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Overview Of Today’s Session

DiSC Workplace

Courageous Conversations

Addressing Conflict

Conflict Styles

7 Steps to a Courageous Conversation

Developing Your Own Conversation Toolkit & Feedback
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Team Huddle Reports
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Why talk about
COMMUNICATION?

- Management and Consulting Group | Capriola Consulting

Premises for Communicating for Success

Ability to communicate in different ways is key to success as a
leader

Successful communicators understand their target audiences &
their needs & are able to flex their style and delivery

Successful communication is related to engaging others &

developing positive relationships
6
‘f Management and Consulting Group | Capriola Consulting
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Premises for Communicating for Success

Agile communication increases effectiveness and can enhance and improve
relationships

Effective communication is well-planned

@T‘@ Courageous conversations and conflict are part of life

W Learning how to effectively have courageous conversations is a necessary

leadership skill
7
r Management and Consulting Group | Capriola Consulting
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The DiSC® Model

| © by John Wiley & Sons, Inc. All rights reserved. EVERYTH |NG @
A Wiley Brand 4

Cornerstone Principles

M\

* All DiSC styles are equally valuable ,
* Your style is influenced by several factors
* Understanding yourself better enhances your effectiveness

Understanding others’ styles can strengthen your
relationships

e (3
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Your
DiSC®
Style
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© by John Wiley & Sons, Inc. All rights reserved.

The 4 Styles

E\/ERYT;I\;UI\EJG.d @

DiSC — Communication Preferences

D STYLE

Tend to ask rather than tell
Bottom line oriented

Task first - people next
Decisive - willing to make
decisions quickly

Action oriented

Speaks in language of thought
Willing to challenge self &
others

Authoritative

Risk takers — prefer to make
decisions based on facts and
data, will also decide without
much information & willingly
will change direction as
needed

Prefer lively & active
environment where things are
getting done

Expressive

Emoting

Outgoing & social
Enthusiastic

High energy

Action oriented
Collaborative

People and task

Speaks in language of
feelings

Creative

Fun loving

Don’t like a lot of structure
Disdain for status quo
Prefer fun, lively
environment with lots of
positive energy

People first — task next
Relationship oriented
Supportive
Accommodating

Great listeners

Speaks in language of
feelings

Inclusive

Makes decisions based on
how it will affect others —
has everyone been
consulted?

Prefer calm and steady
environment without
conflict and radical change

C STYLE

Analytical - logical - factual
Uses language literally

More reserved

Task first — people next
Speaks in language of
thought

Slowest of all decision-
makers

Focus on quality & accuracy
Precise & thorough

Quality control is critical
Want to make the right
decision with all the facts
and data and proper analysis
Prefer steady, calmer
environment

14
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Shaping Your Workplace
Experiences

Look at your priorities

* Prioritize them based on what’s most important for you

* Jot down some notes — in your current position, to what extent are
those priority needs being met?

* What are 2-3 things you can do to enhance your workplace
experiences so they’re more aligned with your priorities? If you’re
already aligned, what are some things you can do to sustain or expand
that alignment?

© by John Wiley & Sons, Inc. All rights reserved. E\/ERYTH |NG @

A Wiley Brand

Motivators & Stressors Pre-Work

*  What resonates with you?
Which one statement in each area is most powerful for you?

* How does that contribute to your work and influence the
way you show up and interact with others?

For the stressor, what are a few ways you can minimize the
stressor AND your reaction/response to it?

‘y @ " © by John Wiley & Sons, Inc. All rights reserved. E\/ERYTH ING @
- A Wiley Brand
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LET’S HAVE
SOME FUN!

dizStile
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Courageous

Conversations
An Overview
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Courageous
Conversations

The WHY?

Feedback
Conversations

Accountability
Conversations

Organizational
Change
Conversations

Types of Courageous Conversations

Conflict
Resolution

DEI
Conversations

Vision / Goal-
Oriented
Conversations

Boundary-
Setting

Difficult
Personal
Topics

Terminations /
Delivering Bad
News 0

December 3, 2025
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Barriers to Courageous Conversations
What gets in the way?

