
 

 

How Comfortable are you with engaging your 
employee with  the Firece Conversation? 

 

To gauge your comfort zone select one of the descriptions that best 
describes how you feel at this time. 

Bar Scoring Scale 
Not 
comfortable at 
all 

Not 
comfortable 
but willing to 
try slowly 

Not 
comfortable 
but willing to 
proceed with 
the 
conversation 

 
Comfortable  
with some 
reservation 

 
Comfortable 
with no 
reservation 

 
Experienced 
in using the 
fierce 
conversation 

Don’t 
Know 

1 2 3 4 5 6 0 

 

 

 

1.  What scares you about the fierce conversation? 

 

 

 

 

 

 

 

2.  What excites you about the fierce conversation? 



 



 

     Communication 
Skills for coaching 

 
Skill # 1:  Open Ended Probing Questions 
 
 Situation:  
 
You have an employee who has been in your department for six months.  He has 
an excellent work performance record except for one behavior.  He reports into 
the office late three days out of five.  He’s demonstrating no solid pattern; his 
tardiness is inconsistent and unpredictable yet three days a week he is late 
anywhere from 10 minutes to a half hour.   Due to his unpredictability the office 
routine is disrupted sufficiently that work around activities are occurring more 
frequently to deal with his absence.  
 
Gentle reminders regarding start time policies seem to have very little affect on 
his behavior.   He comes in on time after the reminders yet quickly falls into his 
late to work habits once again.  
 
You have decided to employ coaching to hopefully get him to change, as you do 
not want to let him go but if nothing changes you must discharge him. 
 
You schedule a meeting with him, after initial conversation it is time to go to work, 
starting with asking open ended questions to determine what is causing this 
behavior. 
 
 
Exercise: 
 
Pair up with a fellow attendee then take turns developing  open-ended questions 
to determine the root cause. 
 
 
 
Remember phrase it as an open-ended question, and each question builds upon 
the previous question.  Be sure to use a “Tie Down” each time.  (see below for 
Tie Downs) 
  



The Tie Down 
 
A “Tie Down” is a statement which asks the customer to agree by asking a 
closed question at the end of a paraphrase or reflective paraphrase.  The benefit 
of asking tie downs is that you are confirming that:  

1.  The direction you are heading is the same direction the customer is heading 

2.  It helps the customer begin the decision-making process 

3.  It gives the customer an early opportunity to redirect the alternative solutions  

4.  Begins a cycle of agreement that helps the customer commit to the order. 

Examples of Tie downs 

1. Isn’t it? 

2. Doesn’t it? 

3. Hasn’t he? 

4. Haven’t they? 

5. Don’t you? 

6. Didn’t you? 

7. Shouldn’t we? 

8. Couldn’t we? 

 

Exercise: 
   
Go back to the probing exercise and insert after each probing 
question a closed ended question and if applicable a tie down. 

 
 

                     



                              
Skill # 2:  Active Listening 
 
Many coaching efforts may begin as an attempt to debate the issue with both 
sides trying to “outtalk” the other side.  The volume and intensity escalate 
dramatically and before anyone knows it the debate has turned into a full blown 
misunderstanding headed towards an argument with nothing being resolved.  
What happened?   Along the way everyone stopped actively listening to each 
other. 
 
Active listening prevents this from happening or if it does happen actively 
listening allows tension to subside and constructive behavior returns.  The first 
step in active listening is “Showing understanding” 
 
These are the simple steps to start “Showing understanding”:   
 
1.  Shift your attention to the speaker:   Instead of thinking of counter arguments, 
turn your attention to capturing what the other person is saying.  Don’t try to 
agree or disagree.  Focusing on exactly what the other person means is the key. 
 
2.  Provide verbal feedback to check understanding:  After you’ve heard the other 
party’s message use the active listening tools of “Paraphrasing” or “Reflective 
paraphrasing” 
 
Paraphrasing:  Repeating the main ideas of what you’ve heard using your own 
words. 
 
Reflective paraphrasing:  Explain the feelings that you’ve detected with the 
main idea. 
 
