help
people improve and grow, without being aggressive or insincere.

Fosters a culture of trust and open feedback, ultimately leading to
better results and stronger working relationships.

Radical Candour means to care personally and challenge directly
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CARE PERSONALLY

RUINOUS RADICAL
EMPATHY CANDOUR

OBNOXIOUS
AGGRESSION
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Candour

CHALLENGE
DIRECTLY
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The Script

(Simon Sinek)

What They Did (Specifically) ISSUE
What The Impact Of That Is (Specifically)  IMPACT

What They Need To Now Do (Specifically) ACTION
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The content of this course, along with the slides and accompanying notes, remains the copyright of the presenter and should not
be reproduced, shared, distributed or provided to generative artificial intelligence (Gen Al) language models (or equivalent)
without permission.

Where this document contains public sector information, this is licensed under the Open Government Licence v3.0
(www.nationalarchives.gov.uk/doc/open-government-licence/version/3/).

Where reference is made to professional body websites, the copyright for the material in question is retained by the relevant
professional body. UK Accounting, Auditing and Ethical Standards are © Financial Reporting Council Ltd (FRC)
(https://www.frc.org.uk/about-the-frc/procedures-and-policies/disclaimer-and-copyright).

20:20 Innovation cannot accept responsibility for any person acting or refraining to act as a result of any material contained in this
document or information otherwise shared during or after the training course to which it relates.
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