WITS-USDA-OFFICE OF COMMUNICAT (US)

Moderator: Tanya Rucks

05 30-12/9:00 am CT

Confirmation # 5219332

Page 1

WITS-USDA-OFFICE OF COMMUNICAT (US)
Moderator: Tanya Rucks
May 30, 2012
9:00 am CT

Coordinator:
Welcome and thank you for standing by. All participants are in a listen-only mode.


Today's conference is being recorded. If you have any objections please disconnect.


I'll now turn the meeting over to Mr. Jeff Schmidt. You may begin.

Mr. Schmidt you may begin.

Anita Pitchford:
Okay thank you. Good morning everyone. My name is Anita Pitchford. And I'm with the Early Resolution and Conciliation Division, the agency that's actually overseeing the training that you all participate in on a monthly basis.


Today we’re going to have training on an introduction to holding crucial conversations. And the presenter will be Jeff Schmidt who is with the Agricultural Research Service Cooperative Resolution Program.


He has been a Collateral Duty Mediator since 1997 and has been a part of Cooperative Resolution Program since 2001.


Before we get started I want to do some housekeeping rules. I ask that everyone who has a cell phone please put it on vibrate or silence so that it doesn't disrupt the training.


Also at the end of the training in order to receive credit for this - attended the training today we ask that you go back into the AgLearn after an hour and complete the survey.


If you do not complete the survey you are - you will not be - receive credit for attending the training today.


Also if you have a question we ask that you please come up to the mic or please annunciate your question so loudly that individuals who are attending via the telephones can hear you.

Because sometimes the questions that you all have maybe something that's relevant to what they need to hear.


Okay? And right now I'm going to let Jeff take over.

Jeff Schmidt:
All right, thank you Anita. A little bit more about where our program is located, again I’m an ADR Specialist. I’m with the Cooperative Resolution Program which is in the Office of Outreach Diversity and Equal Opportunity.


And we service the REE Missionary, a research economic - research, education and economic commission area so we have four agencies that we oversee.


And what I'm going to talk to you about obviously today is crucial conversations. The material that we’re going to talk about are in these two books.


For those of you out in the field who hear me they’re - the third to last slide I believe has these books listed so you don't have to worry about writing them down.


They're entitled Crucial Conversations and Crucial Confrontations. And just to get a curiosity how many folks here in front of me have heard of these books just by a show of hands?


Okay good, about 50% okay for those of you out in the field.


How I want to address this issue okay first of all the formal training for Crucial Conversation is two full days. And you can access it through a Web site called www.vitalsmarts.com.

And so if I only have two hours to present the material you can understand that I'm going to be throwing a lot of stuff at you and I want you to be prepared for that.


But before I get into the actual nuts and bolts of the information I want to first begin the session by asking you a true and false question, okay?

And it is, is your job the same in the last five years as it is today? Has your job changed? Has your work environment changed just by a show of hands yes or no? Pretty much yes, yes.


And why is that? What kind of additional things are we facing today that maybe we didn't deal with as much five years ago or three years ago, anybody?


Technology advances correct, what else?

Woman:
Reorganization.

Jeff Schmidt:
Reorganization, what else?

Man:
Smaller staffs.

Jeff Schmidt:
Smaller staffs so we’re losing resources. What else?

Woman:
(Unintelligible).

Jeff Schmidt:
Right cultural transformation is now being entered okay, so we have greater diversity in our workforce. What else?

Man:
Budgeting.

Jeff Schmidt:
Budgeting, so we’re losing financial resources. So we have a number of things that we’re dealing with, right?

We’re also dealing with because of our longer or our longevity we also have longer careers in the workplace.


And now the issue is we have four generations in the workplace. Each generation has its own value set.


So we have limited resources, both human and financial. We have an increased diversity issue, we certainly have more stress for the things that we’re doing.


We have a technology issue. Let's talk a little bit about technology. Are we defaulting to technology as our primary source of communication, yes or no? Yes.
Woman:
Yes.

Jeff Schmidt:
I know these numbers that I'm going to share with you have been modified over time but it's always been my understanding that the most efficient means or the most efficient communication involves 55% visual, 38% vocal and 7% words.


The visual aspect is the body language, the eye contact and how you're communicating with individuals.


The vocal side is the intonation, the volume, the tone of which you’re using, okay? And the last 7% are words. So when we send a text we send an email how much are we really communicating? About 7%...
Woman:
Yes.

Jeff Schmidt:
...right? And are we all guilty to hide behind the technology because maybe we don't want to have this real serious conversation?


Yes question? I can hear you. Go ahead.

Man:
How do you have the accountability if you don't have (unintelligible)?

Jeff Schmidt:
How do you have the accountability? Well we will get into that a little bit later. Let me really kind of emphasize my point.


If we have felt up until this point that we have not communicated as much as we need to face to face with all these other additional issues that we deal with it’s even more important that we have face to face conversations, okay?


So I want to frame the material in that aspect. We recognize because for whatever the reason we’re not sure how to address the conversation, we don't know what to say, we don't want to get people to overreact to us. We’re not sure, okay? So we’re a little bit hesitant in how to do it.


It also involves our feelings. We’re not necessarily open to talk about feelings all the time but we need to be. And we'll talk about that as we proceed through this morning.


Okay so this is only going to be an introduction. My purpose my personal purpose is to whet your appetite so you get the books or take the training, okay?


This stuff is valuable. You can use it in the workplace you can lose - use it in your personal relationships, okay?


So what we’re trying to achieve is to get results. The idea is to have these conversations. The authors, the four authors Patterson, Grenny, McMillan and Switzler used to go around the country to do Seven Habits of Highly Effective People, okay?


When they would do these presentations they would have communications with folks who were there. They would ask what makes this person a good leader, what makes this person an influencer in what they do?


And they began to realize that it was those people who are able to have sensitive conversations spontaneously and it had nothing to do with intellect or intelligence.


So where do we get these skills from? Anybody? They're not taught to us. They’re really not taught to us. We don't have them in our PhD programs.


We’re getting more now because they recognize the importance of it. So that's why these guys put these two books together. These are skills that we can use.


Some of you may already be using that. So some of it may be reassuring and redundant, other things that I'm going to provide to this morning might be very valuable to you, okay? So certainly keep an open mind.

So our intent is really to have the crucial conversations. The authors emphasize that it's vital that we stay in dialogues.


What they call the common knowledge is a pool of shared meaning. If you're not a dialogue, if you're not sharing information, you're not learning. And that can be a problem, all right?


So more specifically objectives are to really understand our own contribution because when we have issues it's not 100% one person's responsibility.


We have done something or didn't do something that has contributed to the problem and we need to recognize that, okay?


And certainly more specifically we want to get to some skills that we can utilize to maintain safety, mutual respect, and purpose. And we will talk about some of those things.


So let's first begin with what a crucial conversation is? The crucial conversations have three aspects. Stakes are high, opinions vary and emotions run strong.


And I want to spend a little bit talk - of time talking about the emotional side. Yes, we’ve got to talk about feelings. We’re little bit uncomfortable with that are we?


So let me ask you what happens when we get put on the defensive or that we get put into an argument? What is happening to ourselves and anybody? Yes?
Man:
Your heart rate goes up.

Jeff Schmidt:
Your heart rate goes up, yes. Well...
Woman:
Frustration.

Jeff Schmidt:
Frustration. Yes?

Woman:
We get into self-protection.

Jeff Schmidt:
We get into a self-protection mode. Let me - okay let me ask you. I want to build on that point for a minute.


When somebody is challenging us and we go on the defensive what are we thinking about?

Yes but what are we thinking? Are we not thinking about what we've done to not do what they say we’re doing?


Are we not thinking no I didn't do that or I did this or I did that. Aren't we there?


Well let me ask you this. Are we listening anymore?
Woman:
(Unintelligible).

Jeff Schmidt:
Is that a good thing? No. No we do that. That's a human reaction.


If we get challenged we start thinking of any justification that we can have to support where we’re coming from.


We need to stop ourselves from going there and listen to whatever the other person might be telling us. That could be vital information. That goes into the pool of shared meaning.


And they can say yes I told you and you checked out because you’re thinking about something else, all right?


So here's the bottom line to all of this in regards to feelings. When we get our buttons pushed okay, we start moving into what do they call it, reptilian brain, the animalistic side.


My colleague recently went to a training and they called it little Jeff, so there’s little Jeff which is the more animalistic one and then the bigger Jeff, okay?


So we move into an area where we’re trying to respond. So if we’re into an anxiety state we have blood flowing through our large muscle groups, we’re very attentive to the things that are external, right?


Where are we in understanding our contribution? If we look at external for all things because we’re looking to react we’re not looking at ourselves and what we can do differently to affect the issue.


Bottom line is we are not wired correctly to deal with conflict. Physiologically we’re not. We move into the animalistic, the little Jeff side, okay?


We have to recognize our own hot buttons. A lot of what we talked about this morning is really holding up the mirror.