Fear of Lack of Lack of
Conflict Trust Skills
Emotional Cultural Power

Discomfort Differences Dynamics

21

Making a PARADIGM / MIND SHIFT

These tough/messy These courageous

conversations are conversations are critical
necessary evils or opportunities to advance
distractions from the the work and the mission.

important work.

| look for opportunities for
courageous conversations
to build understanding,
partnerships, and
proactively deal with
disturbances and
breakdowns. To lead with =
integrity!

| hate and avoid
difficult conversations
whenever possible.

December 3, 2025
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RESPONSIBILITY

Taking ownership of your
actions, commitments, and
mistakes. It means following
through on promises and
being accountable for the
outcomes of your

decisions.

COMMUNICATING WITH INTEGRITY

Doing the right thing and adhering to a code of ethical and moral principles.

-

CONSISTENCY

Acting in alignment with
your principles and values,

INTEG RITY regardless of the
situation. It means your
Core Value actions and words are

consistent over time and in
different contexts.

Being truthful and straightforward in
your dealings with others. It involves
sincerity and a commitment to

telling the truth, even when it's

difficult. 23

Conflict
Styles ¥

Understanding your

Roles

COURAGEOUS
CONVERSATION

working styles and
the other party’s is
an important part
of a Courageous
Conversation

—

24
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on solutions.

control.

situation.

emotional.

= Be direct, concise, and focused

= Avoid taking their
assertiveness personally; it’s
often their way of regaining

= Offer clear options or
actionable steps to resolve the

= Show confidence and avoid
appearing indecisive or overly

i STYLE

May become overly
emotional, distracted, or
seek reassurance.

Tends to avoid conflict,
focusing instead on
maintaining relationships.

Stay positive and
approachable; acknowledge
their emotions without
dismissing them.

Emphasize collaboration
and reassure them that
relationships remain intact.
Avoid being overly critical or
harsh; focus on solutions
and shared goals.

Provide verbal affirmation or
encouragement to ease their
tension.

S STYLE

May shut down, withdraw,
or become overly
accommodating to avoid
conflict.

Focuses on maintaining
harmony and may suppress
their own needs.

Create a calm, supportive
space for discussion; avoid
aggressive or high-pressure
tactics.

Gently encourage them to
share their thoughts or
concerns.

Reassure them that their
perspective matters and
their input is valuable.
Provide clear guidance and
avoid sudden changes or
ambiguity.

DiSC - Under Stress / Tips when Tense
D STYLE

=  May become more assertive,
demanding, or impatient.

= Focuses on results and may
dismiss emotions or details.

C STYLE

May become overly critical,
rigid, or fixated on details.
Struggles with uncertainty
and may resist emotional
displays.

Stay calm, logical, and
professional; avoid
emotional outbursts.

Provide detailed
explanations and facts to
address their concerns.

Be patient with their need for
thorough analysis and
accuracy.

Avoid pressuring them to
make quick decisions without
sufficient data. 25

2024 | Miller Management and Consulting Group
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Conflict Conflict is not
Styles \ always a part of a
~» courageous
conversation, but it
Roles can be and it
changes the
conversation.

COURAGEOUS
CONVERSATION

Why Addressing Conflict is Crucial

COST OF UNRESOLVED CONFLICT

¢ Decreased team productivity
+¢ Erosion of trust among team members
¢ Increased absenteeism and turnover

OPPORTUNITY IN CONFLICT

“*Healthy conflict is essential for innovation and problem-solving
*»Addressing conflict proactively builds trust and respect

28

December 3, 2025
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Impacts Of Conflict & Unresolved Issues

66% & 70%

Conflict avoidance leads to 66%
decrease in morale & 70%
reduction in team trust

-VitalSmarts

56%
of employees said they

experience stress or anxiety
before a conflict discussion

-CIPD

70%
of employees avoid difficult

conversations with their boss,
colleagues or direct reports

Only 31%
Of employees feel confident in

their ability to navigate
workplace conflicts effectively.

-Bravely’s Workplace Study -SHRM

29

Conversations Above and Below the Line

Proactive, Connect mode vs. Reactive Protect Mode

Disagreement + Positive Emotion =

Engaging Conversation, Collaboration & Connection Whenever you have

two or more parts,
two or more people,
complexity increases,

COMMECT

il

ﬁ;}\\p\!&\“&l;?} = and there’s
ABOVE THE LINE Twm " - opportunity for
BELOW THE LINE ; disagreement

iy RIGHT
- NoT ENER
UGS |

TRy,

Disagreements arise
from differing
opinions, ideas,
beliefs, motivations,
perspectives %

2)
F" < CONTROL 6
) .
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Disagreement + Negative Emotion = Conflict/Protection
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Building Bricks of Trust
By Having Courageous Conversations

5% el
%f % iR
> S

Bricks of Trust Create
a Foundation of Trust

Conflict Styles

December 3, 2025
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When to use ...

