HOW TO IMPROVE YOUR ABILITY TO
UNDERSTAND AND BE UNDERSTOOD



The Spy
Game




Team
Assignment




The Spy
Game




Nearly every situation can be
made better or worse by how
we communicate.




In groups of 2-3 people, discuss:

e What's a recent example of
when you were misunderstood?

e What gets in the way of people
understanding each other?
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ommunication Process
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Transmit s Decoding

e Potential breakdowns:

Vessage

Encoding

v Sender encoding the message.

= Choose your words wisely; align body language & vocal tone

v Transmitting the message.

= “The more sensitive the issue, the richer the medium.”

v’ Receiver decoding the message.

= “Never under-estimate people’s ability to ‘not get it

Il”

o —

B Institutefor
" ‘ Leadership

Excellence S Develapment, Inc.




>Rl > I > | = .l =10:12 PM
<
b ™
| be there

Hello from Lake Zurich!

Would you by chance be
available for a 3:20p

pickup today to O'Hare?
Andy Kaufman

Yes no problem

Great! Thx!
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q Layers of Misunderstanding

Resolving the most challenging
misunderstandings requires us
to get “at the root, which
= stretches beneath rationality,
HOW TO RESOLVE v
OUR MOST EMOTIONALLY beneath even emotions, to the
heart of who you are: your

identity.”

£ 2 Institutefor
" ‘ Leadershi
- EX[-.-I.'-?'”L:.‘TI:ICE&Dﬂuﬂ|ﬂpﬂ“}ﬁ1, Inc.



http://peopleandprojectspodcast.com/148
http://peopleandprojectspodcast.com/148

q It’s Not Just About the Facts

e Tribal mindset
e \ertigo

e Repetition compulsion

HOW TO RESOLVE
YOUR MOST EMOTIONALLY
CHARGED CONFLICTS
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I S

ocial Neuroscience

\ Motivation driving
~ social behavior

e Minimizing threat

e Maximizing reward
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I SCARF Model

NeurolLeadership Institute
www.NeurolLeadership.com

= |nstitutefor

[
¢ \Leadership
s, "\ Excellence SpDevelapment, Inc.




I SCARF Model

¢ Status
¢ Certainty
e Autonomy

e Relatedness

® Fairness
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I SCARF Model

. ® Status
How might |
elements of this ® Certainty
model impact * Autonomy
your ® Relatedness

communication? |
® Fairness
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Breakdown the
Scene

Let’s Do Lunch! V" Do NoHarm
Invest in Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene
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' Let’s Do Lunch!

Investin
relationships

Action!
Direct the new
interaction

) “I know from my own experience having Cathy Salit as a
teacher that her lessons can be life-changing. This remarkable
book will electrify your work and enliven your soul.”
PIN

PERFORMANCE
BREAKTHROUGH

K Yeadicad Approncin
Ao Suceess ak Wovk_

E CATHY SALIT i
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Model Premise

Do No Harm
Clarify Goals and
Objectives

“Every
Interaction is a
performance”
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eeeeeeeeeeee dvantages?

relationships Objectives

interaction

e Allows a step back

77—~ *Becoming Principle™

PERFORMANCE e “Try on” approaches
BREAKTHROUGH

ki Mg and behaviors

E CATHY SALIT ;
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oncerns?

Do No Harm
Clarify Goals and
jectives
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nvestin
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interaction

e |sn’t it faking?

?§ e That’s not who | am!

et lesson:
I electrify
PINK,

PERFORMANCE .
BREAKTHROUGH e Authenticity
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4o Success ak Wovk

E CATHY SALIT i
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BS
Breakdown the

Scene

Let’s Do Lunch! : ¥ Do NoHarm

Investin Clarify Goals and
relationships Objectives

\

Action!

Take 2
Direct the new

Draft a new scene

interaction
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BS

i te Breakdown the Scene

Scene

e Elements of Story
v'"Who's involved? (characters)
v'"Where is the interaction? (setting)

v'"What's the backstory? How does the
story get played out? (problem/conflict,
inciting incident, sub-plots)
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q Start With You

e Learn to detect when
you're feeling:

v'Adversarial. Magnifying
A A differences, minimizing
HOW TO RESOLVE Simila rities

YOUR MOST EMOTIONALLY

CHARGED CONFLICTS v'Self-righteous. Not only right,
but morally superior

v'Closed. Apt to critique and
condemn instead of listen
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BS

| Breakdown the Sta rt With YOU

Scene

e Be careful about the stories you tell
yourself

We have a tendency to explain

the behavior of others in terms of
character rather than context.
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BS

Breakdown the Sta rt With YOU

Scene

_~ e Pay attention to the
PN, "‘”*\q% story
g # v'Who's the victim?
@ | v'Villain?

v'Hero?

in Three Slmplc Stcps

DONNY EBENSTEIN
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I It’s Not Just About the Facts

THE
10th ANNIVERSARY EDITION NEW. YORK

i “Difficult conversations
are almost never about

Difficult getting the facts right.

et

WHAT WATTERS HOST conflicting perceptions,
Updated with Answers Lo the 10 Most Frequenlly Asked

Queslions About Difficult Conversations i nte r p reta t i O n S’ a n d
DOUGLAS STONE = BRUCE PATTON = SHEILA HEEN Va | u e S . ))

OF THE HARVARD NEGOTIATION PROJECT
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I Diagnhose Their World

ALLAN R. COHEN DAVID L. BRADFORD

One of the most
Important steps in
influencing without
authority is to
“diagnose the world of
the other person.”