Look at ourselves first. Recognize that we can’t change the other person but we can change how we approach a situation, okay? So keep that in mind as we move through.


Common pitfalls if we move away from contribution is wanting to win or seeking revenge. Why is it that we get into an argument and somebody says well why are you arguing it that way and you reply with possibly be because what I'm saying is absolutely wrong?


We don't do that. We think the other person doesn't know and we try to convince them. We try to sway them to what we understand to believe, all right?


That may not be the best thing to do because we put the blinders on again.


This goes back to the issue of using - losing our foundation and getting into a more emotional state, all right?


So we don't want to go winning - trying to win or seeking revenge. We want to be open. We want to be understandable.

We recognize that there’s always two sides and that we need to hear the other side in order to get into the pool of shared meanings so that we can make a better understanding of what the situation is and how we’re going to act more appropriately, okay?


Hoping to room main safe we (recognize) when we’re dealing with feelings we’re going to be vulnerable but we need to go there.


Here's another important point. Feelings are not right or wrong. They're yours based on past experiences.


So people may respect your feelings but they don't have to feel the same way that you do.


So by letting them know how you feel that you're frustrated, that what - how a person act or what a person said was offensive they need to be able to respect that. They don't have to agree. They need to be able to respect that.


Believing that we only have two choices, the authors used two separate choices. You can confront the person about the problem and face the ramifications or you can ignore it and hope that it goes away.


Both are suckers choices. Both do not contribute information to the pool of shared meaning. So we want to avoid the sucker choices.


The point being is there is a way to convey sensitive information with the anticipation of a negative reaction but do it in such a way where you don't create defensiveness. We will talk about that as we proceed.


Assuming that we know all we need to know. We know what happens when we assume, right?


What happens when we don't have enough information folks? What do we do? We make it up, right, because we think it's going to be the same way that it's always been.


That's taking yourself a way from the pool of shared meaning. And granted you've got limited knowledge in some cases we know we have deadlines to meet and we have to do that. But most of the time we need to stay engaged to get more information.


So assumption can be a problem. We can be so close to the situation that we can't see the forest through the trees.


I tell people that I've been doing this type of work for 15 years, okay? If you were to see me deal with my stepsons you wouldn't recognize me.


I'm not saying this is easy stuff. I'm saying this is difficult but again it's about self-awareness. My stepsons will push my buttons. They know them. They're going to push them.


My goal is to not get aggravated when they do because it's going to make me feel differently than what I need to be at the moment and I'm not going to be able to contribute because I'm going to turn into a parent and I could be more dictatorial and that's not what I want to achieve.


So I have to be very aware of my own hot buttons. We all have hot buttons. We all have different thresholds of those same hot buttons if we have the same ones.


You know what they are. You know that there are people that you work with or are around you in your personal life that push your hot button.


Prepare yourself. Recognize that oh yes I'm going to have this conversation and they're going to push my hot buttons.


Don't let that throw you off balance. Think about that. Prepare yourself. Because that's another part of this crucial conversation stuff is being able to prepare yourself to what may occur.


When we do conflict coaching we actually propose the three reactions of how a person might deal with the situation.

What if it is positive, what if it's in the middle, and what if it's negative? How are you going to react and what are you going to say? Be prepared for that. Think about that before you get into a situation.


All right moving on, we don't want to talk about blame. Blame is about the past. Blame is a judgment. We’re not going to learn from blame.


We want to talk about what we can contribute. What can we do differently? You might even want to ask the other person how would you want me to say it, how would you want me to act so that I get a better understanding of why I might have upset you?

You can engage in conversation like that to answer that question. Contribution is so much easier to raise because it is a learning process.


And here's the other thing, if you don't bring it up to a person about how they're acting or what they're saying in a workplace you are in fact supporting it. And is that what you really want to do?

And I guarantee you if you are bothered by it there’s somebody else that’s being bothered by it to.


Again it's not about agreement. It's about respect. Okay they don't have to agree with how you feel but they have to understand it. More often than not people will tell you well it’s not my intent to get you aggravated. I'm not doing that intentionally.


But if they've never been called upon that behavior or what they say they're never going to realize that it may not be the right thing to do.


I will share a personal experience with you. I grew up in northern New Jersey. I had a very sarcastic form of humor.


I went to graduate school in Louisiana, all right? I got some major backpedaling to do in order to get an explanation because they took everything I said literally.


I had to be careful of that. And yes I had to modify and change because what used to be a comfort and second nature to me was really going to be a pain in order to communicate, okay?


So we have to be open to the fact that what we do is not necessarily normal. And again with this increase in diversity, the cultural transformation we have to be even more aware of the surroundings and the people that we work with. We have to be open for that.


The misconceptions of contribution, to only focus on your own. You can help people understand their role by having that questioning issue when you have a conversation.


We don't want to necessarily put aside the feelings. The feelings are the motivation to resolve. They are yours.


We do recommend that you do not internalize because that's going to affect your health. And if you internalize a lot of it, if you tend to be introverted and withdrawn, you internalize a lot of it, it's going to come out in a most inappropriate time. We don't want that to happen.

You need to be able to, you know, and like I said you can just say to the individual we need to talk about something. What you said or how you acted the other day really bothered me and let them know.


Again they don't have to feel the same way but they need to be able to respect. And you can do whatever you can to modify.


Again you can ask how would you like me to say that? How would you like me to act so I understand? What would be comfortable for you?


And then you could hash that out and work it out. Guarantee your relationship is going to get stronger because you're being appreciative. You're being respectful.


There are hard to spot contributions. Avoidance and isolation doesn't allow you to get more information into the pool of shared meaning. You are contributing by not engaging.


We have folks at the Carver Center who will see somebody they have an issue with down the hallway and find another way to walk.


Come on but we do that. I just don't want to get into that.

If you don't give the opportunity for somebody to resolve an issue either through asking questions or just having interaction you're going to carry this filter in you that's going to keep you from working openly with that individual.

And that's not where we want to be. That's not being the most efficient we can be in our position. So we don't want to do that.


We have differences in background, preferences and communication style. We know all that.


We've got a big hodgepodge of stuff that we've got to deal with in the workplace now. And we have more stresses. We have also more accountability.


I don't know about you but I certainly have to do more report writing. I get that. We have to be transparent to the public. I understand that.


More work, less people, less money. But we've all got to do it. It creates more stress in the environment.


Here's the other thing. As we go through all this stuff be very mindful that if somebody is very short or curt with you that it may not be you.

It may be them dealing with their own stress. They acted out towards you. So be open and forgiving to that. We’re all dealing with additional stress.


If the relationship is important to you have the conversation. This morning, you know, you were really sure with me with your language. I'm wondering if I did anything or said something that bothered you. Please help me understand and I'll modify.

More often than not they'll say no, no, no. I got issues with this individual, I've got problems at home with my kids for whatever the reason.


We will vent in places that may be inappropriate. But again we’re all dealing with additional stress as we work ourselves through reorg and all this change that's happening to us, all right?


We also have problematic role assumptions. We believe our supervisor should be a certain way because we work best for supervisors that are like that, right?


Do they meet our expectations? No. We have role assumptions with our peers. We have role assumptions with our subordinates and how they should act.


If we’re not open to the possibilities of modifying all that we’re going to have problems.


Here's another piece of information. All conflict because we talk about that certainly with all my ADR friends that are out in the audience. All conflicts are crucial conversations but not all crucial conversations are conflicts.


Crucial conversations are almost preventative and proactive. It'll keep you from getting into an elevated state. And that's where we want to do.


The idea is to utilize different skills, different ways of dealing with things to keep yourself from getting into really horrendous conflicts. We don't want to go there. But part of it is having the confidence to know how to act and react as we go through it.


Here is the law of crucial conversations. If we find ourselves stock at any moment in our personal life or in our private life there is a crucial conversation that we are not holding or not holding well that's keeping us there.


I've received phone calls from individuals who tell me I can't seem to get the message through. So I'll ask well how do you do that?

I said well this is how I explain it. And I said so what do you do the next time? Oh I do the same thing.


Okay do we - what's the definition of insanity? Everybody here that one...
Man:
Doing the same...
Jeff Schmidt:
...doing the same thing but expecting different results.


You got to change your approach. If you keep getting the same reaction by how you think you're communicating and you say to yourself no I’m communicating very well it's time to look at yourself. I've got to do something different because it ain't working.


And why would you put yourself through that emotional issue when you have it? You know, it's like it's up to you to change.

We provide advice and counsel to help people work through problems in the program. We want to help you.


But you may need to look at it differently than what you think because you're not reaching.

You can even say to the individual say listen, I've been trying to make this point with you. How can I be clearer to help you understand? Engage with them, get them involved to help you out.


If we don't convey to each other some expectations of how we communicate we are left with throwing darts at a dart board.

We may hit one but we may go through a long period of time before we hit one. Question?


There is right.
Woman:
(Unintelligible).