Try to summarize using only one sentence to give feedback.  Then by using a tie 
down phrase such as “is that right? Or Did I get that right?” after the sentence.  A 
“Tie Down” is a statement which asks the coached to agree by asking a closed 
question at the end of a paraphrase or reflective paraphrase.   
 
 
3.  Gain confirmation before moving on.   Get them to tell you “yes your right” or 
“No you’re not”.  If yes move on, if no ask them to tell you again.  The benefit of 
asking for confirmation is that you are safeguarding that you both are moving in 
the same direction. 
 
 
Tip:  Maintain a sincere and nonjudgmental tone. 



 
Exercise #1:   Two people from different departments (if possible) 
 
Each will think of a short story of conflict past or present.  Each will first write 
down 1 major point you want the other person to understand through 
paraphrasing and also 1 major feeling attached to that point. Do not show these 
to the other person. You will then take turns telling the story to each other.  Using 
paraphrasing and reflective paraphrasing the listener will try to determine the 1 
major point and 1 major feeling.  The listener will write down what they think 
those points are.  Then compare the two lists to see how accurate the listener 
was. 
________________________________________________________________________ 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Skill # 3: “Describing” 
 
This skill is used to report the concerns or problems that have been seen or 
experienced to gain understanding.   Misunderstanding arise because 
communication can be become to general, to personal and an expression of 
opinion that is destructive rather than something factual which can be understood 
and corrected which is constructive. 
 
Opinion based:  Destructive                 Observation based:  Constructive 
 
Key guidelines: 
 
1.  Focus on the issue:  State the issue or topic upfront and clearly. e.g “I have 
some concerns about . . . .”   
 
2.  State observations:  State the observations as you saw them without 
judgment or interpretation of someone actions.   
 
3.  Provide specifics:  Give concrete description of the behavior that occurred, 
avoid being general or vague.  You are seeking clarity, so provide detail. 
 
4.  Be straightforward, direct and sincere.  That’s the best way to give a message 
when dealing with a concern.  Get straight to the point.  
 
Tip:  Don’t use “but” when describing – the word “but” negates the sincerity 
needed in the message. 
 
 
Exercise # 2:  Two people not traveling to class in the same car. 
 
Each person is to think of an instance that occurred during the drive to class 
which they thought was dangerous, inconsiderate or just bad driving by someone 
else on the road this morning.  Pretend you are addressing the driver of the other 
car, by telling them of your observation.  Also ask them what they could do to be 
more careful. 
 
 
 
 
 
 
 
 

 



Skill # 4: “Stating feelings”:  Stating your feelings describes 
the emotion you feel about a situation.  The best time to say how you 
feel is right after you’ve described your concerns about a work situation. 
 
Guidelines: 
 
1.  Own the feeling:  Use the words such as, I, me or my to indicate that the 
emotion felt is yours. 
 
2.  Identify the emotion:  Name the emotion you are feeling about the situation.  
e.g. frustrated, angry, happy, elated etc. 
 
3.  Be constructive:  Choose your words carefully, be sincere which makes it 
constructive, instead of venting and whining. 
 
4.  As needed, explain the basis of your feelings:  Be brief, explaining your 
feelings in two or three sentences at most. 
 
 
Tip:  Trying using this format to help you state your feelings: 
        “Because of (what happened), I felt (your emotions).”    
 
Be sure to stick to issues and actions when you explain your feelings.  
Avoid making assumptions about the other person’s attitude or motives. 
 
 
Exercise # 3:  Same two people in exercise #2  
 
Using the same observation used in exercise # 2 state your feeling to the other 
person who is playing the role of the driver of exercise #2.  Reverse roles.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Skill # 5:     Becoming an Assertive communicator 
 

The 3 Part Assertion Message exercise 
 
The assertive communicator is able to send an assertive message with the goal 
of altering a negative or destructive behavior being exhibited by another without 
(1) diminishing the others self-esteem and (2) damaging the existing positive 
portion of the relationship (3) escalating defensive emotion and actions. 
 
How is this done?   With a 3 Part Assertion Message 
 
The 3-part assertion message focuses on getting someone to change a negative 
behavior by communicating to them what behavior you want changed and why.  
As the name implies it has 3 parts and each part is important and builds upon 
each other.  The message must be clear and accurate and said in only ONE 
SENTENCE. 
 