SECOND EDITION o THE CLASSIC WORK

How to Lead People
Who Don’t Report to You

How to Build Effective
Relationships and Create Allies

How to Influence Your Boss,
Peers, Clients, and Other Partners

< INstituteor
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I Help Me Understand

THE
10th ANNIVERSARY EDITION NEW. YORK

TINES
BUSINESS
BESTSELLER

Difficult
Conversations

HOW TO DISCUSS
WHAT MATTERS MOST

Updated with Answers o the 10 Most Frequently Asked
Questions About Difficult Conversations

DOUGLAS STONE = BRUCE PATTON = SHEILA HEEN
OF THE HARVARD NEGOTIATION PROJECT
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“The single most important
thing [you can do] is to
shift [your] internal stance
from ‘l understand’ to
‘Help me understand.’
Everything else follows
from that....”




BS

i te Breakdown the Scene

Scene

e Don’t skip this step

v'Consider the story that’s being
played out

v'Start with you, realizing you’re
likely biased in your understanding
of the story
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BS

Breakdown the
Scene

Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and

relationships Objectives

Action!
Direct the new
interaction

Take 2
Draft a new scene

B Institutefor
" Leadership

Excellence S Develapment, Inc.




Do No Harm

Clarify Your Goals and
" Objectves Objectives

£ Institutefor “First, do no harm.”
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I Goal: Improve the Relationship

BREAKTHROUGH

X Rodicad Approaci
\ Ao Success ak Wavk |

CATHY SALIT
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“Approach conversations
as opportunities for growth
and relationship-building.”

Your goal: The
relationship is stronger
on the other side of the

Interaction.
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I Lesson from Improv

& “I know from my own experience having Cathy Salit as »
y 4 teachor that her lessons can be life-changing. This remarkable @
',"/ book will electrify your work and enliven your .

nd enll
DAN To Sell Is Muma

ERFORMA

Improv Tenet #2

NCE

BREAKTHROUEGH Make the Other Person

K eadical Aypproach Look Good
\ Ao Success ak Wavk |

N\, CATHY sALIT /
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Clarify Your Goals and

Do No Harm

Clarify Goals and

Objectives 0 bjECtiVES

e Before you continue
v’ Get specific

v"What does success look like?

e Make it better
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BS

Breakdown the
Scene

Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and

relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene
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| Take2 Draft a New Scene
e Elements of Story

v'Characters? (Who to include—and not)

v'Setting? (Location, medium)

v'Script? (How to best achieve the goals
and objectives)

B Institutefor
' F.Eﬁ:]d%"l;Sth I
F ~xoelence Jeng :]I:l-ll"rﬂ_ .




e Draft a New Scene

Draft a new scene

e What are some examples of things you
can do differently to better ensure
understanding?

v'"When you’re trying to understand

v'"When you’re trying to be understood
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I Rehearse the Revision

e Consider practicing the

// “I know from my own experience having Cathy Salit as »

47 [ [
V 4 toacher that ber lessons can be life-changing. This remarkable
‘3.“' book will electrify your work an
~DANIEL H

ERFORMANGE | Try on some alternatives

BREAKTHROUGH |
K padicad Apprnckh. | ® HOW might the

Ao Success ak Wavk |

CATHY SALIT /

characters react?
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e Draft a New Scene

Draft a new scene

e Take the initiative to change the
Interactions

v “Simply by changing your own
behavior, you gain at least some
influence over the problem.”
Doug Stone
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BS

Breakdown the
Scene

Let’s Do Lunch! V¥ Do NoHarm

Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2
Draft a new scene
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Action!

Direct the New
M Interaction

e Director and performer

“1 know from my own experience having Cathy Salit as a
teachor that her lessons can be life-changing. This remarkable

PR;(]MANBE | e Watch for ‘offers’

BREAKTHROUGH

xedicad Aemck. | © Adjust as necessary
Av Suceess ak WML,«&

CATHY SALIT

-DANIEL M , authos
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BS

Breakdown the
Scene
< |
Let’s Do Lunch! - Do No Harm
Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2
Draft a new scene
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Let’s Do Lunch!

Invest in Relationships

relationships

e Everything comes down to
relationships

* Need to be actively, intentionally
building trust
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i

~ Let’s Do Lunch!

Invest in Relationships

relationships

ACT LIKE

A LEADER, ”Lazy and

THINK LIKE

A LEADER narcissistic
‘ networks”
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Example
Cindy: The Tough Boss

BS

Breakdown the
Scene

Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene




Example
Sam and Bill: The Hating Stakeholders

BS

Breakdown the
Scene

Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene




Example
Rhonda: The Rambling Emailer

BS

Breakdown the
Scene

Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene




What'’s Your Example?

Talk through a communication scenario

BS

Breakdown the
Scene

~ Let’s Do Lunch! ¥ Do NoHarm
Investin Clarify Goals and
relationships Objectives

Action!
Direct the new
interaction

Take 2

Draft a new scene







HOW TO IMPROVE YOUR ABILITY TO
UNDERSTAND AND BE UNDERSTOOD