Jeff Schmidt:
Yes...
Woman:
(Unintelligible).

Jeff Schmidt:
Yes. The - okay the question was asked for those of you out in the field the question was asked about how receptive the other party is in trying to modify your approach?

We will talk about willingness. We need to have willingness in order to make things work. The reality is if they also know that the relationship is not 100% and it's sour that we’re not going to be as efficient.


They have - they’re involved in this. They're - it's their contribution. You're doing whatever you can to reframe information and that's what we would say to do.


But if the person is not receptive or not willing to modify or even help you get there that's on them.

And you may need to throw up your hands there's no other way I'm going to go if a person is not going to cooperate or showing any willingness to make it work.


There are individuals who are like that. There are exceptions but there are individuals who are like that. There has to be a willingness to make it work.


But again it's part of understanding that it's not just our way that works the best. It's always valuable to have more information and that maybe we could learn something to be able to deal with even other people if we’re a little bit open to what somebody might suggest to us.

Comment?

Woman:
(Unintelligible).

Jeff Schmidt:
Okay and I don't want people to - to those in the field let me reframe what she just stated. She has concerns because her organization is principally scattered through in the field. There is an opportunity to have face to face conversation. How do to we try to make the conversation more efficient?


We don't have - and we don't, okay so we don't have the opportunity to (unintelligible). I understand that and yes that's a problem. So we’re trying - our agency is trying to work virtually.


We have communication breakdown. Those of you who have experienced arguments through emails you understand. We mis-communicate, we misinterpret.


You just leave yourself to exposure of having communication problems by doing things through technology alone.


We tell people if you have a misunderstanding about an email print it, take it to the person, and discuss it. Don't send another email and certainly don't CC a million people.


And we do this stuff. And it's like oh come on they don't need to be dealing with that. The issue in communication is between two people. Those are the people that need to resolve it.


But I understand your concern. And yes that's going to be an issue in the future. We don't have the opportunities. We’re trying to work virtually. We default to the technology. I get that. There’s information that can be provided through technology.


But if there’s feedback that you need the very least is a phone call. So you're at least getting the vocal aspect. You're not getting the visual.

We’re hoping certainly technology takes us so far ahead that we can have visual conversations but we’re not there yet.


We - okay so the question is how do you argue the point of a face to face is the comment that was made. We try certainly to do that.


The idea is so how is it working for you now? You know, and are you willing to try something - you know, the - people aren't calling us because everything’s going well. They're calling is because things are not going well. So that's the default.

So whatever advice or counsel we may provide for you in changing you can use it if you want. But you're calling me so we know there's a problem. You’ve recognized that there’s a problem and you're looking for a different way to address it, okay?


Here's a suggestion, try that. Try it for a month. See how that works. Ask the other person if that's a good way to go.


You've got to make attempts. If you're not getting anywhere and you keep your feet stuck in the mud we’re not able to move forward because you keep addressing it the same way we’re not going to move forward. That's not what we’re trying to do, right?


So when we proceed through the principles we will get into the principles next, keep in mind the conversation that you're not having or you're not holding well that's keeping you stuck.


We all have them. There are issues - we have issues with our significant others at home that we’re not sure how to deal with it.


There are - there are conversations in work they’re not having in regards to promotion, development, job assignment -- all those types of things.


Think about that for a minute as we go through these. Keep them in mind.


First aspect I want to address, we’re not into principles yet, is really to have the correct conversation.


If we’re working with an individual collaboratively and they don't fulfill an expectation of what we thought they were to fulfill we have an issue that we need to talk about, okay?


That is a content conversation. It's one event. So you have that conversation. It happens again, same issue, happens again.


We now have a pattern. That's a different type of conversation because it's repetitive. And you may need to draw the fact that you’ve had the first conversation, the content conversation and you discuss that.


Maybe the person for who - with whom you're working with doesn't have the assignment as high a priority as you do.


Maybe they don't have the technology to do what you expect them to do for whatever the reason. Now you've address that.


It happens a third time. You’ve had two conversations about the same event twice.

This is now a relationship issue because there’s almost an intent that they're doing it on purpose, okay? So keep in mind that the type of conversation that you have.


If you're dealing with a violation of three issues or three events and you go about it as a content conversation you will be having that conversation again in a very short period of time because you're addressing it differently.


You have to think about that. You have to tie in back to previous conversations if you need to when you get down to relationship issue.


We had this conversation on such and such a day this (thing). And then we had another one about the repeated event on this date. It's happening a third time. What's going on?


They might actually figure there could be somebody else involved as to why. Maybe their expectations of somebody else is letting them down. But they will be able to communicate that to you.


So be very mindful of the type of conversation that you need to have with the individual.

Woman:
(Unintelligible).

Jeff Schmidt:
You would need to - well you need to understand whether it's a one-time violation, a two-time violation or more than two times.


You need to have a conversation each time there is an event. If you haven't had a conversation and it's happened three times you're going to content.

Woman:
(Unintelligible).

Jeff Schmidt:
Okay, okay.

Woman:
(Unintelligible).

Jeff Schmidt:
Okay so my advice then to you is when you have that first conversation that you feel that you are as clear as concise as you need to be ask them to repeat back to you what the accountabilities and expectations are. That way you can assure your messages.


And I appreciate that because that always brings up an issue with me. Because you can have - you can ask two folks who have any issue all right, who are not getting along and you ask them have you clearly established what you wanted to with that individual and they will say yes.


You go to the other party and say do you clearly understand what they say? And they will say yes and they will have different understandings of what it is. And they’ll swear on the Bible no I understand that.

Well you need to have the exchange to ensure that you're on the same page.


We will talk about that later when we get into mutual purpose. We have to be able to be accountable to one another so be clear to repeat exactly what you are being held accountable for in a conversation to ensure that you got the right message especially if that happens repeatedly that you both believe you understood.


I clearly - I gave directions that are concise, they’re concrete and I did a great job with that. The other person will say yes I understand what they want me to do and I'm going to do it. And it comes back as a different product.


We process information differently folks based on our own working style. We look at things differently.


We have their - I will use my relationship with my colleague Jan Lewis. For those of you who know Jan Lewis, Jan is a very creative person. She's a very warm creative person. She's very big picture, okay?

Jeff Schmidt:
I am analytical. I am in details. She will constantly remind me to get out of the weeds, okay?


We are very compatible because of that difference and we utilize that as strengths. But we don't see things differently.


We will set and speak to our management and she will have a different impression of what’s been said then I will and then we'll talk about it.


It's very energizing but we just relate differently. Again if we have in frequent conversations we are leaving ourselves exposed to the possibilities of miscommunication which can cause problems.


It's just another example of how we can break down and miss stuff, okay? So keep that in mind. Ensure that the message that you're giving is understood.

Have them repeat it back to you and you repeat to whatever - to them whatever accountabilities you have for them, okay?


Great question, thank you, that's a real good point.

Here are the seven principles. Start with heart, learn to look, make it safe which I think is the biggest one and I'll spend more time on that one.


Master my stories, state my path, explore others’ path and then move into action, all right? And I have all of 65 minutes to try to cover that so hang in there and we'll try and move this as quickly as we can.


All right first one is to start with heart. That is really to work on me first. What do I look to achieve? What is my challenge, okay?


Now I'm going to use a personal example. Some of you know that I’m a diabetic. I have been a diabetic for 36 years.


When I have my appointments with my endocrinologist I am just pouring out of information of the things that I experienced since my last appointment, okay? And I'm happy to get that out. And I'm trying to find some ways to modify whatever that is.


However because of the infrequency topics of conversation kind of waffle around to different things.


I feel great because I've purged all this issue and I know that she cares about what I do and how I'm addressing my problem.


I go back to the office and I realize I don't have answers to my questions.


I did that initially. Who’s accountable for that? Me.

We have people - we advise people to go and have a conversation. Say please call us when you have the conversation.


We contact them. So did you have the conversation? Yes. And so what was the answer when you asked the question?


Well they were kind of busy. Okay but well how was the response? Well there was a lot of things going on and we really couldn't - so you didn't get an answer?


Well no. Okay it's on us. So when we talk about starting with heart stay focused on what you're trying to achieve. What questions do you want answered, and don't leave the conversation until you get an answer.


Okay and if we’re not again, if we’re not having face to face conversations as commonly as we need to and we get together we have all this information that gets shared and we may lose focus on what we’re trying to do.


So we need to be very careful that we get to what we’re trying to achieve, okay?


The other thing is if you start to feel yourself off balance, your hot button got pushed, you need to be able to hold up the mirror and look at yourself in regards to how you're acting.


Are you acting the way that you need to to achieve what results you set out to get? When I told you about my issues with my stepsons and they catch me off guard I default into parenting.


And I'm going to be telling them something is that contributing to the pool of shared meaning anymore?


Not really. There's some gradient there certainly. But I have to regain my composure in order to be able to learn a little bit more about what's going on from their side, okay?


