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HOW TO SAY WHAT

NEEDS TOBESAID
WITHOUT DESTROYING TRUST /

PREPARE WITH CLARITY

LISTEN WITH RESPECT

SPEAK WITH COURAGE

RESOLVE WITH INTEGRITY

BUILD STRONGER RELATIONSHIPS

“ ‘ THE BEST LEADERS DON'T AVOID

THEY LEAD THEM.




THE

THE CONVERSATION

AVOIDING

Every leader has conversations
they know they need to have...
but keep putting off.

Avoiding the hard conversation
doesn’t protect the relationship.

THE HIDDEN COST OF AVOIDANCE
TRUST ERODES

Silence creates doubt,
distance, and disconnection.

STANDARDS DROP

Problems grow bigger while
expectations get smaller.

RESENTMENT BUILDS

People feel unseen, unheard,
and undervalued.

CONFUSION SPREADS

No one knows where they stand
or what's expected.

OPPORTUNITIES DIE
Issues left unaddressed
become opportunities lost.

PLAYBOOK

4/

LU

COURAGEQUS LEADERS ADDRESS WHAT MATTERS.

7  YOUR FIRST STEP

Think about the conversation
you've been avoiding.

Who do you need to talk to?




THE | CONVERSATIONS PLAYBOOK "

KNOW WHAT

=

TRYING T0 SOLV

Most conversations go off the rails
because leaders don't take the time
to get clear on the real issue.

Clarity is the difference between
creating change or creating chaos.

Before you open your mouth,
get clear on what you're trying .
to solve and why it matters.

ASK YOURSELF:

WHAT IS THE REAL ISSUE?
Get to the root, not just the

symptom.

WHO IS IMPACTED?

Understand the people and
dynamics involved.

WHAT OUTCOME DO | WANT?

Define what a win looks like :
before the conversation starts. YOU CAN’T LEAD A
WHY DOES THIS MATTER? CONVERSATION YOU HAVEN'T
Connect it to values, standards, THOUGHT THROUGH.
and the bigger picture. ' I'Y BEFORE CONV
WHAT WILL SUCCESS REQUIRE?
Be honest about what needs to
change and who must commit. A =
i B
LEADERSHIP ACTION STEP
Write down the real issue you need to address. The more clarity you have before
Be specific. Then write down the outcome the conversation, the more impact
you want and why it matters. you'll have during it.
% o




THE

PREPARE

WRITING
LL L

A script makes you sound rehearsed.

a

Presence makes you heard.

Preparation isn’t about what you’ll say.
It's about how you'll show up.

Clarity, calm, and intent > perfect words.
Focus on the points, not the phrasing.
Lead the conversation—not read it.

PREPARE THE RIGHT WAY:
KNOW YOUR PURPOSE

Why are you having this conversation?
What outcome matters most?

ANTICIPATE, DON'T PREDICT

Think through their perspective
without writing their lines.

STICK TO KEY POINTS

PLAYBOOK

3-5 core points. That's it.
Keep it simple. Stay on track.

PREPARE YOUR MINDSET

Stay calm. Stay open.
Lead with respect, not emotion.

_ PRACTICE HOW, NOT WHAT

Tone, pauses, and presence
matter more than perfect words.

“

YOU DON'T NEED THE
PERFECT WORDS.

\ "

| LEADERSHIP ACTION STEP |
Choose your outcome. Preparation without a script

| List your 3-5 key points. creates authenticity.

| Prepare your mindset. Authenticity creates trust.

| Then step into the conversation Trust creates influence.
ready to listen and lead.

.
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START
RIGHT.

How you start sets the tone
for everything that follows.

Lead with respect. Open with clarity.
Create safety. Then get to the point.

People may forget your exact words,
but they'll never forget how you
made them feel in the first 30 seconds.

START STRONG:
GET THEIR ATTENTION

Make eye contact.
Be present. Eliminate distractions.

SET A POSITIVE TONE

Use a calm, confident voice.
Keep your body language open. j

STATE YOUR INTENT
Let them know what this THE FlRST 30 SECONDS

i ‘ ‘ CAN OPEN DOORS—
INVITE, DON'T ATTACK OR SHUT THEM DOWN.

This is a discussion,
not a confrontation.

CREATE A SAFE SPACE . J

Assure them this is a chance
to talk, not a setup to be judged.

LEADERSHIP ACTION STEP
Plan your opening. A strong start builds trust.
State your intent clearly. Trust keeps the conversation open.
Keep it respectful and focused. An open conversation
Then listen more than you talk. creates real outcomes.
How you start is how it will go. Lead it right from the first word.
~ J




THE

LISTEN

YOU
DECIDE.

The best leaders listen more
than they talk.

Understanding comes before
solutions. Always.

When you listen with intent, you
earn trust, uncover the real issue,
and respond in a way that
actually helps.

LISTEN THE RIGHT WAY:
BE FULLY PRESENT

Put away distractions.
Give them your complete attention.

LET THEM FINISH

Don't interrupt.
Let them speak their full thought.

ASK BETTER QUESTIONS

Get curious.
Dig deeper into what matters.

ACKNOWLEDGE, DON'T JUDGE

Validate their perspective.
Avoid jumping to conclusions.

REFLECT AND CLARIFY

Paraphrase what you heard.
Make sure you truly understand. N

YOU CAN'T UNDERSTAND
THE ISSUE IF YOU'RE
ALREADY THINKING

THEN RESPOND WITH PURPOSE

Once you understand,
respond with clarity and intention.