Part 1:  A specific description of the behavior 
 
Part 2:  A specific description of how you feel about the behavior 
 
Part 3:  The effect of the behavior on you  
 
* Example: 
 Part 1:  Behavior observed (Describing) :  When you don’t clean the counter 
after making snacks,    
 
Part 2:   Feelings: I feel annoyed 
 
Part 3:   Effect of the behavior: Because it makes more work for me. 
 
 
*Template for the 3-part assertion message:  Use this template to begin 
developing your message: 
 
“When You  (state the behavior)”   “ I feel (disclose your feelings )”  
“Because (clarify the effect from your life” 
 
 
Practice developing this sequence as a way to become more 
assertive yet constructive and collaborate in your interactions.  
 
 
*  excerpted from People Skills, Dr, Robert Bolton, Touchstone Books 



Skill # 6:  Win / Win Negotiations Communications   
                       Skill 
 
 
The word that has one of the most negative impacts is the word NO. 
 
It is such a word that immediately causes pain, anguish and defensive behavior 
from anyone hearing that word.   In negotiations the word NO is avoided because 
of it’s negative tone. 
 
Expert negotiators instead of saying NO, use a phrase called the “Redirection 
phrase”. The purpose of this phrase is to create a win / win situation by gently 
redirecting what can be done and what cannot be done without using the word 
NO. 
 
The redirection phrase is as follows: 
 
 “I can’t to that but if you do this, I can do that” 
 
 
Exercise:     Think of a situation that you recently had to say NO to someone.  
Now try to use the redirection phrase instead of the word NO, and see how that 
might change the outcome of the situation. 
 



Mental warm up #1: 
 
Connect all 9 dots with 4 straight lines without lifting your pencil. 
 

 
 
 
Mental Warm up #2 
 
With one line change the following so that 9 becomes a 6 
 

                                  IX 
 
Mental Warm up #3 
 
The following sentence contains 3 errors – find them: 
 
Their are three (3) spelling or punctuation mistakes in this, sentence. 

 
Mental Warm up #4: 
 
51, 48, 45, 72, 6, 62, 32, 12, 20, 24 
 
The above numbers are listed based on a sequence, using that sequence 
which one of the following numbers would follow 24. 
 
83, 0, 103, 9 
 
Mental Warm up #5: 
 
You have a quarter and a sheet of paper.  The paper has a hole that 
measures one fourth the size of the quarter.  You are to pass the quarter 
through the hole without tearing the paper.  Describe how you would do it.  





 

 

Test your knowledge on Feedback by answering the 
following two survey questions*. 

 

Question One: 

In general, how much feedback do people think they get to improve their 
job performance and manage their career growth?   

 

SELECT ONE: Circle your choice 

 

A.  More than enough. 

B. About the amount they say they want. 

C. About the amount they say they need. 

D.  Enough; about the right amount; sufficient. 

E.  Less than they want and need to grow and develop. 

 

 
*excerpted from: 100 Things You Need to Know:  Best People Practices for Managers & HR, Robert W. Eichinger,  
Michael M. Lombardo, Dave Ulrich,2004, Lominger Limited, Inc, Minneapolis, MN 



Question Two: 

 

Which of the following is most true about managers / supervisors in 
delivering negative feedback / criticism to Direct Reports? 

 

SELECT ONE: Circle your choice 

 

A.  Most managers / supervisors find it hard and uncomfortable. 

B.  Most managers / supervisors find it hard but most do it. 

C.  Most managers / supervisors find it uncomfortable but not hard. 

D.  Most managers / supervisors find it easy but uncomfortable.  

E.   Most managers / supervisors give adequate negative feedback easily. 

 
*excerpted from: 100 Things You Need to Know:  Best People Practices for Managers & HR, Robert W. Eichinger,  
Michael M. Lombardo, Dave Ulrich,2004, Lominger Limited, Inc, Minneapolis, MN 



Build Your Sandwich 
 

 
Step  
1:    Positive Appreciation 
 
 
 
 
 
Step 2:  What needs to be achieved 
 
 
 
Step 3:  Positive Support 
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