Cohthin NE GVJ

Issue -7

A Seasaonal Periadical

Spring 2006

Tools, Tips, Tidbits
and a Forum for
continuing
conversation...

Men and women want
different things from
conversation. Men are
more prone to talk
about tangible stuff,
while women want to
talk relationships... As
Susan Scott says, what
doesn’t occur to many
men is this ongoing
conversation our
partner wants to have
is not about the
relationship - it is the
relationship!
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A Word from the Editor...

In our Spring issue of CC E-News, we touch on a
topic that touches us all — intimate conversations
and the crucial role they play in shoring up close
relationships at home and at work. We all want to
feel understood — to be connected and connect
with others, to feel safe to express our deepest
desires, fears and affections, yet for many of us,
this has been a painful experience and we've
developed hard defences against doing just that.
We also review Susan Scott’'s best-selling book,
Fierce Conversations — and the 7 principles that
form its spine. Bill Cropper, July 2006

Ugly Stories

Say what you Feel - Tool

Inside El: Participant’'s Perspective
Feedback from the Field

Working Better Together

The Conversation IS the Relationship!

People who come along to our Coaching Clinics often feel compelled to comment on the
conversational differences between men and women. “They seem to want different things
from a conversation”, many observe.

Men are more prone to want to talk about tangible stuff, while
women, to the continual dismay of many men, seek
emotional connection and want to talk constantly about

relationships (or so it seems to us blokes!).

Susan Scott, author of ‘Fierce Conversations’, says many
men wonder why they have to have conversations about their relationship with their
partner — all the time. They think to themselves: ‘We had a conversation about our
relationship just last week! Now she’s back wanting another one already’. Scott lampoons
the male predisposition to fixing things: ‘Why are we talking about this again? | thought we
settled this. Couldn't we just have one huge conversation about our relationship and then
coast for a year or two?"

It doesn’t dawn on many of us blokes, says Scott, that "this ongoing conversation I've
been having with my wife is not about the relationship. The conversation is the
relationship.”" When conversations shrink and cease, relationships stall and grow stale. As
Scott concludes in an article she wrote for The Seattle Post: ‘If the conversation stops, all
possibilities for the relationship become smaller...until one day we overhear ourselves in
mid-sentence, making ourselves smaller in every encounter, behaving as if we are just the
space around our shoes, engaged in yet another three-minute conversation so empty of
meaning it crackles.’

CC E-News - ‘Almost as good as having a coach’...

A lot of people gave us positive feedback on our last issue of CC E-News, which looked at
how to include people in conversations. "I've just read the last issue of Conversational
Coaching News”, Helen Paulsen emailed us from Mackay City Council, “and I found the
articles very helpful in reviewing learning from the clinic | did with you

last year. Keep up the great work; it’'s always inspirational and o™
informative...” And thank you for such encouraging feedback Helen. N ws
David Simpson, Team Leader from Department of Communities,

Townsville also finds our CC News informative. He wrote: “Thanks for the newsletter much
appreciated, it had some wonderful info in it. | hope this will be a regular occurrence - it's

almost as good as having you as a coach!” We’d never quite thought of it that way David,
but we’re gratified you do!
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Much paraphrasing, in
practice, turns out to
be ‘parrot-phrasing’ -
a mindless repetition
of what the other
person just said. Real,
genuine paraphrasing
involves restating
what they're saying in
your words, not theirs

Susan Scott Fierce
Conversations:
Achieving Success at
Work and in Life, One
Conversation at a Time
is recommended

reading. Check it out
www.fierceconversati
ons.com
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Paraphrase, don't ‘Parrot-phrase’...

In our Conversational Coaching Clinics, most people say they paraphrase a lot already.
It's a well-worn, perhaps over-used technique many misinterpret. Maybe we’ve all been
watching too many of those Hollywood shrinks. You know how it

goes... Patient: “I'm feeling totally overwhelmed.” Psych: “Hmm... )‘
So you’re feeling totally overwhelmed?”