: LEADERSHIP ACTION STEP
In-your "exlt. Conyersf?ﬁ‘t’"' Reacting too soon leads
commitlolisiening rst to misunderstandings.
Ask questions. 2 ; -
Understand completely. Listening first leads to
Then decide how to respond. bette_r dec.15|0ns, stronger
Listen first. Lead better. relationships, and real solutions.
S
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SAY THE '
CLEARLY.

Respect isn’t about avoiding
discomfort. It's about delivering
truth with clarity and confidence.

Be direct. Be honest. Be calm.
Then let them respond.

Vagueness creates confusion.
Clarity creates movement.

SAY IT THE RIGHT WAY:

BE DIRECT AND SPECIFIC

Get to the point.
Use clear, simple language.

STAY CALM AND GROUNDED

Control your tone.
Don’t let emotion lead.

OWN YOUR PERSPECTIVE

Use “I” statements.
Share facts, not attacks.

CLEAR IS KIND.
/.~ FOCUS ON THE ISSUE VAGUE IS CRUEL.
Attack the problem, AN'T MAKI NiJiesS

not the person. JUIN | MMANLC FCUI

BE SOLUTION ORIENTED GUESS WHAT MA
Offer a path forward.
Don’t just point out the problem. A _

~ INVITE THEIR RESPONSE

Pause after you speak.
Give them space to respond.

-
LEADERSHIP ACTION STEP |
Prepare your key points. Avoiding the hard thing
Speak with clarity and calm. doesn’t protect relationships.
Stick to the facts. Saying it clearly
Make your point. with respect strengthens them.
L Then listen to their response. Clarity builds trust. y




THE PLAYBOOK 5

TURN THE

INTO
RESOLUTION.

The goal isn't just a good conversation.
The goal is a better outcome.

Resolution comes from clarity,
accountability, and follow-through.

End strong. Align on next steps.
Build momentum and trust.
Keep the door open for what's next.

RESOLVE THE RIGHT WAY:
SUMMARIZE THE AGREEMENTS

Recap the key points.
Make sure you're aligned.

SET CLEAR NEXT STEPS ( | | b

Define who's doing what,

bl i ‘ ‘ A GREAT CONVERSATION

CONFIRM COMMITMENT ISN'T MEASURED BY HOW

Get verbal agreement.

 Ownthe commitment. WELL YOU SPOKE—BUT BY

LEAVE THE DOOR OPEN
Let them know you're
available and supportive. L
S R R TR R o,
FOLLOW THROUGH
Do what you say.
Trust is built after the conversation.
e k.
End every conversation with clarity. Unclear endings create confusion.
Align on actions. Confusion kills momentum.
Confirm commitments. Clear resolution creates progress.
Keep the relationship strong. Progress builds trust.
Follow through and build trust. Trust builds leadership.
Turn conversations into results.

8 z
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THE DIFFICULT

PLANNER.

A difficult conversation doesn’t have to

be difficult if you prepare with intention.

Use this planner to think through your

approach, stay focused in the moment,

and create a better outcome.

Clarity before. Calm during.
Resolution after.

PLAN YOUR CONVERSATION:
DEFINE THE PURPOSE

What is the real reason
for this conversation?

IDENTIFY THE OUTCOME

What result do you want
to create?

CONSIDER THEIR PERSPECTIVE

How might they see this?
What do they care about?

KEY POINTS TO COVER

What are the 3-5 main things
you need to communicate?

POTENTIAL OBJECTIONS

What pushback or concerns
might come up?

YOUR RESPONSE PLAN

How will you respond with
calm, clarity, and respect?

NEXT STEPS

What actions will you and they
take after the conversation?

.

~ DESIRED OUTCOME:

PURPOSE:

THEIR PERSPECTIVE:

KEY POINTS TO COVER:

POTENTIAL OBJECTIONS:

MY RESPONSE PLAN:

NEXT STEPS:

LEADERSHIP ACTION STEP

Before your next difficult conversation:
1. Use this planner to prepare.

2. Stay calm and listen first.

3. Speak the hard thing clearly.

4. Collaborate on the solution.

5. Follow through and build trust.

Unplanned conversations

lead to emotion.

Planned conversations

lead to results.

Preparation creates confidence.
Confidence creates influence.

PREPARE
WITH INTENT.
LEAD WITH
RESPECT.
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HAVE THE

Preparation got you here.
Now it's time to lead.

Stay present. Stay calm.
Communicate with clarity and respect.
Focus on the outcome, not the reaction.

Don’t rush. Don’t ramble.
Don’t soften the truth.
Just lead the conversation.

LEAD THE MOMENT:
MAKE EVE CONTACT

Show you're present.
Eliminate distractions.

. USE A CALM TONE

Control your voice.
Keep it steady and confident.

SPEAK CLEARLY

PLAYBOOK

) -l oo .

Use simple, direct language. s
Avoid overexplaining.

LISTEN ACTIVELY

Let them speak.
Don't interrupt.

~ STAYONTOPIC

Keep the focus on the issue.
Don't get pulled off track.

ACKNOWLEDGE EMOTIONS \

YOU CAN'T CONTROL
THEIR REACTION.

It's okay if it's uncomfortable.
Respect doesn’t mean agreement.

LEADERSHIP ACTION STEP

During the conversation:

1. Stay calm.

2. Speak clearly.

3. Listen fully.

4. Keep the focus.

5. Lead the moment.

‘ COURAGE
IN THE
MOMENT

Avoiding the conversation
doesn’t make it easier.
Leading it makes
everything after it easier.
This is where leaders
separate themselves.

10




