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Manage Tough Conversations Well 

 
We all have uncomfortable conversations that need to occur. All too often we begin them 
from a place of upset or anger, and then end up with more upset and/or arguments, not our 
intention at all. Here are a few reminders that will help you have these important conversations 
in a manner that will both build the relationship and address the issue: 
 

Remember your intention: Know what you really want as a result of speaking with the 

person. Ask yourself if you want to heal or hurt the situation. Remember: no one 

cooperates with someone who seems to be against them. 
 

Focus on agreement: Start from your shared values, positive intentions and/or common 

ground. Remember - be tough on the problem, easy on the person! 
 

Listen really well: Especially when there is tension or stress, people can't hear until 
they've been heard. Listen to their point of view. Remember that everyone has their own 
valid agenda (though it might not seem valid to you). 

 
• Manage your emotions: Relax your body, let your shoulders stay low and make 

your breathing long and slow. The other person can't not unconsciously perceive 
your body language and tension level. Stay as relaxed as you can. 

• Resist arguing, becoming defensive or offering a rebuttal: Your brain can only focus 
on one direction at a time. If your focus is to argue or defend, the conversation now 
becomes an argument! Focus your attention on what the person is saying and your 
intention to hear them and work things out. 

 
Validate their perspective, interest and needs: Let the person know that you hear 

them. Validate (this does not mean you necessarily agree with them). 
 

Explain your side: Describe your thoughts, needs, interests, and feelings as well as 

related reasons. Manage your tone of voice: friendly, calm and relaxed. 
 

Focus on finding a solution that you can both support: Seek common ground. Find an 
outcome that feels right and good to both of you. 

 
Thank the person for having the conversation: Acknowledge yourself and the other 
person for hanging in there with tough content. Then, keep in touch and check on the 
person and the progress to show you care. 

 
Afterwards: Take a mini-break if possible. Go for a walk. Release built up tension or 
emotional upset (anxiety). Reflect on what you did that you liked, and what you might do 
differently next time. Congratulate yourself. These are tough for all of us and take courage 
(and practice). Watch – with practice and reflection, you’ll become a pro! 

 
 


