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Glossary of Terms

Candor:  
Honesty or directness, whether refreshing or distasteful.  

Coaching
Telling someone something that they may not want to hear, in a way that

Conversation:
they can take it, so that a break through or change can occur.    

Conflict:
A gap between what is and what is expected.    

Emotional
How one handles oneself and their relationships.    

Intelligence:

Emotional
When negative emotions – especially anger, anxiety, or a sense of futility 

Hijacking:
- disrupt what we are doing, hijacking attention from the task at hand.  

Fact:

What actually happened in a given situation.  

Finding: 
Our interpretation of what we think facts mean and how they make us feel.  

Fiction:

The “story” we tell about reality that is part fact, part finding.  

Impulse
The ability to keep from acting in ways that we might regret.   

Control:

Reality

The ability to identify that which is actual, as apposed to imaginary or

Testing:
idealized.  

Strengths:
The skills, attributes and competencies that make us effective.  

Trigger: 
A stimulus that sets off an automatic action, process or series of events.  

Vulnerability:
Being left exposed to something that can cause undesirable outcomes or



consequences.  

Communication: Emotional Intelligence

Three competencies required for Leadership Success:

· Technical/Analytical Competence – The ability to perform our assigned tasks with a high degree of skill, accuracy and speed.   The ability to identify, analyze and solve problems with incomplete information and uncertain conditions.  

· Interpersonal Competence – The ability to influence and interact with people at all levels of the organization in order to achieve the project team’s goals.   The ability to understand others, and be understood by them.  

· Emotional Competence – The ability to identify and monitor one’s own feelings and behaviors.   The ability to give and receive difficult feedback without guilt or defensiveness.   The ability to feel empathy.   The willingness to be accountable for our “piece” of any situation.   The ability to not get “hooked” when others get triggered.   The ability to get over things and let them go.  

The Purpose of the “Difficult” Conversation: To tell someone something they may not want to hear, in a way they can take it, so that change can happen.  

The Five “Primary” Emotions:

1. Mad

2. Sad

3. Glad

4. Hurt

5. Fear

Three Alternatives for when we are in Conflict:

1. Bring it up

2. Give it up

3. Store it up

Conflict Management: Impulse Control

Managing our Triggers

What happens to us when we get in conflict?

We Get Triggered.  

Why do we get triggered?

Because we all have filters: expectations of others, expectations other’s have of us, expectations we have of ourselves, preferred methods for doing things, points of view, desire for control, old hurts and disappointments, people lacking skill and ability, different ways of communicating, people questioning our decisions, decisions that we do not agree with, worries, unwillingness to act, competing demands on our time, behavioral patterns of our own, behavioral patterns of others, lack of follow-through, unrealistic deadlines, missed deadlines, things left unsaid, needs, wants, sensitivities, stresses, self-doubts, regrets, etc.   that are unique to us.  

Our filters cause our emotions to escalate, which then impacts our interactions.  


What filters can cause you to get triggered?

Who or what conditions can intensify the trigger?

What emotions kick in when you are triggered?

Three times that we can Catch our Triggers:

1. After the fact

2. While they are happening

3. Before they get set in motion

Ways to Know if we are Getting Triggered:

1. Breathing becomes more rapid

2. Body language, facial expressions, gestures change

3. Emotions intensify

4. “Head Chatter” starts

5. Judgments begin

6. “Fight or flight” response occurs

Four Levels of Awareness

Unconscious Incompetence

Conscious Incompetence

Conscious Competence

Unconscious Competence
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Ground Rules for Conflict Interactions

· Say what you mean

· Get to the point quickly

· Leave nothing relevant left unsaid

· “Up” the listening

· Deal with your emotions when they are triggered

Characteristics of an Effective Interaction

· Uses descriptive rather than evaluative language

· Asks the right questions

· Listens for facts

· Speaks the difficult along with the easy

· Stays neutral in tone of voice and body language

· Conducts an inquiry, not an inquisition

· Gives feedback that is specific, timely and non-judgmental

Forms of Resistance That Prevent Us From “Hearing the News”

· Justifying

· Confusion

· Arrogance

· Rebellion/Cynicism

· Emotionalism
Conflict Management: Reality Testing - Communicating Accurately

Fact, Finding and Fiction: Communication is made up of the facts, our interpretations of those facts, and the “fiction” that we generate from combining facts with interpretations.  

