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A fresh approach in 
conversations

These skills, abilities, capabilities, when practised, will be suitable for 
all conversations. 



• Can engender stiffened shoulders, sweaty palms and butterflies 

• Can evoke anxiety, trepidation, stress 
• Habitual labelling conjures images of obstacles

• Often put off for as long as possible, or avoided completely

• What is the impact of words like difficult and challenging?
• What if this language itself creates a self-fulfilling prophecy?

Challenging and Difficult Conversations



Crucial
Critical
Conversations



Pre-conversation Preparation
Aim to reach a mutually beneficial stage 

Clarity focus and parameters, 
ensuring accuracy and relevance of information

Time how much 
when is suitable (see Resources)

Options suitable surroundings (private or public), 
who are the appropriate participants

Resources frame of mind, emotionally and mentally (heightened emotions) 
enough time



In Conversation

• An exercise in communication

• Components are ‘transmitter’ and ‘receiver’

• Continuous, alternating two-way process 

• Possibilities of beneficial, effective conversation 
enhanced by checking IPAA and Resourcefulness



IPAA
Intention

• To find quality of connection to reach mutually beneficial stage 
• Take care your intention is not to change, educate, blame, shame, or punish 

Position 
• To be with (not above or below)
• Avoid reflex to become the savior, the rescuer, the teacher or preacher, the doctor or therapist, etc. 

(superior position)

Approach and Attitude
• With curiosity  
• To find out more; to learn; to understand (person, topic, situation, issue…) 
• Trusting something beneficial can and will emerge

Your intention determines your position, which in turn inform your approach and attitude. These will become evident; 
visible, audible, in the choice of words, your tone and physicality: gestures, face, eyes, breath etc.



Resourcefulness

What is the opportunity here ?

Clumsy is ok

The possibility in ‘not knowing…yet'

Am I capable, well and willing 
to converse now? If not now, 
then when? 



As Receiver

In receiver mode the primary function is listening, 
which can be effectively considered as 4 stages or states

1)  Receiving: fully present and focused

2)  Eliciting to understand: requesting further clarification, 
information e.g. “Please say more…”

3) Adding yours and expanding on theirs  

4) Finding resonance and common ground connection



As Transmitter

1. Reacting
2. Binary polarisations: I agree / I disagree, that’s 

right / wrong, good / bad…
3. Whataboutery
4. Personalising; making comments about 

individual(s)
5. “But” and “Wouldn’t it be better if…”
6. “Why?” Received by many as interrogative, 

implying wrongness or stupidity, tends to invite a 
defensive reaction

7. Interpreting: labelling, judging,  diagnosing an 
event, person, action… “It is…”, “You are…”, 
“You have...”

8. Justifying your thought, observation, experience, 
idea, before and/or after you make it

1. Responding
2. Curiosity: elicit and explore multiple views 

and experiences
3. Stay on topic
4. Comment about the subject

Seek common ground
5. Add to what has been said, using ‘and’ to expand on
6. Query using open questions

?
?

7. Describe as accurately as possible what you 
saw, read, heard, felt, noticed…

8. Clarity in use of language
Take the courage to go straight to the point

Seek to engageSeek to avoid





Invitations…
To elicit

• Please say more
• Please, could you expand on that
• What, where specifically did you 

experience, encounter…?
• …and what else happened?

To engage

• May I add to that?
• …and there is…
• …I’ve also noticed/experienced…

To connect (avoid agree and disagree)

• That resonates
• I’m feeling very drawn to that version/perspective
• I’m noticing some (strong) common ground here
• I’m really seeing overlap
• I’m definitely connecting with… 

To state another view

• I have a (different) thought/experience, may I share it?
• …and may I add my view/opinion?
• …and I’m aware there are a number of additional/differing 

notions, would you like to hear them?
• I’m noticing I’m struggling with the idea of… with that 

suggestion/interpretation

Consider leaving the ‘…’ segue out altogether and simply add/offer the view/experience. 



When Facilitating a Conversation
Actively elicit a variety of views and experiences, by inviting the group, straight after the first sharing:

“Who has a differing experience you would like to share?”
“Would anyone be willing to add another view?”

“Any other perspectives? 
“Any more?”

This reduces the risk of participants starting their contribution in reaction:

“Well, I don’t think ...!”
“I totally agree with …!”

“I don’t agree at all with …!”

…which can easily split a group into camps: “Me neither”, “Me too!”, and onto a binary BUT battle trying 
to convince each other of ‘the right’ view, meaning, idea, way to progress, closing down the opportunity 
for multiple perspectives to co-exist and be explored for common connections and variety of options.



“We see things not as they are 
but as we are. Our perception 
is shaped by our experiences.” 

- Dennis Kimbro
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