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Task
Ask/Listen 4 Tell/Talk
Soffer < < Louder
Moderate Pace Fast Paced
Lean Back Leans Toward

Less Opinions
Slower Decisions
Less Eye Contact
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1 More Opinions
Faster Decisions

More Eye Contact

Emotive

Feeling Emotion
More Expressive

Amiable

Flexing To Style Preferences

Inflected
Varied Pace
People

Expressive

Controlled

Analytical

Don'trush, don't waste time
Answer all questions

Give solid, tangible evidence
Do not push/hard sell

Do not over-promise

Ask/Listen <

A Driver

Be fast-paced, get fo the point quickly
Start with business, give the bottom line
Use facts, not feelings

Be clear, concise, and brief

Don't waste time

Offer options with brief supporting data

Be relaxed, moderately paced
Actively listen

Get to know them

Show personal interest

Ask for their input/reaction

Amiable

P Tell/Talk
Be upbeat, fast-paced, fun

Let them talk

Allow time for socializing

Tolerate digressions

Give them choices

Focus on the big picture

v

Expressive

Emotive

Who is Involved
* Whatls The Purpose .
« What Are The Goals
* Reason or Rationale

Ideas

Actions

Reactions
Response Strategy

Empowerment

Identifying My Behavior

Recognition

Styles Under Stress

The

CardenGroup

REBUILDING THE EMPLOYEE EXPERIENCE

Analytical Driver

Avoids Commands
Withdrawals Takes Over
Amiable Expressive
Acquiesces Attacks
Goes Along Confronts

Improving Your Versatility
Controlled
Analytical A Driver
DECIDE LISTEN

Be more flexible, more open-minded
Openly show more concern for other people
Be decisive with data

Listen for people's feelings

Acknowledge different points of view
Show more patience

Tone down intensity

Pay attention to feelings

Ask/Listen <

» Tell/Talk
DECLARE RESTRAIN & CHECK
Be less sensitive | Talk less
Be willing fo take risks Spend more time looking at facts
Say “no’” more often Control time and emotion
Let people know what you think | Think before you speak
v Expressive

Amiable

Emotive

Difficult Conversations Growth Contribution and Goals (GCGs)

Growth - How do you want to grow?2 How can you grow within the department?

Contributions — (Value) What is it that you really do2 Who is impacted by what you
do? How do others benefit by what you do?¢
Goals — What goals do you have with your role within IDOC. How can I/we help
support those goalse



HEAT Conversations TIDES
How Are Things Going Tell me more
Expectaﬁons In what ways
ACCOUMGb"ifY/Appreciqﬁon Descrlbe for me
Teamwork EX|O|OIn

Soy more
3x3

3 MAIN POINTS

-Headline - Tell them what you are going to tell them
-Details - Tell them

-Recap - Tell them what you told them

De-escalation Process

Here is what we can Tellme more...
do. Help me understand...

What are you going \ GWOIK me Thrsugh_f_.
to do? 1 ive me anidea of...

Based on
what you
said...

| hear you saying...
What you said
was....

Between the two,
which one should
we deal with firste

Is there
anything else2

Creating Engagement
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FOCUS A AREAS

WORKING

RELATIONSHIPS EXPECTAT'OM
VALUE

PREMISE

CONTRIBUTIONS

Leader Reminders

« Strong working relationships, engaged, fulfilled

» Clarity Alignment Purpose (CAP)

+ Take action / Be flexible

* Promote growth

+ Listen to understand

» Be open to other viewpoints and flex when needed

» Beintentional and follow through
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