Much paraphrasing in practice turns out to be mindless repetition of
what the other person just said. This is ‘parrot-phrasing’ — not
paraphrasing. | suppose it lets others know you're at least ‘still in
the room’ and maybe even still listening — which is useful if you're \
paying someone $300 a session to do just that! \

‘Parrot-phrasing’ - simply parroting back what the other person just
said - is irritating. It puts people off. They see you're just using a
technique on them and feel you’re being patronising or condescending. Worse still, parrot-
phrase too much and they start to think you’re hard of hearing!

If your goal is to really connect — to show you're tuning into what others say rather than
just ‘hearing’ the words — ‘parrot-phrasing’ just isn’t enough. Real, genuine paraphrasing
involves restating what they're saying in your own words, not theirs. And if your
paraphrase also reveals you understand something the other person’s thought or felt but
hasn'’t said, that's even better!

Fierce Conversations - be strong not growly!

Susan Scott is a conversational crusader. Her cause? Fierce
Conversations, which, she proclaims tenaciously, aren’t just a set
of techniques but a way of life.

Listed on several prominent best-seller lists, Scott writes with
faith and fervour. | suppose she'd say it's fierce-writing. | found
her fundamentalism a little over-zealous for my liking — but she
has some sensible, practical tips for anyone keen to hone
their conversational skills.

The target audience is clearly corporate. From Scott’s perspective, leadership is a "one
conversation at a time" act and Fierce Conversations enshrine 7 conversational principles,
which are sensible yet inherently challenging for all of us. She says we all have to:

1. Master the courage to interrogate reality — to name hard issues, have the difficult
conversations and see the gap between what we say we value and how we really are

2. Come out from behind your mask and make the conversation real — we all wear
conversational masks to satisfy what we think others want to see. Wear them long
enough, says Scott, and we start losing ourselves. Drop the mask, she says. Be authentic.

3. Be here - be prepared to be nowhere else — being full engaged and present with
whoever and whatever is in front of us right now. Speaking and listening as if this is the
most important conversation we will ever have with this person or on this topic

4. Tackle your toughest challenge today — face up to and tackle our toughest issues,
most difficult discussions and real obstacles now. Stop putting them off.

5. Don't just trust your instincts — obey them. Tune into your emotional radar. Listen to
what it’s telling us. Pay attention to intuition and share our thoughts/feelings with others

6. Mind our emotional wake. When we’re busy, distracted, or just feeling in an off-mood
we may not think twice about the emotional impact of what we say has on someone else.
But they do — because we damage them emotionally. Consider the emotional wake we
leave behind in a conversation, Scott reminds us. Is it afterglow or aftermath?

7. Let silence do the heavy lifting. Insights are found between the words, says Scott.
Most people are very uncomfortable with silence, so a whole lot of talking goes on that’s
just static — getting in the way of real meaning. Slow down the conversation. Reflect on

what’s going on and what’s being said. Dig down to the real meaning ...continued over >>>
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Looks like the
emotional glue in
close relationships is
how people handle
conversations...
‘harsh, personal
criticism coupled with
contempt’ is the
devastating factor
leading to many
marriage breakdowns

Connective
conversations set the
emotional tone and
build the relationships
that ultimately
determine the quality
of our relationships
and probably the
performance culture
and sense of team in
your workplace too

CC E-News created and published by The Change Forum © Bill Cropper 2004-2006

Page 3

If this was the movie show, I'd give Susan’s book three-and-a-half stars. She likes the
word fierce. It means robust, strong, powerful, intense — a bit
melodramatic for my taste. | can’t help associating fierce with
conversational jungle cats growling aggressively — even though
she says several times that fierce doesn’t mean blood on the
floor! Maybe it's my mental residue from that Klein-Cleese-Curtis
film. What was it called — Fierce Creatures? Scott's seven
principles take courage — and | guess | would have been happier if
she’d entitled her book ‘Courageous Conversations’?

The Emotional Glue in close Relationships...

When you ask what causes couples to break up, most of us put it down to ‘irreconcilable
differences’. People can’t see eye-to-eye on what really matters — and relationship
deteriorates into a string of arguments.

But people argue even in the best of relationships, yet not everyone breaks up. So it looks
like it's how you argue that makes all the difference. The emotional glue in close
relationships seems to be how people handle conversations — especially those difficult
ones.

