
HABIT 1 - BE PROACTIVE 

In conflict, too many people mistakenly assume that that 
they have no real hope of chang,ng the relationship they 
have w,th the other person, whether that's a grumpy boss, 
whmy colleague or an 1mposs1b/e customer 

In difficult conversations you want to have a "bis picture" 
imase of success before you start the conversation. 

Be careful what you visualise - your end goal doesn't 

necessarily result in the other person "seeins the lishtw and 
doing thinss your way. 

Successful ends include preserving the relationship, 

minimising future conflict and encouragins workplace 
dialosue. 

HABIT 3 - FIRST THINCS FIRST 

Get clear on the heart of the matter for yo 
that front and centre ,n your conversation 

If you enter your most important conversations with the intent 
to win at the other person's expense, then you risk prolonged 
and entrenched conflict and greater harm to the relationship. 

The win/win approach invites you to consider the conversation 
as a joint exploration into what could work for both of you. 

While this type of conversation takes longer to accomplish, 
you'll save time and energy in the long run. 

HABIT 5 - SEEK FIRST TO UNDERSTAND, 

THEN TO BE UNDERSTOOD 

Make 1t your first pr,or,ty to understa 
perspective, even 1f you don t agree to 1t 

Different values, opinions and perspectives, when viewed as 
opportunity instead of a problem, allow organisations to build 
on their joint strengths and minimise the individual 
weaknesses. 

In difficult conversations, valuing synergy means that you no 
longer ask, Nhow can I make that person different or betteru, 
and instead ask, Nhow can the two of us bring our best to this 
problem?� 

HABIT 7 - SHARPEN THE SAW 

TAKEAWAY 

When you are next faced with a difficult conversation, spend some time going through the 
seven steps to remind yourself of the basic principles and how you should go about it. 

"The quality of our lives depends not on whether or not we have conflicts, but on how we 
respond to them"  
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