Fact: What actually happened.  

Finding: Our interpretation of what it means and/or how it makes us feel.  

Fiction: The story we tell about reality.  

 Coaching: Skills and Attributes

Skill








1. Listening Accurately

2. Asking the useful questions

3. Getting to the point quickly enough

4. Being clear and descriptive

5. Bringing up the “real” issues

6. Saying things in a way that people can take it




Coaching: Developing Candor




          Attribute
1. Vigilant

2. Level headed

3. Straightforward

4. Uncomplicated

5. Gutsy

6. Tactful

The challenge of being candid is in learning to say:

The right thing

To the right person

At the right time

For the right reason

In the right way

When evaluating when to be candid, ask yourself:

1. What’s good for the business?

2. What’s good for the project?

3. What’s good for an individual?

4. What’s good for me personally?

Planning for a Candid Conversation:

1. I need to be candid with whom, about what?

2. Describe the specific change you would to see happen: From what to what?

3. Facts that I currently know:

4. Facts that I need to determine:

5. Interpretations I am making:

6. Reactions I might anticipate based on experience:

Requirements for Productivity:

1. Knowledge of what to do, why to do it, and how to do it

2. The skill and ability required to be competent

3. The time and resources necessary to get things done

4. The freedom to act

5. The willingness to act

6. Enough of the right kind of feedback
Feedback:

1. Specific

2. Timely

3. Non-Judgmental

Start Doing, Stop Doing, Keep Doing:

In order for feedback to be effective, it must be specific, timely and non-judgmental

For us to work more effectively together, I would like you to start doing….  

For us to work more effectively together, I would like you to stop doing….  

For us to work more effectively together, I would like you to keep doing….  

For us to work more effectively together, I will start doing…

For us to work more effectively together, I will stop doing….  

For us to work more effectively together, I will keep doing….  

Communication, Conflict Management and Coaching:

On-going Development

1. Does your attempt at communication ever get hijacked by any of the following?

· Defensive body posture or tone

· Eye rolling

· Cutting other off

· Name calling

· Emotionality

· Sighing

· 
Tongue clicking

· Head shaking

· Screaming

· Sarcasm

· Pouting

· Cursing or inappropriate language

Which of the following behaviors that can impact your interactions do you see in yourself or have others given you feedback that they see in you?

Denial:
Being unaware of our behaviors.   Not being able to see in ourselves what others can see in us.  

Censoring:
Using a lot of “shoulds” and “shouldn’ts” about how people feel, think, act, believe, etc.  

Passive Aggressive: Being passive when you first encounter things you do not like and the aggressive later when the event has passed.  

Gunnysacking: 
Keeping a running list of “issues” we have with someone without ever bringing them up or letting them go.  

Rescuing: 
Letting people off the hook for things that are their responsibility.   Feeling embarrassed for others when they are given feedback.  

Manipulation:
Trying to get your needs met indirectly, often saying one thing while meaning another.   Making things up to get what you want.  

Projection: 
Deciding what someone else thinks, feels, wants, intends, etc.   without checking it out with them

Over Controlling: 
Not “letting go” of an idea, method, plan, etc.   of what must be done and how.   Appearing too rigid.   Getting impatient when others won’t go along with you.  

Rationalizing: 
Finding ways to justify every action, belief or behavior.  

Defensiveness:
Taking criticism too personally.   Feeling “attacked” when others disagree.  

Shutting Down: 
Clamming up, getting quiet, refusing to engage either verbally or through body language.   Using silence to punish people.  

Delivering Effective Feedback

Name:



Date:

Things you should know about giving critical/difficult feedback to me:

Setting – Where I prefer to receive feedback.  

Timing – When I prefer to receive feedback.  

If you want to give me critical/difficult feedback make sure you….  

You can “trigger” my hot button by…

I will probably react by….  .  

After you deliver your feedback, I will probably want to….  .  
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