Daniel Goleman — populariser of Emotional Intelligence — says that how couples interact
emotionally during conversations is a definite predictor of marital rifts. As opposed to
honest complaint — where we sincerely say what’s bugging us and express how we feel

. without personal assassination — he singles out ‘harsh,
personal criticism coupled with contempt’ as the
devastating factor leading to many marriage
breakdowns.

Goleman cites the work of psychologist John Gottman,
who charted the emotional signatures of more than 200
couples — videoing their conversations, looking for tell-
tale ‘micro-emotions’ (subtle nuances and fleeting
feelings) that reveal how they really relate to each under the surface — with such precision
he was able to predict which couples would divorce within 3 years with 94 percent
accuracy. ‘The most telling signal,” says Gottman ‘is harsh criticism, which corrodes
relationships more than anything else.’ (in Goleman EI: Why it matters more than IQ p. 134)

Kerry Patterson (of Crucial Conversations fame) tells a similarly corroborative tale of the
marriage researchers Notarius and Markman. They also observed couples in the throes of
heated discussions. They say we fall into 3 types: those who do violence such as threats
and name-calling; those who go to sullen silence and fuming — and those who speak
openly and honestly from the heart without resorting to either of the first 2 strategies.

Think of your own intimate conversations. What crucial conversations are you avoiding?
Do you make up ugly stories about your partner that justifies your silence or violence? Do
you speak with contempt or compassion? Do you really try to connect in conversations or
spend most of the time talking in disconnect mode? It could make a difference you know...

Connective Conversations - Talking from the Heart

Whether it's at work or at home, feelings percolate through every aspect of our lives. They
affect how we are, how we live, how well we manage our relationships with work
colleagues, friends and loved ones. Ultimately, they determine how productive, happy,
satisfied and effective we are in life.

Many of us like to think we can keep emotions out of conversations. We see the idea of
tuning into emotions — our own or others — as a hindrance to rationality.

X Many managers delude themselves that they don’t have feelings about things that
happen at work. They say feelings have nothing to do with the objective bottom line or
getting good results at work.

X Faced with strong feelings, one response in many workplaces is to work at ‘staying
rational’ and keeping ‘messy emotions’ that ‘cloud good judgement’ under control.
Another common response is to steer away from feelings conversations altogether or

get very tense or withdrawn when faced with the prospect. ...continued over >>>
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Connective
Conversations -
Talking from the
Heart...

“...Emotions don’t

prepare us to
converse effectively.
Countless generations
of genetic shaping
drive humans to
handle crucial
conversations with
flying fists and fleet
feet, not intelligent
persuasion and gentle

attentiveness....”
Kerry Patterson Crucial
Conversations p. 4
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X Even if you're in tune with your feelings, you may still be reluctant or uncomfortable to
express emotions in the workplace. Maybe you think it might typecast you as weak,
undisciplined or vulnerable?

Yet, even if we say we don’t, we all have feelings. They're always with us. Our amygdala
— the feeling-centre of our brain — constantly fires off a continuous volley of feelings,
whether we’re aware of it or not. It's natural. What doesn’t come so naturally it seems, is
being able to express our feelings appropriately and use them constructively in our
conversations to cement relationships and work through hard issues. We have to learn
how to do this... and this means having connective conversations.

Connective conversations are the medium through which we express our feelings — and
get in tune with the feelings of others around us. They set the emotional tone and build the
relationships that ultimately determine the quality of our relationships and probably the
performance culture and sense of team in your workplace too.
The trouble is, in most workplaces, connective conversations
simply don’t happen. Most conversations at work skirt along at
a surface level...

& People don’t connect with each other. Things are kept
‘polite’, relationships remain remote and feelings are never
openly touched upon.

© When feelings remain unexpressed, people begin to feel isolated and misunderstood.
When we feel others don’t care or listen to how we feel, we grow despondent.

©® Hard issues are avoided and true needs are rarely revealed. People develop vastly
different understandings and misapprehensions about others’ motives.

