


From Miserable Moments 
to Courageous Conversations



Miserable Moments

• Angry patients 
• Staff you manage
• Coworker interactions
• Awkward conversations
• CEO situations
• Board of Directors
• Personality issues



90 Minute Ojective

Fine-tuning your ability to have a 
critical conversation that allows us to 
identify a problem and improve 
performance or the get the results you 
seek.

http://area53aa.org/main/why-we-need-a-conference/


Crucial conversations are part 
of a healthy organization

http://www.compassioncontact.com/failure-not-option/


AVOIDANCE

http://www.worksystemscanada.com/work-systems-associates-services/


• Is more time spent talking than dealing?
• Have you determine the real cause of the avoidance?
• Do you task schedule the conversation time?



AVOIDANCE

Need to talk
seen as 

“bad”

http://www.worksystemscanada.com/work-systems-associates-services/


The need to 
talk is seen 

as bad….

• What is the confidentiality level post-talk? 
• Is every conversation discipline based?
• Use the praise formula

https://www.google.com/url?sa=i&source=images&cd=&ved=2ahUKEwigm87YvIveAhUBoFMKHfpiDoMQjRx6BAgBEAU&url=http%3A%2F%2Fwww.rocklandcountynyjanitorialsupplies.com%2Fproduct%2Fkleenex-white-facial-tissue-21400%2F&psig=AOvVaw08M46SIqc_X4ZOMnxCODTE&ust=1539796842968470


Praise 
Formula

• Like Frosting on  Cake
– Just thick enough
– Evenly spread
– Not so much it makes you sick

• Praise formula
– Name
– Praiseworthy action
– Why it matters



AVOIDANCE

Need to talk
seen as 

“bad”

Was once 
“one of them”

http://www.worksystemscanada.com/work-systems-associates-services/


Was once “one of them”



AVOIDANCE

Need to talk
seen as 

“bad”

Was once 
“one of them”

Risk going 
sideways

http://www.worksystemscanada.com/work-systems-associates-services/


R
isk of things going “sidew

ays”• Level of empathy and sincere concern for the staff member
• Clear communication on desired result post-talk
• Your reputation as a fair and focused leader



AVOIDANCE

Need to talk
seen as 

“bad”

Was once 
“one of them”

Risk going 
sideways

Lack of 
confidence

http://www.worksystemscanada.com/work-systems-associates-services/


Lack of C
onfidence



AVOIDANCE

Need to talk
seen as 

“bad”

Was once 
“one of them”

Never the
Right Time

Risk going 
sideways

Lack of 
confidence

http://www.worksystemscanada.com/work-systems-associates-services/


Never the 
right time

• Can’t be only during annual reviews
• Can’t be hallway management
• Can’t be during the heat of anger



AVOIDANCE

Need to talk
seen as 

“bad”

Was once 
“one of them”

Need the 
Right 
Words

Never the
Right Time

Risk going 
sideways

Lack of 
confidence

http://www.worksystemscanada.com/work-systems-associates-services/


Need the 
Right Words

• Mold
• Practice
• Improve
• Repeat

But first...



Influential Communication
Thoughts + Presence + Words



Thoughts



Presence



Silent Signals



Words. Tone . Pace
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Words & Phrases



Busy

Dr. Ross is currently with a patient, is 
there something I can help with? 



Wait

If you would like to relax here,
we will call you back when your exam 

room is available.



No.
Actually,



Sorry.



Stuff your 
Sorries in 
a sack!  











• Environment in which you were raised during formative years

• Generation in which you were born

• Core personality – extrovert, introvert, ambivert

• Service behaviors of those you used to work with

• Example set of those you work with today

5 Influences of Common Sense



Action Steps



Showtime!

Go time,

All the time…



Anticipation of Needs





How to stay in touch, plus a bonus tip (vault)!



PERFORMANCE MEASURES



Hello 101

Authentic Connecting

Positive Positioning

Transitions That Work

Body Language

2 High-Impact Models

60 Video Segments

30 Experts sharing their expertise

Full curriculum for leaders 
with group discussion 
questions and articles for 
every segment

Virtual Customer Service Training Series





New Message

To: 66866

goodies

• Big 7 of Service
• It’s Showtime!
• Is My Body Language Showing?
• Scripting for Superior 

Communication
• Dealing with the Angry Person
• Level up your Thank You’s

Text to get Goodies:



Vault





Attendee discount code:  DIME



“This first thing I do is 
make sure that 

everyone on set is 
making the 

same movie.”

    



“it doesn’t matter how good of a doctor I am, if the patients don’t like you!”
Neil Ross, MD



“It doesn’t matter 
how good the 

baker is, 
if the cashier spits in 

your cake!”

~Laurie Guest



More Resources atMore Resources at
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