So you have to recognize as you’re starting to lose balance and how you're acting. Because if you fly off the handle -- been there -- I'm not bridging anything. I'm not learning.


I need to be able to learn. And plus I'm going to make them even less resistant to come to me when they have another issue and that's certainly not what I want to do.


So we have to recognize when we’re losing balance and we have to stay focused on what we’re trying to do.


We don't want to default to the sucker’s choices which is to confront and get all ramifications or avoid and hope that it goes away because neither one are positive and neither one puts more information into pool of shared meanings, all right?


So let's start with heart. Next principle is learn to look. This goes into active listening and body language.


We need to be able to call each other when things start to change. For example if I'm having a casual conversation and I say something that causes a person to react like this with arms folded or start looking other where - somewhere else safety has been violated, okay?

And you need to tell the other person or ask actually, so are you still with me? Did I say something that bothered you so I understand that?

Because if I did I need - certainly need to explain more or maybe you know something that I don't know that you can contribute into the pool of shared meaning?


But I recognize that your body language is not consistent with the way it was when we first had this - started this conversation.


And yes casual conversations can turn crucial in a moment’s notice. You can say something that what? And you can tell.


So we need to be a little bit more cognizant of how people are acting when we’re in conversation. We want them to be aware. We want to be aware of them. They need to be aware of us.


You could be wrong in what you see. But if you don't bring attention to it we’re going to run into issues of trust. We don't want to be there either.


The authors go into descriptions of silence and violence and all this terminology. And we certainly don't have enough time to address all that.


But we have to look at ourselves in regards to how we react to things, all right? We need to recognize how we’re going to react as a default when we have stress, all right?


I'm going to do an exercise. You folks in the field who are there in groups you can choose to cooperate with what we’re going to do but it's only going to take about five or ten minutes.


I want everybody in the room to stand up and find a partner. I want you to face your partner. The arms are along your side. I want you to bend 90 degrees and make fists and have your fists touching.


So you're facing your partner. Your arms are 90 degrees with bent elbows correct.
Woman:
(Unintelligible).

Jeff Schmidt:
No bodies are straight, waists are straight, bend elbows, fists are touching.


One of you is person A the other one is person B. So decide who is A and who is B. Everybody got that?


All right person B push, push, push, push. All right stop. Everybody sit down.

All right, so let's think about what activity that was. For those of you who are person A how did you react?

Woman:
Push.

Jeff Schmidt:
Pushback, what else?


Some people succumb a little bit. They backup a step. Some people found a happy balance, right? I gave you no reason to push back.


Keep in mind, keep in mind now, style under stress. Am I violent? Do I push back? Am I silent? Do I accommodate or can I find a happy medium?

Now that is dependent also on your B, your person B who’s pushing depending on how hard they’re pushing.


You probably already know that of yourself, right? When you get put into a corner what do you normally do? Do you speak out or do you accommodate?


I accommodate. I like everybody to get along so I'm not going to push back. I know that of me.

There is a problem if you react the same way every time you have an issue. You can't be violent all the time. You can’t accommodate all the time.


So you need to be mindful when put into an issue of stress where you’re going to go? My natural tendency is to fight back. That may not be good here.


And you have to keep yourself again, understanding yourself, understanding hot buttons because I did not give you a reason to push back but people will push back.


So you need to know that of yourself. What's my default? How I'm going to react to a situation, all right? Thank you for that.


And I hope the folks out in the field had a good time with that too because we did here.


All right we’re now moving to the next concept which is make it safe. And with all apologies to (Joseph Grady) I'm going to introduce this in a way that he does and it's actually with an obnoxious question.


So be careful on how you answer it. But if you answer it in the way that I anticipate it can resolve you from all your past crucial conversations. All right so here it goes.


There is a person standing next to me who knows you intimately, is supportive of you, cares for you deeply and wants you to achieve your goals, all right?


You have that person in mind. It could be your significant other -- whatever that is. This person also knows that you have a flaw that keeps you from getting there.


So here's the question. It's a trick question. Would you want that person to tell you of the flaw? If the answer is yes you have bit the look because here's the deal.


It doesn't matter what your content of conversation is. It's the intention of the person that's giving it. Say it again. It's not the content of the conversation it’s the intention of the person across the table.


That is a heavy point, okay? So what do we do when we anticipate a negative reaction with a person that we need to have a crucial conversation with?


We water down the message, right? We try and change the language we’re no longer honest with our self because of what we’re really feeling but we want to prevent somebody from being upset, right?


So that's not what we should be doing. If we really trust the person across the table we should have a conversation about anything. We shouldn’t be holding back.


A question in the back?

Woman:
(Unintelligible)?
Jeff Schmidt:
I'm not clear about your question?

Woman:
(Unintelligible)?
Jeff Schmidt:
Yes.

Woman:
(Unintelligible)?
Jeff Schmidt:
Correct.

Woman:
(Unintelligible).

Jeff Schmidt:
Okay. Let me reiterate the question that's been stated. The concern was are we watering down the message to diminish the emotional response from the other party or are we watering down the message to try and be more convincing or understanding to the party that we’re talking with, is that correct? Okay.


I - it'll be situational certainly. My concern in something like that is you need to be honest with yourself about your feelings and you need to be able to talk about them.


Again we’re not about convincing the other person to feel the way that we do but we want them to understand what those feelings are.


Now and I think this is kind of where you're going to. We have difficulty because we are reluctant to have these types of conversation that the vocabulary that we use to describe the emotions have multiple meanings and can be - and can lead to inaccuracy. We get that.


If I were to tell you that I'm frustrated I could probably come up with a half a dozen to a dozen different definitions of what frustration is.


Frustration could be anger, it could be puzzled, it could be - there's just a number of things. It means different things to different people.


And we tried to be as accurate as we can in regards to describing our feelings but we may miss the mark sometimes, okay? And I get that part.

My - again my recommendation is to try and be as clear as you possibly can with your feelings because you're not trying to get them to feel the way the you do but you want them to be able to respect how you're feeling, okay?


Thank you for that question, very good. So the issue then is if we’re in a workforce okay we should certainly be all supportive of one another to achieve where they want to achieve. Because each one of us productivity is dependent on the other as a team.


Supervisors don't intentionally cut subordinates off because if they perform well then the supervisor looks good and then the supervisor gets (accolations). That's what we want.

Okay I understand there's exceptions to that. There are always a chosen few that we have difficulty with, okay?


So the reality is then we really should be able to have conversations about anything. We’re all looking out for one another. We all bring different skill sets. We all bring different strings to the workplace. We all want each other to achieve.

We should be having conversations to flesh out some of these things rather than creating clicks and mumbling and creating gossip and rumor mill and all that junk.


We should be able to talk, okay? So excuse me?

Woman:
I said we (unintelligible).


And I'm just saying you can't always be like that because that is - some people will hold that against you.

Jeff Schmidt:
There is - the comment was you can speak the truth and get blackballed, okay? The idea then to me is how you're speaking the truth?

Woman:
Having that conversation and being honest.

Jeff Schmidt:
Okay.

Woman:
And all - other people do not always want to receive that. And yes you can be punished for that.

Jeff Schmidt:
You can ask for permission to have the conversation. Her comment is that you can be punished for being truthful in certain situations.


I understand that. So you ask for permission. Can we speak openly? Are you willing to hear what my side is? I want to hear what your side is?


You might have to offer the olive branch as an initiation to have that conversation. I'm willing to hear whatever perspective you've got. And I hope you're willing to listen to mine.


Yes and it depends on the people that you're dealing with. It certainly can be a little bit more questionable or dicey when you're dealing with somebody who's up the chain for you who's in your supervisor. We get that. That's part of it.

But the other thing is not necessarily what you're doing but how you're doing it. It could be the words that you’re using.


You could have the full hearted intent of doing the right thing but if you come across differently than how people are going to receive it you're going to cause a problem.


And if I were to ask you if you had the conversation oh yes and they were supposed to do what I told them to do.


Okay why are - why is there animosity? Well I kind of told them it had to be done by, you know, and it really would take three days.


Okay well see it's not what you're asking it’s how you're asking it or if you're being forceful, if you’re being demanding, if you're being - you know, we need to be able to respect some. We understand that there are certain individuals that need a kick in the pants every once in a while to get them going. There's management issues, there's differences in personality. We understand that.


But if you're not getting what you need to get from an individual than there's probably an issue of how you're communicating it.

And you need to be willing to understand with that particular individual how you're going to rectify it.


And it may need - you may need to do something different. Comment, I'm sorry, did I cut you off.

Woman:
(Unintelligible).

Jeff Schmidt:
Right. There - okay we’re not quite up to where I want to get but there is going to be a way that you can convey sensitive information to try and minimize the effect. And we'll talk about that in a minute. We’re in that section but we'll address it.


Okay so the two most important aspects of making it safe getting back to our slides is a mutual purpose and mutual respect, okay?


Here is my suggestion from the get go. When you want to have a crucial conversation with an individual set up a time, say we’re going to have this meeting to do boom, mutual purpose.