COMPETING COLLABORATING AVOIDING
Requires a quick, decisive action The concerns of everyone involved You need time to think through the
(emergency situation) is of the utmost importance; there situation before moving forward or
is a high degree of trust among the issue is trivial and not worth
everyone the time or energy
COMPROMISING
ACCOMMODATING (1) The people who are in the
(1) When the issue is trivial, (2) conflict are willing to be flexible;

harmony is more important than (2) the affected individuals will be
resolving the conflict, (3) it is satisfied with getting part of what
important to let the other person they want; (3) as a back-up plan

learn from their mistakes for collaboration, in situations
where a win-win isn’t possible

33

PAIR
What is Your

Conflict Management Style

What is your “go to”
dominant conflict management style?

How is your style reflected in your DiSC profile?

What are some benefits and
drawbacks of your style?

34

2024 | Renaissance Leader
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Courageous
Conversations

The HOW!

A Leader’s Life Is Filled With
Challenging Conversations

Identify a conversation that you need to have with
someone.

You will be dissecting this conversation, preparing for
it and receiving input/feedback from a partner.

IDEAS: Negotiations, Feedback, High Conflict People,
Performance issues, Working with persons of power

36
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7 Steps to Courageous Conversation

sg}‘fkl Step 2 Step 3
Assessment Intentionality Framing
ﬁegi Step 5 Step 6 Step 7
Conl?lict / Create the Explore Wrap-up &
Conditions Solutions Commitments
SBI Tool

37

Step 1 - Risk Assessment
Preparation for a Courageous Conversation

Option #1
Have a
courageous
conversation

Option #3

Make peace
with what is

Option #2

Have a courageous
conversation
with help

Option #4
Restructure or
terminate the

relationship

38

December 3, 2025
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Step 2 - Intentionality

Preparation for a Courageous Conversation

How do you want to show up for the conversation?

What does that look like? (active listening, empathy and
validation)

What do you need to do to show up that way?

What triggers you? How can you stay above the line when
triggered? Review DiSC for yourself and other person (if
available).

39

Step 3 - Framing

Preparation for a Courageous Conversation

“¢ What outcome would you like to see as opposed to

what you don’t want?
¢ Think about this ...
«* When you
** What I'd like to see is
we do this together?

the impact is

, how might

** What questions do you want to ask to understand the
other person’s perspective, priorities, concerns?

2024 | Renaissance Leader

7
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Courageous Conversation
Preparation Time

10 minutes

Step 1 — Risk Assessment
Step 2 - Intentionality
Step 3 - Framing

© 2024 | Renaissance Leader

41

Step 4 — Unpack Conflict (if present)

Situation / Behavior / Impact Tool

@ Situation
b

Describe the situation. Be specific about
when and where it occurred.

Behavior

Describe the observable behavior. Don’t assume
you know what the person was asking.

Impact

Describe what you thought or felt in reaction
to the behavior.

© 2024 | Renaissance Leader

42
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SBI Scenario: An employee, Alex, interrupted a team

meeting multiple times to share unrelated ideas, which derailed
the discussion and frustrated others.

Situation: "During yesterday’s team meeting, while we were discussing the project
timeline..."

Behavior: "You interrupted several times to bring up ideas that weren’t directly
related to the topic."

Impact: "This caused the meeting to run longer than planned and made it difficult for
others to share their input. It also created frustration among some team members.“

Invite a constructive conversation:
"In the future, how can we ensure your ideas are shared at the right time without
disrupting the flow of the meeting?"

Step 5 - Create the Conditions

Time
Don’t delay: the earlier the
conversation, the less room
Manner for damage.
Place

Be calm, direct, & specific.
Conduct in a comfortable,

Use gentle language. -
Make sure to listen. private and neutral
setting.

44
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Step 5 — Create the Conditions

Preparation for a Courageous Conversation

Where, How, When?