There’s now a growing recognition that relationships are at the heart of good work and
healthy organisations. And good relationships are based on making positive emotional
connections with each other — through conversations. When we don’t connect in our
conversations, coordination breaks down, relationships suffer, mistakes multiply and
productivity plummets.

Connective conversations create a climate that supports ‘good work’. Through connective
conversations, we build team spirit, trust, and create positive relationships and work
cultures; we shape supportive emotional climates so people feel recognised and valued
and we encourage each other to show initiative, be creative, ask for help and talk over
mistakes.

Conversational Hijacks — when talk turns critical...

Emotions play a crucial role in conversations — especially in
intimate ones when there’s a lot at stake and things really matter.
The trouble is when emotions run high we’re likely to be hijacked
by them. Feelings have a way of running away with us. They start
to control the conversation as our rational brain takes a backseat.

As Kerry Patterson, in his excellent book Crucial Conversations,
points out: “When conversations move from casual to crucial —
we’re generally on our worst behaviour...In our doped-up, dumbed-down state,
the strategies we choose for dealing with our crucial conversations are perfectly designed
to keep us from what we actually want. We’re our own worst enemies.”

Patterson vividly portrays a typical conversational hijack in progress:

“Someone says something you disagree with...and the hairs on the back of your neck
stand up. The hairs you can handle. Unfortunately, your body does more. Two tiny organs
seated neatly atop your kidneys pump adrenaline into your bloodstream. You don’t choose
to do this. Your adrenal glands do it, and then you have to live with it. And that’s not all.
Your brain then diverts blood from activities it deems nonessential to high-priority tasks
such as hitting and running. Unfortunately, as the large muscles of the arms and legs get
more blood, the higher-level reasoning sections of your brain get less. As a result, you end
up facing challenging conversations with the same equipment available to a rhesus
monkey....a brain that’s preparing to fight or take flight. It’s little wonder that we often say
and do things that make perfect sense in the moment, but later on seem, well, stupid.

‘What was | thinking?”, you wonder...( Kerry Patterson Crucial Conversations p. 4-5)
he'®
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Short Term Vent - Long Term Relent

How many times have you told someone off, venting steam in
the heat of the moment? Then spent even more time relenting
and trying to patch things up, mend broken trust or put the
relationship back on the rails?

We often misplace our
real purpose -
especially in intimate
conversations - and
replace it with an

emotionally charged We often feel a sense of relief or elation after you’ve really let

e S ST someone have it. It's a high when you let off steam like that.
suited for the But most highs are followed by lows - where you feel really
battlefield rather than remorseful or mean-hearted that you said such mean things.

the boudoir The sorry truth is we’re often on our worst conversational behaviour at home, with the
people we love most. Instead of expressing affection, genuine concern, understanding or
compassion, we feel frustration, rage or anger. We let these feelings eclipse the ‘better us’
— and the touchy subject we needed to resolve just got that much more difficult to bring up

One reason this happens is we don't clarify our real conversational commitment before we
open our mouths — our predisposition going into the discussion.

“To be honest with myself, the real commitment | went into in that conversation with
was to tell her off, make her see the error of her ways and | suppose make her feel
small about what she’d done. | don’t normally see myself as mean or someone who
does revenge big time — but on that occasion, that’s what happened. | walked out of
the meeting with her visibly upset and stung and it felt so sweet — like for about 20
minutes. Then | started to regret some of the things I'd said, how I'd made her feel
and thought to myself: ‘You've just made this situation way worse. She’s just going to
treat you with more antagonism next time.” | spent half the night replaying how | could
have handled it differently and feeling depressed at what a jerk I'd been — not clever
really. Now | have a whole new difficult discussion to handle and | hadn’t even
started on the other one.”

We often misplace our real purpose — especially in intimate conversations — and replace it
with an emotionally charged one that's better suited for the battlefield rather than the
boudoir. What's your conversational commitment going into a difficult discussion? Is it :

® To prove a point or show how right you are?
To give someone a piece of your mind or put them in their place?
To get them to do it the way you want or stop doing what you don’t want?

To vent your anger, indignation, sense of betrayal or hurt?

© © © @

To get even or teach the other person a lesson?