This is why we’re getting into conversation. Are we okay with that? There has to be an agreement in regards to the purpose of why you're having a conversation because if it starts slipping away like I had said earlier about my endocrinologist and that issue I’m on different topics.


I lose sight of what I'm trying to do, right? We’re going back to the first principle which is start with me first. Mutual purpose needs to be established.

If things come up differently, if you recognize with body language that a person is not openly engaged now in this conversation safety has been violated.


Mutual purpose is no longer in sync. You might begin to think there's a hidden agenda because conversation is now swaying to something else.


Pull them back. We agreed that we’re going to talk about this. We tend to be drifting off into this area.


If we need to bookmark this and come back at another time that's what we need to do. Let's stay focused on this.

This is what our intent is. Let's stay focused on this. Let's get answers and be able to put things in place and move forward. Yes question?

Woman:
(Unintelligible).

Jeff Schmidt:
Okay the question was raised about the selfishness of what your mutual - but it's a mutual purpose. It's mutual because you both agree that this is what we’re going to talk about.


If you come into a session and you don't have agreement for mutual purpose you can’t have the discussion. You wouldn't have it in the first place.


You have to have agreement as to why you're having that conversation. And they have to be appreciative of that because if they don't you can't have it.


There is a concern I have and I want to be able to address it. Do you have 15 minutes so we can talk about it, yes or no because it's important to me? Yes question?

Woman:
(Unintelligible)?

Jeff Schmidt:
Well yes but see - but that's an issue.
Woman:
(Unintelligible).

Jeff Schmidt:
Yes you're exactly right. The comment was made that you have to be very careful with the language that you use in determining mutual purpose.


You don't want to be offensive. I get that. You know, if we want to meet about attitude, you know, you can say we need to have a conversation about how we’re conducting ourselves in the workplace.


We need to - I get that. And that's part of the crafting of language. Again it's not what we’re doing it's how we’re doing it.

We have the best intent because we want to come up with a mutual purpose. But if we come across as being forceful I'm not open to that. I wouldn't be - my attitude? Excuse me.


You know, I get it. I mean I feel the same way. But we'll talk about that as we proceed, okay?


So we want to make sure that we have a mutual purpose when we have the meeting. And you have to agree on it. If you don't agree you're not going to go in to speak openly about your own feelings.


You're certainly going to wonder about what their intentions are because we already said that we are intent from the person on the other side of the table should be something that's fortifying and strengthening.


But if we’re working in different agendas in regards to your situation and the question I can't have the conversation because we don't have the mutual purpose.


And I want you to be able to appreciative of why I want to have this topic to discuss. So if you can please give me ten minutes of your time and we'll sit down and talk about it.


Yes?


And you need to impress upon whatever that is, you need to impress upon the individual as to why you need to have it.


If you have difficulty with that I would check your ADR program. I don't know which agency you're associated with in USDA but ask them to help you with the language.


How can I get through to this person to be able have this conversation? What do I need to do? But that's what it's going to be.


Again, if you don't have mutual purpose safety’s not there. If they're going to be dictatorial say no, we’re not going to talk about that.


Okay then I'm not really talking. I'm only listening. I'm not going to engage in conversation. I'm checking out. And that becomes a management issue. And that's the how you're going to motivate your employees. That’s certainly not constructive.


All right, moving on, so when safety breaks down mutual trust is violated. We recognize that. If topic goes off a conversation, if the purpose is gone we've lost trust because first of all you’ve already agreed on mutual purpose.


And if they’re swaying the conversation to something else then you're not respecting the agreement of a mutual purpose. And that's not good either.


Revisit, if you have to pull somebody back say we’re moving off on something else. And again if there's something that does come up that needs to be talked about bookmark it. Don't dismiss it but recognize that there’s another issue that we do need to discuss and it's probably going to take another conversation. But let's get back to the original mutual purpose. Let's stay focused on that and get something resolved, okay?


So if you find yourself, if your hot buttons get pushed there are three questions to ask yourself to go from little Jeff back to big Jeff, okay?


Here they are. What do I want for myself? This goes back to the first principle start with me. What do I want - what do I really want for others and what do I want from the relationship?


When you ask yourselves these questions, when you feel yourself having some emotional imbalance, your hot buttons are pushed, ask yourself these three questions and it's going to start to engage the intellectual side of your brain. And you'll have a foundation to then step back into content.


But you also have to recognize when safety is violated. Again it goes back to looking at the signs, the second principle, active listening. Is the eye contact still there? Are people drifting off?


We know as adults that we have a lot of stuff on our plate. We have stuff at home that we deal with. We have stuff at work that we deal with.


It may be hard to stay focused in a crucial conversation sometimes. But recognize that with the other person.

Are you really with me now? Can we have this conversation? If not you have something else that's burning le’s have this meeting at 2 o'clock this afternoon. Let's change the timeframe, right?


So you have to be willing to work with that to be able to adjust to meet the needs. But don't dismiss it. Don't walk away from it because it's a concern for you. Have the conversation all right?


Three skills that you can use to address the safety, first one is basic and simple, apologize. Apologize for every action you took or for whatever to anything that you said that has caused the person to be uncomfortable.


You don't have to agree as to why they feel that way. You have to be able to be respectful of those feelings.


Let me ask you this question. How many of you have been into an argument and you told the other person to calm down? How does that work for you?


We’re all laughing so why doesn't it work? Why doesn't it work? You're telling them that they’re acting irrationally. They don't have the right to feel that way. That's what you're telling them. That's very disrespectful.


Who would not pull the trigger on that? Calm down. What? I am not going to calm down. Don’t we - do we do that? We do that.

So the idea is to respect the feelings, okay? For those of you who believe that apology is a sign of weakness survey says it's a sign of respect.


There's nothing wrong with apologizing. You can say that it's not my intent. I didn't intend to do that. I, you know, I see that it's bothering you but that's not what my intent is.


You're being appreciative of that, okay? So that's one skill to improve safety. And you can do that certainly to get back to mutual respect.


The next tool is contrasting. Contrasting you can use to get back to mutual respect and mutual purpose. Let me describe contrasting.


Contrasting is having an understanding about how a person would react. We already recognize the fact that we don't have these conversations because we don't want to antagonize the people that we work with, okay?


So the idea with contrasting is to first to tell them what you what you don't want to do and tell them what you do want to do.


Maybe I can best describe this with an illustration, all right? You were very unhappy with your performance and how you were evaluated so you want to have a conversation with your supervisor.


No you're not going to go with fists slamming on desks and yelling and that because that's certainly not going to be constructive.


What you want to do is set an appointment with your supervisor, recognize that there are concerns about their time because they're very busy like everybody else is but say I would like to have a conversation about my performance, okay?


The day of the meeting, the time of the meeting, you walk into the office. The first thing that you say is I am not here to challenge how you evaluate people. But I am concerned about my performance and how I was assessed.


So by not challenging how they evaluate people you have taken the air out of the room and there is no defensiveness.


They don't have to respond, what are you talking about? If you come in saying I'm challenged in how you assess me, get back to your lab, get back to your desk, do your stuff. They’re not going to listen to you.


So you remove the defensiveness with a contrast statement. You say I am not here to challenge how you evaluate people.


This is a very subjective process. We recognize that. But I still am concerned about my performance and how I was assessed.


There is a difference in expectation. I thought I did great. You don't think so. I'm missing something. But now you could have a discussion to be able to talk about it because you're not putting your supervisor on edge.


That's what contrast does. Contrast is very powerful and very important and easy to use. I use it a lot. But you can diffuse the defensiveness.


You're going to keep people from getting aggravated based on what you want to talk about, okay?


You can even use the second part of what you want to do to establish your mutual purpose. Is it okay that we can talk about that?


I'm sure your supervisor said sure, let's talk about it. You know, I want you to - because I want you to achieve what you can achieve.


More - most employees want to get to the level they want to be as efficient as they can be for their supervisor. They're trying to meet their needs.

We have a mutual purpose. We both want to do the best we possibly can. But right now I'm missing the point because I was assessed differently than what I thought and I need to have some clarity on that.

What am I missing? Where are things going? You know, I thought I did find. I didn't get any feedback to say I wasn't doing fine, okay? All right?


So let's do an exercise with contrasting. I want you to come up with a contrasting statement for this illustration.


Your boss is constantly giving you assignments by email. You prefer to receive assignments face to face so you can ask questions or reset your priorities.


Without personal contact you often end up switching priorities and wondering if you've chosen correctly.


You don't mind the new work, just the ambiguity. You need to talk about this.

Think about a contrast statement. How would you address this to the email happy boss? Anybody, and certainly you can contribute out in the field.


Okay the comment was I - repeat it again please.

Woman:
(Unintelligible).

Jeff Schmidt:
I see you sent me several emails...
Woman:
Of different assignments.

Jeff Schmidt:
...of different assignments.

Woman:
However...
Jeff Schmidt:
Can you sit down with me so I can make sure that I understand what you want, okay?