** Right time and the right space - in person or virtual?
** Prime for connection — get your head in the right space
** Use active listening, empathy, validation

% Manage expectations for yourself and the other person
** Accept that it may be uncomfortable

. . Exprctations
< It may take time and several conversations |

“* You may need to pause and come bac
** Expect to revisit or reiterate

Courageous Conversation
Preparation Time

5 minutes

Step 4 — Unpack Conflict — SBI Tool
Step 5 — Create the Conditions

46

December 3, 2025
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Step 6 — Explore Solutions
Preparation for a Courageous Conversation
+“* Start with open-ended questions to understand the other person’s
perspective.
¢ Paraphrase to ensure clarity and alignment.

** Is additional data or information needed for better options.

¢ Encourage mutual brainstorming of solutions.

+» What do you think about ...? < What do you think you will lose

+* How could we fix ...? if you ...?

“* What would happen if ...? ** What might you gain if you...?

+* How else could you do ...? +* What have you tried before?

+* Then what? “* What do ant to do next?
“* How can help?

© 2024 | Renaissance Leader

47

Step 7 — Wrap-up / Commitments

Preparation for a Courageous Conversation

¢ Agree on specific next steps and accountability
measures

+* Outline commitments to each other

+* Create check-in times if needed

2024 | Renaissance Leader

48
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Courageous Conversation
Preparation Time

5 minutes

Step 6 — Explore Solutions
Step 7 — Wrap-up & Commitments

Courageous
Conversations

Pair Share
Your Toolkit

December 3, 2025
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Pair Share - Instructions
Outline Your Courageous Conversation
®" Find a partner you haven’t worked with; if possible, someone

who is NOT your same DISC type.

= Person A — 15 minutes

= Qutline your courageous conversation; scenario and plan; ask for
feedback.

= Break — 10 minutes

=  Person B — 15 minutes

= Qutline your courageous conversation; scenario and plan; ask for
feedback.

The Windy Path of a Courageous Conversation

d

Challenge s

Move Forward
Learn together

Differing Opinions, Commitment to

Perspectives Initiating a Prepare for -
Concerns Courageous Lean into Convo  Experiment, from each Bump .
Wants/Needs Conversation Uncomfortability Practice  €Xperience .4 Gets Easier Developing trust
ant_l Less fretting and alignment
Sometimes Less resistance
Fail!

The goal is not always resolution, it’s about being open and curious to
unearth needs/wants, concerns, perspectives and a willingness to be
uncomfortable to get to the other side together.

© 2024 | Renaissance

52
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Courageous Conversations
Summary

Be intentional in how you show up and what you want to say

/) )
0’0 0’0

Expect to experience discomfort - you are building new
muscles!

Listen with the intent to learn

Suspend judgment

Speak your truth

Share a vision for what you’d like to see moving forward

) ) ) @, )
0’0 0‘0 0’0 0‘0 0’0

Expect and accept this is one conversation any

53

© 2024 | Renaissance Leader

Debrief Coaching
Conversation #1

Connection
Conversation

3
o}
Fl
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One thing | learned or
one insight | had from
today is...

How | will use that
insight going forward
is...

©2024 | Miller Management and Consulting Group

Resources

*» Crucial Learning. https://cruciallearning.com/

** Crucial Learning. Style Under Stress assessment. https://cruciallearning.com/style-under-

stress-assessment/

“* Everything DiSC®

“* Patterson, K., Grenny, J., McMillan, R., and Switzler, A. (2002). Crucial conversations:
tools for talking when stakes are high. New York: McGraw-Hill. ISBN: 0-07-140194-6

< Renaissance Leader, Lisa Alessi. https://www.renaissanceleader.com

¢+ Scott, Susan. (2002). Fierce conversations — achieving success at work and in life, one
conversation at a time. New York: Berkley Publishing. ISBN: 0-425-19337-3

++» Stone, D., Patton, B., Heen, S. (1999). Difficult conversations: how to discuss what
matters most. New York: Penguin. ISBN: 0 14 02.8852X

56
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Preparing for January

+* CircleUp Education - Tiffany Hoang

& maximizing generational diversity in our wo
“* Room set up will be different
+** Read short Forbes article for debrief

Pre-Werk

7

** Topics include Equity-ish™ For Local Government Leaders

rkplace

57
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Thank you for today

g e,

e

Pamela Miller
pmiller@millermcg.com

Wandzia Rose

WandziaRose@gmail.com
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