Yes. All these examples are less than noble. In fact, they're self-serving, manipulative,
controlling or just downright mean. They’re all about your agenda. About what you want to
make you feel better, justified or just to plain ‘get even’. With conversational commitments
like these — you're heading into troubled waters before even leaving the dock. But can
you honestly say you've never gone into a conversation with some of these things in the
back of your mind? Get real! Of course you have. We all have... We're purposely making
a point here:

X We often delude ourselves about our conversational commitments — what we really
want out of a conversation — especially a difficult one...

X In the heat of the feeling, we lose sight of what we really want... and get stuck with a
purpose we’'d rather not own up to — that’s hurtful or disrespecting of the other person

If your conversational commitment is simply to tell someone off and vent your feelings, this
is likely to produce many of the negative consequences you fear... and it may be better to
wait until you've calmed down and reflected some more. You need to reflect deeply and
ask yourself...

? What do | really want deep-down — if | was being the best person | could be?

? Am | really committed to doing the best | can to resolve this situation and preserve the

relationship?
he'®
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Hit-and-Run Conversations - relationship ‘road-kill’

In the heat of the We don’t want to have the conversation, but we do want to let the other person know
moment - are you a we're definitely “Not happy, Jan!” So some of us get into the habit of the ‘hit-and-run’ or
‘hit-and-run’ sniper? sniping conversation where we:

H  Snipe at someone with a quick aside about some >
situation or piece of behaviour that’s frustrating us

X Then retreat down the corridor or back into our
cave before they have a chance to retaliate or
even ask what’s prompted the comment

L2

X Leave others to stew and worry over our
behaviour

It's seems safe. We get the satisfaction of saying something snide and we sometimes
even rationalise that our comments are intended to be motivating, enlightening, thought
provoking or behaviour-changing — even though we know deep down our real intention is
just to have a quick piece of them and take them by surprise...We are not serious about
engaging the other person — and they know it. It's conversational cowardice.

While your sniping comments may make you feel better (eg. At least | finally said
something) they make the other person feel defensive, bewildered or picked-on and the
message you wanted to deliver is hardly likely to be heard (What a bitchy thing to say — |
wonder what’s bugging them?). With this kind of hit-and-run conversation, it's the
relationship that ends up being the road-kill.

A good rule: If you're going to discuss, discuss. Allocate the time to do it. Don’t do it on
the hit-and-run. And what if you're on the receiving end of a conversational sniper? First -
don'’t retaliate by sniping back. This only fuels bad feeling (even though we admit it can
be fun sometimes to come back with a witty retort). Instead, think about:

X Connecting with them first: remember they may not want to engage — but they're
delivering a message about their feelings and the impact of your behaviour, which
they want you to take notice of. Say something like: “Sounds like you're feeling.....
with me...”

X Allow them space to retreat: This is the intent after all. Don’t make them feel cornered,
but acknowledge that this must be important for them to want to discuss with you —
even if they haven't got the time right now...“Sounds like you've got some issues to
talk over with me. | know you’re in a rush now but can we arrange a time to talk about
this...?”

Ugly Stories - keep your assumptions on a leash...

When we believe the What's the one single factor that erodes relationships and gets in the way of intimate
ugly stories we’ve conversations more than any others? It's the ugly stories we make up about others. It's
made up about other demonisation in action and here’s how it works....

people - relationships
are bound to go off
the rails...

1. We see or hear someone do or say something that troubles us in
some way. We feel hurt, intimidated, defensive...

2. We assume we know why they said or did this to us — we invent
intentions and make up motives for them...

3. We embroider these thoughts and end up making up a story about
them. This story is more often than not ugly, unflattering and makes them out to be less of
a person than us — even less-than-human!

4. All stories have feelings attached to them. The uglier the story we tell ourselves about
this person, the more charged-up and painful our negative feelings become. We don't like
painful feelings and we blame the other person for us having them...

