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 Survive and Thrive After a
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 Deborah Good
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 Meet the Presenter
 • Deborah Good
 • Clinical Assistant Professor
 • Business Administration,
 Organizations and
 Entrepreneurship
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 Objectives of this Webinar
 • To understand the reasons why we avoid
 difficult conversations
 • To understand the key phases of a difficult
 conversation
 • To understand the steps that allow parties
 to thrive after difficult conversations
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 Difficult Conversations
 • Fact of life in business, but managers and workers avoid due
 to
 *Concern with stress and health issues
 *Concern with self esteem issues
 *Concern with relationship issues
 • Do It, Don’t Dodge It
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 Consider These Scenarios
 • Maria has accepted a position at another
 company but can not seem to bring herself
 to inform her boss who is her long time
 mentor
 • Nancy wants a pay raise that reflects the
 outstanding work she has provided her
 company over the past four years
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 Three Stages of Difficult
 Conversations
 • Preparing for the conversation
 • Holding the conversation
 • Thriving after the conversation
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 Preparing for the Conversation
 • Difficult conversations occur because of
 perception
 • Difficult conversations are laden with
 emotion
 • Difficult conversations are “I”-centered
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 Difficult Conversations:
 Perception
 • “They are the problem” because what we
 see makes sense
 • Stories differ due to
 Differences in information held
 Differences in what we “see”
 Differences in how we interpret what we
 “see”
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 Difficult Conversations:
 Feelings
 • Feelings matter
 • Often interpret intentions from
 assumptions
 • Also interpret intentions from physical
 observation
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 Difficult Conversations:
 Preparation Tips
 • Reflect on the problem before having the
 conversation
 • Recognize the situation has two
 perspectives
 • Develop questions to ask about the
 situation
 • Acknowledge feelings on both sides
 • Recognize your “fear” of the situation
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 Holding the Difficult
 Conversation
 • Max’s personal hygiene is lacking and is
 impacting others in the office
 • Gerald is a buyer for a retailer’s e-
 commerce division who does not account
 for the time needed by another department
 to write copy and place items on the
 website with his consistent last minute
 ordering
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 The Difficult Conversation
 • Frame the story from both sides
 • Express feelings in context
 • Listen to yourself as well as the other party
 • Choose words carefully
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 Tips for the Conversation
 • Understand, don’t judge
 • Describe your feelings in the context of the
 problem
 • Don’t try to control the other party
 • Listen as much as you talk
 • Choose words carefully but don’t rehearse
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 The Conversation: Listening
 • When listening, don’t talk
 • When listening, make eye contact
 • When listening, don’t prepare your
 response
 • When listening, show it by paraphrasing
 what was said by the other party
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 The Conversation: Word Choice
 • Move from the “I” perspective and its
 implications; be “you” centered
 • Avoid words that suggest “absolutes” or
 “extremes” (e.g. right/wrong)
 • Describe scenarios as an outside observer
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 Thriving After the Difficult
 Conversation
 • Mario’s performance on the financial
 measures was excellent but his customer
 service was not. He will not receive a
 raise this year.
 • Three individuals in your department have
 told you about uncomfortable, hostile work
 environments created by Gordon’s off-
 color language and offensive joke telling
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 Thriving After the Difficult
 Conversation
 • Review the conversation and learn from it
 • Recognize closure in the problem incident
 • “Wipe the slate clean”
 • Be a consistent observer
 • Set expectations clearly and monitor them
 regularly
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 Tips on the Difficult
 Conversation
 • Do it, don’t dodge It
 • It’s not just about you
 • Don’t vent, be sincere
 • Don’t assume, ask
 • Be professional
 • Be genuine
 • Solve a problem, don’t try changing a person
 • Learn and move on
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 Joseph M. Katz
 Graduate School of Business
 • Offers MBA programs in multiple formats:
 – Full-time MBA
 – Professional MBA
 – Executive MBA
 – Joint- and Dual-Degrees
 • Other program offerings: Specialized Master’s (MS), MS in Pharmacy
 Business Administration, and PhD degrees
 • More than 23,000 alumni in nearly 90 countries
 • Second-oldest executive education program in the world
 • Five academic centers in specialty areas
 – David Berg Center for Ethics and Leadership, Healthcare Management,
 International Business, Supply Chain Management, and Brand Management
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 EMBA Worldwide Overview
 • 18 months in duration
 • 48 academic credits; identical MBA degree across two locations
 • Complete a total of four Global Executive Forums
 • Classes in Pittsburgh are held on alternating weekends (Friday and
 Saturday every other weekend)
 • Classes in São Paulo are held once per month
 (Wednesday through Sunday)
 • Tuition includes:
 • University fees, books and course materials, select meals, and
 hotel accommodations at the Global Executive Forum
 • Next Katz EMBA Worldwide class begins in May 2018
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 Katz-UPMC EMBA Healthcare
 Program Overview
 • 19 months in duration
 • 48 academic credits
 • Curriculum infuses healthcare into every business course and there
 is a practicum experience
 • Classes are held on Friday and Saturday, with a portion of classwork
 offered through guided study and distance learning
 • Tuition includes:
 • University fees, books and course materials, and select meals
 • Next Katz-UPMC EMBA Healthcare class begins in May 2018
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 Enhance Your Career
 • According to 2012 Executive MBA Council Student Benchmarking
 Survey
 – EMBA graduates received a 17.3% average salary increase
 – 60% would recommend program to friend or colleague
 – 54% would support the program as alumni
 • High Return on Investment
 – Managerial development, promotions and advancement, and
 greater international mobility
 • Career support from Executive in Residence Ned Sherry
 – Former President and VP of large manufacturing
 corporations
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 Experience the Katz Difference
 The Katz EMBA programs are a comprehensive experience in
 business management, where you will gain:
 • The confidence to embrace change and adapt to new challenges
 • Fluency in the language of business
 • The functional skills to think and act more strategically in your organization
 • The tools to effectively manage and lead others
 • The ability to leverage your network into a more successful career
 Are you ready? You can be.
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