
Turning 
Disagreements 
into Dialogue



Crucial Learning



human.



Crucial Conversations Book



Video with Anya and Kim



What makes a conversation crucial?



COMMON RESPONSE
Watch how Anya responds. What would you call her approach? 
What will be the outcome?



Costly Conversations

COSTLY 
CONVERS
ATIONS
WHY EMPLOYEE COMMUNICATION 
WRECKS YOUR BOTTOM LINE



Disagreements

DISAGREEMENTS HAPPEN 
IN ALL OUR 
RELATIONSHIPS,
BUT SOME ARE MORE 
CRUCIAL THAN OTHERS.

At work, the top Crucial Conversations people admitted to avoiding were:



INSTEAD OF SPEAKING UP, 
WE FIND ALTERNATE WAYS 
OF RELEASING OUR 
FRUSTRATION

These replacement behaviors usually aren’t helpful or constructive.



THE COSTS OF 
CONVERSATION FAILURES



OUTCOMES OF SILENCE

1More
stress 2More

time-wasting 3Lower 
morale

4Lower 
productivity



Health of a relationship



HOW TO GET 
STARTED1. Reverse Your 

Thinking
2. Change Your 

Emotions
3. Make Others’ 



Reverse 
Your 

Thinking



When a conversation turns crucial



Fool’s Choice



Problem. Solution.



The Solution: Mastering Dialogue



Change 
Your 

Emotions



How does this make you feel?



Problem. Solution 2.



The path to action



First, you see or hear

You’re working on a report, and your manager checks up on you 
three times in one hour, offering suggestions.

Chat
What story might you tell yourself?



Second, you tell a story

You decide your manager is questioning your capabilities. Your manager 
doesn’t believe you can complete the task on your own.

Chat
How would this make you feel?



Third, you generate a feeling

You feel hurt, defensive, and angry. Your manager obviously hasn’t paid 
attention to the other reports you’ve submitted perfectly in the past. 

Chat
How might you act?



Fourth, you act

You ignore your manager’s suggestions and spend time complaining to 
coworkers about their management style.



Chen’s path to action



But what if…



Stories are key because…



The downward spiral



Make 
Others’ 

Feel Safe



How safe would you feel?



How safe would you feel discussion



The point



HOW TO MAKE IT 
SAFE
Use your Leadership Blinker



TURN 
DISAGREEME

NTS INTO 
DIALOGUE

1. Reverse Your 
Thinking

2. Change Your 
Emotions

3. Make Others’ 
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