5. These feelings take us over — and we act on them. We accuse, label, insult, threaten or
attempt to control or correct the other person. We feel justified acting this way toward them
— because, after all, they’re making us behave this way! It's a self-fulfilling loop and we get
stuck in it. ...continued over >>>
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6. It doesn’t matter what the other person tries to say or do now. They’re irresponsible,
Ugly Stories - keep insulting, rude, disrespectful, evil. We only listen critically or judgementally to confirm the
your assumptions on a ugly story we made up about them — which we know to be a fact.

e When we act like the assumptions we make about other people are absolute facts — when

we believe the ugly stories we’'ve made up about them — relationships are bound to go off
the rails. Instead of giving people the benefit of the doubt — treating them with compassion
and charity — we often treat them the same way we say they treat us. What can you do?

X For a start, see the ugly stories you've made up as just that — stories. See how they
affect your feelings and actions towards the other person. Make it your job to find out
why they said or did what they did rather than demonising them for it! Ask yourself: “Is
there another reason this person might be acting like this?”

X Remind yourself of what you really feel or appreciate about this person deep down.
Think of a quality you love or like about the other person or think of a thing they've
done that’s been good, caring or loving.

Eanydesational Say what you Feel - Cleanly, Clearly, Carefully...

Tool Feaivice. “Can’t we just be rational for a moment” pleads the manager, “and keep our feelings out of
Highlighting a tool from this.” While we might sympathise with this sentiment, it's a physiological impossibility. Of
T ke[ tk oot course feelings can't be kept out of conversations like this.

improving your They slowly leak back in — often with disastrous consequences — disguised as sullen

T T silence, withdrawal or strong outbursts of blame and accusation.

When feelings simmer away unreleased, boiling over is never
far behind. The moral? If feelings are always with us, we may
as well learn how to express them better so we can control
them — rather than the other way around.

Here’s a couple of ways you can express feelings more
constructively. In our Emotional Intelligence and Connective
Conversations workshops, we call them the 3 “C’s”.....

copy of this tool... 1. Don’t discount your feelings. You're entitled to say what you feel, the same as
contact us at The anyone else is. They're valid and should be treated with respect and dignity. Don’t
Change Forum discount them by laughing them off or saying ‘Oh, it doesn’t really matter what I feel.’

If you’d like a full

2. Express the feeling — don’t attack: It's usually not expressing feelings that gets us
into trouble, it's how we often load them up so they come across as blame, insult, sarcasm
or innuendo. You can even express ‘bad’ feelings — just by saying beforehand how
uncomfortable you feel about speaking them (eg. ‘/ feel uncomfortable saying this...).

3. Say what you feel cleanly, clearly and concisely: A 3-word sentence beginning /
feel...”is best. This keeps it concise and keeps you from straying into saying things that'll
get the other person defensive. Cleanly means expressing feelings without blame or
judgement (eg. Not ‘You make me feel incompetent’ — just ‘I feel under-valued’)

4. Describe your feelings — don’t vent them: We confuse describing feelings
thoughtfully while we’re in full control with expressing our feelings ‘in the moment’ — while
we’re being out of control, irrational and over-emotional. In many difficult discussions,
feelings only come out when we’re ‘in the heat of the moment’. The idea is not to let your
feelings speak through you, but to speak about your feelings.

5. Don’t present your feelings as the ‘truth’: We all have a natural tendency to think
that what we feel is fact. When we present feelings like this, it creates defensiveness,
resentment and argument (mainly because the other person is confusing their feelings
with fact too!). This also extends to using judgemental words as if they were irrefutable too

Final 2006 Bates (eg. inappropriate, irresponsible, incompetent, etc).

Seaciiney Wik s . .. . .

Brisbane Sept 7-8 Inside EIl - A Participant's Perspective...