That - there is no what I don't want to do to that one. You need to say what I don't want to do. I don't want to put you off.


Here let me help you with this for a minute, okay? What - when a supervisor provides you email directions how does that make you feel?


Okay, all right well we - the comment was I'm glad because I don't want to see her but we’re going to deal with that at another time.


How does that make you feel? Does it make you feel confident? Does it make you feel unsure? Do you - make you feel little, yes?


It makes you feel little. So the concern is now granted this could be difficult because you're talking to your supervisor. Yes?

Woman:
(Unintelligible).

Jeff Schmidt:
Okay we’re yes, we’re - that’s a - the comment was made that you wonder why they have to send you an email? That's a concern.

And you - because the intent then you read into that if there's no conversation you read into that well you don't trust what I'm doing.

Woman:
You’re tracking.

Jeff Schmidt:
So you’re tracking. Now the reality might be -- and again we’re getting into the weeds here on this because we’re talking about it -- the reality may be the supervisor needs to know who gets what assignment if they're dealing with a lot of people hypothetically. We don't know.


And it could be for their recordkeeping so they understand and they don't overlap duties. We don't know that. Yes?

Woman:
(Unintelligible).

Jeff Schmidt:
It could be correct.

Woman:
(Unintelligible).

Jeff Schmidt:
Great, very nicely stated. And here is what the contrast - it was a little bit more elaborative than a one sentence response.


But the point was that this was the style of the supervisor so you don't want to conflict with the style.


I'm not here to challenge your style on how you like to do things but I feel a lot better if you could come with me and have a conversation or give me more of an opportunity to be able to do my job, okay?


So that's basically - yes that's basically what it is.

Woman:
I understandable (unintelligible) assignments can we (unintelligible) and their be follow-up (unintelligible).

Jeff Schmidt:
Right. And that's a good cause a way to resolve the issue but it's not a contrast statement. It's not what I don't want to do because you didn't state that straight up...
Woman:
(Unintelligible).

Jeff Schmidt:
I would - well again it's not to say I don't. It's like I would prefer or I would - so you're not using confrontational language.

Woman:
Right.

Jeff Schmidt:
So you would have to craft it.

Woman:
First and so...
Jeff Schmidt:
Okay.

Woman:
...once you send me an email (unintelligible)...
Jeff Schmidt:
Yes, yes.

Woman:
But then (unintelligible).

Jeff Schmidt:
Right, right. The email to be used as a follow-up to the assignment...
Woman:
Right.

Jeff Schmidt:
...of which you was given verbally. I'm with you on that. Yes?

Woman:
Our states (unintelligible) for people are working different hours...
Jeff Schmidt:
Oh yes, oh yes.

Woman:
...(unintelligible).

Jeff Schmidt:
Yes, yes. The issue is what the implication of the action is by your supervisor and what it’s implying. I understand it. There are variables.


And yes, in respect to your question earlier about, you know, virtual management and all that kind of stuff, we’re not all having the opportunities for face to face that's a dilemma.


But we have to be respectful. I - we know we have people in different time zones. It's a heck of a lot easier to send emails to get things done.


And there are things certainly that are clear enough that you can make that happen. But if things are dropping and you’re not meeting expectations can we have our conversation to talk about this, you know, and work on it.


I want to meet your needs as best I can. I tend to work better without having email reminders. I want to certainly feel trusted that I'm doing the job for you. If I'm not please let me know but you're working. You've got to work it out.


But you are bothered. Your initial inclination by getting emails about directions all the time it’s like he doesn't trust me.


And I worry that he doesn't think I'm producing well and that's a concern. So yes...
Woman:
Right and (unintelligible).

Jeff Schmidt:
Correct. Yes, yes, yes. We right. We recognize whole long it takes to build trust and how long - how soon we can lose it.


Comment in the back of the room and then we’re going to move on.

Man:
I just had one (unintelligible).


What should be done with the project (unintelligible) lost in the shuffle (unintelligible)?

Jeff Schmidt:
I get that.

Man:
(Unintelligible).

Jeff Schmidt:
Yes.

Man:
So I need to prioritize (unintelligible). But they're coming day to day or all during the day. I need to know from his point of view what's important to you that I need to work on.

Jeff Schmidt:
Correct. The point was raised about the inconsistency of the person who was providing the assignment who may not know the details that are necessary in order to meet the needs.


So my suggestion in a situation like that is you need to have a three way conversation with the person who is giving the assignment, his supervisor so that you're insuring that I'm meeting the needs of what it is.

Because as we all know, we've all experienced this in our childhood about playing the game of telephone and how our messages as they get passed along the chain get modified and by the end it's not like the original message at all.


We know there's a problem. We could drop the ball that. And certainly if you've had experiences where the needs have not been met there is evidence that we - I feel like I'm doing what I need to do.

But there’s a disconnect between the folks above you who are given the assignments and we need to be able to flush them out, okay?

All right, let's move on. I've got a couple more of these exercises because I think this is a real vital tool.


Second one is you are meeting with a hardworking but sarcastic coworker. He or she routinely makes cutting remarks, takes cheap shots and shakes his or head in disgust while others are talking.


You like this person and admire his or her energy work ethic and creativity but don't like his or her abrasive style. Who can come up with a contrasting statement for that?


Tough (noogies). No that would not work. Yes?

Woman:
I had (unintelligible)...
Jeff Schmidt:
Yes.

Woman:
...with a coworker and (unintelligible) away from there and then I went back closed her door and I said (unintelligible).

Jeff Schmidt:
That was a reality check. Go ahead. Slides went backwards, talking too long.


I understand the approach. And that is really what you're trying to do in regards to your contrasting statement is to recognize that you don't want the person to not be able to convey what they feel but you worry that the performance or conduct -- it's more of a conduct issue -- it’s going to be influential on how they interact with other people. That's the conversation you really want to have.

It's not about your performance because your performance is good. You've got a good work ethic.

You know, it's that I've got concerns about how you conduct yourself in the workforce and how it influences other people around him. Any other suggestions on that one? Yes?

Woman:
I wanted to ask (unintelligible).

Jeff Schmidt:
The first - the red flare that I got on this -- and this goes beyond what we’re talking about in Crucial Conversations -- the red flare is to that this personality is allowed to continue in the workforce.


Somebody has had - needs to have a conversation with this person. And the conversation that I would have as I conveyed with her is I respect what you bring to the workplace.


You're a great performer and you get stuff done. But the way that you go about it is not going to allow you to collaborate because coworkers I've heard from other people that things are now, you know, you're not as respectful, you're not as - like that.


And in reality this is going to hold yourself back whether you realize it or not. People don't forget. People will remember.


And if you're a great performer that's one thing but if you go about the nature of your business in an offensive way you're going to cut yourself off in regards to opportunities. Nobody wants to work with people like that. Nobody does.


So there has to be an accountability in regards to that conduct. It should not be tolerated.

Bottom - okay bottom line, I see your face. The bottom line in regards to the work environment that you are in is that you are all accountable for what professionalism is.


You need to be telling people stuff. If you don't feel like it’s professional, if you don't feel like it's adequate or permissive in what's going on you need to be able to tell people that and say you may not agree but this is how I view this.


Now granted there are certain people that you can have this conversation with and there are certain people that you may not be able to because of the way they are.


But you know what, their own - they feel their own doom by acting that way. We all know that. We know what good behavior is and we should all be credited for that. Yes?

Woman:
I think in this conversation (unintelligible).

Jeff Schmidt:
You’re - okay.

Woman:
(Unintelligible).

Jeff Schmidt:
You can ask the person after you give them the feedback. So how do you feel? You know, I don't want to push this more than what it needs to but it is a concern of mine and my feelings support my point of view and I just want to share them with you.


You can agree or disagree to whatever that is. But I still want to have the opportunity to be able to tell you that.


But again, if you don't tell a person that they’re acting unprofessionally, okay certainly they’re going to be accountable for that at some point in their time -- whatever that is.


But they may not even know it. They might think it's normal. Again I'll go back to my example of my sarcastic humor with New Jersey where I grew up. My friends were all like that. That was norm.

Woman:
Right.

Jeff Schmidt:
Baton Rouge, oh no. So you have to work things to what the environment is.

For example if a person is being this way other people see if he’s - he, she is allowed to be that way, other people see that they're going to copy it because it's allowed.

Is that the environment we want? No. Tell them. It's an appropriate. If - and if you can't have the conversation, distance yourself from that. You don't have to engage in that if you don't need to at work.

They'll get the message. There's nobody being associated with them. They're not interested in having a discussion.


So there's ramifications and accountability for behavior like that. Yes, last question. I've got to move on.

Woman:
(Unintelligible) that may be a conversation you need to have with (unintelligible).

Jeff Schmidt:
You - right. My...
Woman:
You don't make (unintelligible).

Jeff Schmidt:
My inclination in a situation like that is to try to first have the conversation with your supervisor and let them know how comfortable it is.


If it doesn't happen that's why we have the grievance processes. That's what's available to us because that's the way you're going to get attention. No because the position that you're in you're not going to have the credibility.


What you need - you at least need to make the attempt to have the conversation first. I've tried that. I told her that, told him that. I, you know, I - so I've had that opportunity. It's repetitive.


So we’re now into a pattern conversation. We've gone from content the one time to now two times and it’s now a pattern.


So I don't get it. So what I said previously didn't make any difference to you? No, that's what you’re - okay. That's all you can do as an employee.


So my suggestion then would to be to go into a complaint process. You’re going to have to get some action on that.


All right, got to move ahead I'm going to pass the third exercise. So I want to go back. I'm not going back and I want to go to crib. Hold on.


Can’t move it at all now.

Woman:
(Unintelligible).

Jeff Schmidt:
Don't know, go forward please. Next all right. CRIB, CRIB is the third skill that we can use.


And we use CRIB to identify a mutual purpose. I'm going to do this best with a scenario.

We have three folks who have different expertise who are asked to work collaboratively on a project.


Each one of those individuals care about their area prominently so they're driven to really focus on them.


I don't want our group not to get recognition. I don't want, you know, that kind of a thing. So we've kind of got a selfish focus in regards to what it is.


So the purpose that each one of those individuals have is to ensure that their group gets recognition.


Over time when they start to realize that the reason why they were put together is because they have different expertises and they were asked to work collaboratively.


So if our - if we’re driven, if the purpose is really to have the recognition we’re going to receive more recognition if we work in a collaborative fashion.


So rather than look at it as these three individual entities involved with this project we want to look at in a big picture with one final issue of what we’re trying to achieve and the recognition that associates it.


So we’re inventing now a mutual purpose where we’re going about this activity as a group and not individually.


And then once we define that mutual purpose about what we’re trying to achieve ultimately then we can brainstorm ideas of how we’re going to get there, okay?


So that's what CRIB is. CRIB’s obviously the acronym. Commit to seek mutual purpose. Recognize purpose behind strategy. Invent a mutual purpose if we’re not finding one. and then Brainstorm the new strategies associated with that invented mutual purpose, okay?


So three skills -- apology, contrasting and CRIB that we can use to help re-identify or redefine mutual purpose and mutual respect.


All right, rock 'n roll. Next principle is mastering my stories. And before I get into that I need to provide this flowchart.


It's a very simple thing of how we do actions called pass to action. We see and hear something, we tell ourselves a story about that information it causes us to feel a certain way and then we act out on that -- simple thing.


And for those of you in the field who are not in very high dense populations please bear with me because of the scenario that I'm going to provide.


Everyone in this room when they leave work today will hop on the Beltway pretty much. Yes? No? Not really, okay.


Bear with me. We’re going to be on the Beltway and we’re driving along and it's rush hour. And we are feeling pretty tired because of the day that we had.


And we notice that somebody's coming on the up ramp, all right? So we want to give them the benefit of the doubt because certainly when we’re coming on the on-ramp we would like to be let in off the traffic.


But then we start thinking about our day and we say, you know, why - I want to get home too. I'm tired, I'm beat. I’m hungry, I want to get home. I want to have dinner.


So I see the person on the ramp starts to accelerate because they want to merge. And I'm thinking well wait a minute.


So I start telling myself a story about that person coming on the on-ramp. Who do they think they are? Right? And I’m - so I get aggravated and then I feel threatened and then I act out by pressing the accelerator.


We have road rage. That's where we go. Bottom line is what information do we have of that driver who's coming up on the on-ramp?

Woman:
None.

Jeff Schmidt:
Nothing. We hijacked our mind to believe that they are a threat, okay? So the most pivotal part of this flowchart is the telling ourselves a story.


We recognize that the more information we put into the pool of shared meeting, i.e., the see and hear part of this allows us to tell a better story.


That's why we need to stay in dialogue. The more conversation we have the more information we have, the better understanding, the better we can act, all right?


So now we’re clear on this process. So let's talk a little bit deeper about mastering my stories because we don't really want to talk about stories per se. We want to talk about facts, right?

We want to separate the facts from the stories. For example, if I were to come up to you and say I don't trust you how do you respond?

Woman:
(Unintelligible).

Jeff Schmidt:
You need to ask why? Trusting is a judgment. Trusting is not a fact. I can address facts. So I would ask why? I want to know. Well I don't trust you because you don't come to work on time.


Okay fact or not? Fact. We can deal with that. We can have a conversation about that, okay? So we want to stay with the facts.


The facts are not arguable. The interpretation can be arguable. The facts are not arguable.


We have to be very wary of the three clever stories -- victim, villain, and helpless. It's your fault. It's not my fault. I couldn't do anything about it.


Yes we have coworkers who live in these worlds. Not a good thing to be but we default to that. Oh the agency’s got me doing this again, out of our control. We can’t (unintelligible).


Take some ownership folks. Ask some questions, find out what's going on, okay? So be careful of that.


Once the facts are presented then you can provide the interpretation which leads us to our next principle which is state my (Pat).


It is acronym. Share your facts, tell your story, ask for others (unintelligible), talk tentatively and encourage testing.


I'm going to explain this principle through an example. And I don't want the office automation assistance and the audience to be offended, okay because this is what I'm going to share.


And I'm going to go back to the trust issue that I just raised. There is an office automation assistant whose responsibility is to answer phones at 7:00 am, okay?


Three times in the last two weeks they have shown up late. That's a fact. I’m a supervisor. I'm going to have this conversation with this employee, okay? And I'm going to share the facts.

So I state to that person tell her the facts, him or her the facts. I now want to provide the interpretation which is to tell the story about the facts.


Please understand me that this is a not - this is not about me attacking you but there is a responsibility to the job that you need to be here at 7 o'clock.


We get phone calls at 7:00 am from our customers. If you are not here I don't have coverage. I lose customer service. I hear about it and I'm held accountable for that, okay? I want you to understand that.

This is a very important part of our business. I know it doesn't happen every morning that we get calls that early. But I need to know what is happening with you in regards to meeting that obligation.


If in fact there is a problem then I may need to have somebody fill in. I just need to have some coverage, okay? So now you've provided interpretation of fact.

Woman:
You used I statements.

Jeff Schmidt:
And I used I statements thank you. So now you want to ask for the other person’s past, okay? So tell me what's happening?


Well I've got problems with day care. I've got problems of my car. I've got - I like this job. I want to be here but I have these issues that I have to deal with.


Oh more information into the pool of shared meaning, right? You understand that the person is really trying hard but they have these issues in not being able to get there at 7:00 am.


You may actually realize the person doesn't really want the job because it’s too much of a burden to get there that early they’re - for whatever the reason.


But now you've got something to work with. So how long is it going to take for you to fix your car? Are you going to find another day care center?

What period of time are we looking at? Are we looking at a month? Are we looking at two months? Are we looking at three months?


I need to know as a manager, okay? So you start to work this out.

The first three parts of this, share your facts, tell your story and ask for other’s past about - is about what you do.


The last two are about how you do it. You don't want to talk in absolutes. Well I know you don't like this job. That's what you come in late.


You don't know that. You got to give somebody the benefit of the doubt and let them convey to you.


You may figure that out in time but you don't want to speak in absolutes that you know exactly what's going on. Because we can be wrong, right?


Everybody's been in the room has been wrong yes? We all make mistakes. We’re not trying to make mistakes, okay?


So you want to talk tentatively. And then you want to encourage testing by how you're going to go about rectifying the situation.


So this is going to happen now for three weeks. How frequently? What days are more of a problem than others if there are and what am I going to do to make that happen, okay? That's how you address the problem.

(Date) is very important to use. Start with the facts, not with interpretations.


The moment you start with interpretation you have violated safety. And you're not going to have an open discussion, okay?


So don't start with interpretation. Start with a fact and then provide the interpretation of the facts.


All right, moving along now we want to go to exploring other’s past. This is really about being able to get the emotions settled by the other person.


So let me ask you this question. True or false, people don't make you mad you let them make you mad?

Woman:
True.

Jeff Schmidt:
True right? Yes. So why would we do that? It’s the feelings. But why would we do that? What are we really saying by doing that?


By allowing people to make us mad we are allowing them to control our emotional state. So why do we do that?


We do don't we? This again goes back to hot buttons. We have to know our own hot button so we have to keep ourselves from losing that to get aggravated, right?


So when we start talking about the emotions certainly of the other party we may recognize that there is a safety issue and we may not want to dispense of that with the other person.


You can’t have a - certainly an open conversation, a crucial conversation if a person is emotionally balanced, right?


We recognize that if our hot buttons are pushed that we have to step out of the content right, and ask ourselves those three questions and they are? Come on?

((Crosstalk))
Jeff Schmidt:
What do I want for myself? What do I want for the other person? And what do I want for the relationship before we can step back into content?