CEAGGE N oy yA  Personal Mastery: Leading with Emotional Intelligence continues to be one of our
Rocky oledcli 2 most popular programs in 2006. But it's not often people have either the time or inclination
\Lrver  to give us an in-depth inside view into their experience as workshop participants. So we
particularly appreciated hearing about the reflections of one of our Hervey Bay participants
recently (name withheld on request) on her experience of attending Leading with Emotional
lntelligence: ...continued over >>>
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r, What others say
about Laading Witn ks

“Leading with EI got
universal high praise
from our leadership
learning group.
Thanks” Leigh Bennett,

former CEO Hervey Bay City
Council

“...It’s already having
an impact for me and
my workgroup in terms
of my interactions.
Thanks a bunch.” Bernie

Stein, Churches of Christ
Care

“l had a wonderful two
days and learnt an
awful lot about my own

behaviour.” Kate Young,
Dept of Communities

“Thank you for an
inspiring workshop.
I’ve grown in under-
standing and had
opportunity to use my
new knowledge and
skills on the first day of

returning to work. ”
Robyn Yared, Greater
Brisbane Region Gifted
Education Network

Nexsisauaiis

Please contribute
your thoughts...

Upcaming dates
for Eealineg Wit
DTTCTTLY
gisgussians

¢ Brisbane Nov 9-10
e Hervey Bay Nov 23-24
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“Arriving at the venue by myself, | had no idea who else would be attending,” she recalls.
“The prospect of going to workshops doesn't thrill me. When you get there, the presenters
are usually boring, | find myself dozing off and nothing’s retained. This course was
different! The atmosphere was friendly. Bill welcomed everyone on the first morning as if
he’d known us for ages. He’s friendly, got a great sense of humour, and he presented his
tools and activities in such a way, that nearly three months later things stuck. | still
remember what he told us, and I'm implementing what I've learned into my daily work

situations.
FersonaL MasteryY N _ _ _ _
EMOTIONAL Bil's opening exercise where we all sat in a circle and

|NTELLIGENCE introduced ourselves was great. We got to know each other
straight off and it made the following two days a lot easier as we felt we’d
known each other for ages. Bill's presence is huge. He spoke to us as his
equal and was wonderful in making sure we all “GOT” the activities and
tools he used to educate us about our current behaviours and emotional
reactions. They were so helpful and eye opening.

Day 2 was another great day of learning new techniques to better improve ourselves. |
found myself thinking about my present behaviours and reactions to situations at work that
occur regularly and how | could deal with them better to get a more positive outcome for
all involved. The timeframe gave just the right amount of time for group and individual
discussions, activities and learning and Bill was always happy to discuss items further as a
group or individually.

| raved about the program when | got back to work — and I'm still telling people about it!
The things | learned and have been able to use personally back at work have been so
helpful. The biggest change for me is that I've learned to “LISTEN” when people come to
me, appreciate their problems/concerns and their importance to them. Basically, I'm
thinking before | open by mouth now — and not jumping to conclusions that in the past
have proven to be incorrect. I'm more relaxed now when dealing with situations and
events and this has proved very beneficial.

People comment on how I've changed (for the better) and that’s the greatest thing I could
get out of the course. My supervisor told me yesterday a number of staff have said how
wonderful it is to deal with me — and that I've been very helpful in assisting with their
problems. Thanks heaps for making me a better person — and teaching me to identify my
behaviours and show me effective tools to assist me to change them and make me a
more approachable person to all | work with. The things | learned and have been able to
implement into my daily routine have been truly great.”

In our next Summer issue | Next Issue...

of CCE-News, we'll be | Inlssue #8 of CC E-News we feature:

Iooklpg at the rgle good ¥ Learning Conversations...
learning conversations and

dialogue can play at work | Ifyouhave any conversational moments to case study,
and in classrooms. .. email or Fax your situation in 100 words or less...

Feedback from the Field...

This year, we've run a series of Dealing with Difficult Discussions clinics for managers,
staff and teachers from TAFE institutes and the Department of Employment & Training.
So far, we’ve held clinics in Brisbane, Gold Coast, Sunshine Coast, Cairns, Townsville,
Wide Bay and Toowoomba. The program has been well received and DET people have

participated with interest and enthusiasm. T
Conafross

‘_‘Great structure and contept", remaljks Bill QHL, “presen?ed D ealingwith Difficult
in everyday language with no highfalutin psychological
terminology or theories and an easy-to-follow guidebook
that’s a valuable reference.” “An excellent course all very well presented and relevant —
and the guide book is very well done.” said Sandy Walsh from CQ Institute of TAFE.
“Going through how fo use the “toolbox” effectively and practicing was great. This course
would be of enormous benefit to anyone who supervises/manages staff.”

Discussions

Maree Barton, Director of DET’s Training Unit wrote to us to say: “/ sent 5 staff to Bill's
program in Maroochydore and they've given me excellent feedback. They all personally
gained a great deal and they’ll be great advocates for the program.” ...continued over >>>

he'®
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sonversaliarxal
Soaguineg Gllniess:
Brisbane Sept 18-19
Cairns Sept 20-21
Rocky Nov 21-22
Hervey Bay Dec 4-5
Brisbane Dec 7-8

“Thoroughly enjoyable -
a wonderful learning
experience. | got some
great insights into my
own communication
styles, ideas on how to
improve and some very
useful tools | found |
could utilize immed-
iately...” Suzanne Doherty,
Dept of Communities

Extend your
conversational
competency and
relational skills with
personalised or small
group coaching in the
workplace - powerful
learning support that's
also very cost-
effective!

VGTEA MG TR ETOTVES
To register or find out
more about how The
Change Forum can
help you contact...
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Feedback from the Field (continued)...

Rebekah Bell, HR Skilling Co-ordinator with DET, who ably organised and promoted the
program within her Department, reckons that “Dealing with Difficult Discussions has been
a popular and successful workshop with our staff, due to the emphasis placed on
acquiring the conversational tools provided to the participants. Bill’s style is very non-
confrontational and the learning environment he creates gives staff an opportunity to build
a rapport which is obvious in the evaluation forms.” Thanks for the commendation
Rebekah!

Meanwhile, our Conversational Coaching Clinics continue to attract consistent interest
and good feedback. On the spectacular Fraser Coast, Hervey Bay has been a solid
supporter of our coaching clinics with more than 300 people from the region attending
over the past couple of years. As usual, participants come from many different
backgrounds - Councils, Schools, TAFES, Government Departments, Community

and Private Sector.... “A great workshop!” said Mark Walker ﬁo“&l‘
from Hervey Bay City Council. “Well developed with good “wz?
combination of theory, practical sessions and take away 4

practical tools!”

“I thoroughly enjoyed the clinic’, added Anne-Marie Chapman,

Executive Officer with Wide Bay Institute of TAFE, who was quite specific about what she
liked about it: “The practical demonstrations kept everyone engaged and motivated. The
methods used to demonstrate and explain the tools were uncomplicated and your
scenarios were realistic. Thanks for providing a non-threatening environment”, she added.
“I've gained the tools and more importantly the confidence to initiate and handle

conversations in complicated situations — well done!” Thanks for the praise Anne-Marie.
Glad we could help.

“The whole course was an excellent experience” Michael Smith from Wide Bay Water
Corporation, “well worthwhile to improve my conversations.” Michael “was surprised at
how quickly the time went” and he particularly liked the conversational card game and fish
bowl — two interactive and fun coaching activities we do on Day 2 of the clinic.

Working Better Together - We can come to You

Conversational Coaching Clinics and other development Modules
from our Learning-Centred Leadership Series run in-house for your
organisation, offer excellent teambuilding advantages for workgroups or
management teams of 10 or more — enhancing shared understanding of
conversational tools, strengthening relationships and increasing ‘real-
time’, back-at-work application of learning in your workgroup or
management team. And we can tailor programs to focus on your group’s
priority improvement areas or key learning needs...

For individual managers or teams keen to fast-track their
leadership and conversational capabilities, we provide
personalised, by-the-hour coaching services — typically, a
series of 2-3-hour coaching sessions every 3-4 weeks, with
optional small-group coaching and on-line email/phone support
over the coaching period.

To talk over options for in-house programs or personalised coaching, contact Bill
Cropper — Tel: 07-4068 7591 Email: coachingclinics@thechangeforum.com

The Change Forum
Team Technologies Forum Pty Ltd ABN 52 074 816 470

BILL Cropper CECILY Cropper
Coaching & Consulting Services Administration/Coordination

Tel: 07-4068 7591 Mob: 0429-687 513 Fax: 07-4068 7555
E-Mail: coachingclinics@thechangeforum.com
Web: http://www.thechangeforum.com
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