The other person could be going through the same type of thing. And we want to be able to pull them back in also, right? Yes? Yes that's what we want to do.


And as I had stated before if we don't address the internalization of those feelings. If we say there’s an issue that I don't need to talk about it's not a big deal and it causes us some unbiased filters in our brain so we don't open up. That stuff’s coming out somewhere. And we don't want to do that either.


We want to be able to speak openly about our feelings. We need to be able to do that. And people need to be respectful of those feelings. Don't have to agree. They need to be respectful.


All right there are times when we reach an impasse and we don't know what to do. But we do recognize that we need to have a conversation but we have an issue of willingness.


So we have another acronym to use called AMP. And the steps in AMP involve first to ask permission to be able to have the conversation.


I know you're emotionally upset but there's something that we really need to talk about. Are you okay with talking about it?


They might say no. Okay not the time. But if it's a vital piece of how you work together that's what you want to be able to do.


Next you want to mirror. You want to show them that their body language is contradictory to what they're saying.


If they tell you, you know, I'm pretty open to what we’re going to talk about with their arms folded that's not the same. I don't get that.


And they may not even realize that they're doing it. But you need to be able to tell them.


You then...
Woman:
Can tell them (unintelligible).

Jeff Schmidt:
No you can say to them specifically that your body language seems to contradict what you're saying.


You may be wrong. They may be cold. That's okay. But let them explain it. I'm just - I want to make sure that we’re on the same page that we’re focusing mutual purpose. So yes okay?


Next you want to - yes question again?

Woman:
(Unintelligible).

Jeff Schmidt:
Right, right. So you - right but you're not - you don't want to miss - you don't want people to misinterpret your body language.


You explain to them that I intend to be cold a lot so I'm always folded my arms. I get that. No problem. And that's a good thing to do because then you're not giving them the chance to miscommunicate based on body language whether it's contradictory.


But we know body language that seems to be negative. You know, we can be sitting there in person tapping their pencil, you know, like they’re - or they’re looking up. There’s no eye contact.


Now I say that because it always reminds me there are certain cultures that don't think eye contact is an important and they're taught - they’re raised not to have direct eye contact.


We have to have that understanding too right, because if we see there's no eye contact then we’re saying they're disconnected. They're not in with this because they're not looking at me anymore. And that may not be it.


They need to be appreciative that in American culture eye contact is vital. And that's a tough switch for them, okay?


So we have these little idiosyncrasies to deal with certainly with folks with the diversity, okay?


So if we are at the point here we have to get things rolling, we mirror to encourage, we paraphrase for understanding. Paraphrasing is not parroting.


Parroting is word for word reiteration of what somebody says. That's insulting, okay? Try to create language of interpretation of what's being said. Don't parrot because you're losing the effect.


Try to interpret. Let them correct you if you come across with a different understanding of what's being said.


If in fact there’s some hesitation in regards to this step, step out of it and continue it some other time. You may not want to go there. The person may not be receptive.

We already recognize that we’re at an impasse. There are emotions associated with an impasse. They may not be outward but they’re internal.


If you have treated this to a delicate phase three which goes to paraphrasing you don't want to continue anymore.


If in fact you do move ahead you prime. You provide exactly what's going - where each of us is going to do and (help) with it.


You set the precedent. You recognize that it’s not necessarily something that's written in stone, that it's a first step and that we may need to revisit how it's going.


Relationships change, people change, responsibilities change. We may need to come back in three months to talk about this and what we agreed upon today.


There’s no problem with that. But we have to work at it. There’s a willingness. There’s change that each one of us has to go through.


This is not a one-sided change. Two people both sides need to have some change, some modification, all right?

Last principle, moving to action, we have problems as kind of goes along with my initial scenario about my time that I spent with my endocrinologist.


If you spend a lot of time purging these feelings that you're not comfortable talking about and you're feeling a lot of relief in regards to that.


And before we know it we’re walking away from the table and we've put no plan in place. We’re going to be back to the table in another couple of weeks because we haven't identified how we’re going to do things differently.


So we have problems. We don't decide well. We don't make a commitments. We’re not using our crucial conversations skills. We just don't do that.


So we need to be able to put things in place. So we want to connect to existing long term benefits. We want to look to see how it's going to be down the road.


We certainly want to stay in dialogues. We have to be careful with the language that we use that we don't use threatening language.


Again it takes some crafting in regards to the words that you use and how you want to convey them.

There is also a point where we can reach saturation. There might be so many things to deal with in a situation in a relationship that we may not be able to deal with it all at once.


Well let's take a few things at a time. Let's address them for a while and see how they go before we start piling on other stuff, okay?


So we have a limit. There is a critical mass of things that we could deal with.

All right, closing points, we want to be able to remain flexible to deal with emerging problems. I'm sorry?

Woman:
(Unintelligible).

Jeff Schmidt:
All right, thank you. Thank you for keeping me (unintelligible). Thank you for keeping me (unintelligible). Anyway so we have closing points. Remaining flexible is vital.


There's variability all the time in the things that we deal with. We need to be understanding as I had said earlier that folks are all under additional stress these days.


We need to be forgiving and that to recognize that when somebody may be short with us it's not about us. It's about them and their stress.


And we want to be able if the relationship is important then we want to have that conversation and be able to flesh it out, all right?


When safety is at risk step out of the conversation, right? When we feel like we’re emotionally unstable we step out of the conversation. We ask those three questions and they are, come on folks you can do it?

((Crosstalk))
Jeff Schmidt:
There you go. What do I want for myself. What do I want for the other person. And what do I want for relationship. Thank you.


So that - before we can step back in the conversation we also want to recognize that if other things start filtering into a crucial conversation where there is a set mutual purpose on how are going to address this communication something else enters into it we want to bookmark it.


We don't want to dismiss it. We want to recognize that it is also important but we want to do it separately. Let's stay focused on what our original mutual purpose is, okay?


All right here are the references that I stated earlier. Crucial conversations, tools for talking when stakes are high, crucial confrontations, tools for resolving broken promises violate expectations, set of behavior.


So crucial conversations is about disagreement, crucial confrontations is about this appointment but the principles are basically the same.


The authors are at the bottom of that page and then I've listed the Vital Smart Web site where you can find formal training for both Crucial Conversations, Crucial Confrontations. They also have another book called Influencer and There’s is a fourth book and I can't remember the name of it but they do offer trainings for that and it's really important.


This is our Web site for the Cooperative Resolution Program. I did leave pamphlets on the - outside the door if you're interested in having that.


I certainly welcome your time. I appreciate the time that you spent with us here today. I will entertain questions as time permits. Thank you much.

Anita Pitchford:
Jeff thank you for the training. We appreciate it. Before we get started with the questions and answers I'm asking individuals in the field if you're attending in a group session the leader to please fax a copy listing the attendees that were in the room.


This assists us with being able to account for how many people that actually attended the training. It may be one line but there may be 15 people in the room and we need to be able to count those.


Okay now the question we have from the field I have three of them.

Jeff Schmidt:
Okay.

Anita Pitchford:
The first one is what do we do when there are language barriers for crucial conversations? How to approach a person in management that they are not understanding your situation?
Jeff Schmidt:
This is one question.
Anita Pitchford:
(Yes).

Jeff Schmidt:
So we have a question in regards to the language issue.

We are working with that. I recently actually have become aware of a resource of an individual, a woman who is associated with, what's the name of the - I can't remember the name of the language program.


But she is a voice coach. She works on dialect for Asian Americans specifically, but Rosetta Stone thank you. Thank you for that.


So there are now resources out there to help folks with different languages and accents and all that stuff that's going to help with that particular issue.


I understand that's a concern but we've got to deal with it as best we can. I know that those folks who are having the difficulty recognize that it's a difficulty.


I mean we - but we still have to do the best we can to make things happen. If there are resources you can utilize I certainly would recommend through the HR departments that they become aware of resources.


And what's the second part of that question, excuse me?
Anita Pitchford:
How to approach a person in management that they are not understanding a situation?

Jeff Schmidt:
To encourage them to certainly be open minded. Again I would certainly refer them to their ADR programs within their agency. And I don't know which agency we’re talking about to help with the language in order to get that across.


You may want to utilize the ADR specialist to maybe bridge the gap to have the conversation. There’s nothing to lose in regards to the conversation.


You know, and if it's a concern for an employee there should be an opportunity to be able to talk about that.

Anita Pitchford:
Okay. The next one is suggestions for dealing with an unreasonable person?

Jeff Schmidt:
Well without having specifics of what unreasonable is to define it just depends again on...
Anita Pitchford:
If they're having a conversation I guess.

Jeff Schmidt:
...the situation.


Reality is like I had stated earlier we recognize that when people call the programs to even talk about this that there’s an initial problem.


You wouldn’t be calling if there is a problem. You always have the option of doing nothing but it doesn't change the situation that you have.


So you're left with that. You're left with that chasm of negativity without dealing with anything. Try something different is my suggestion. Try a different approach. Try it with different understanding.


If a person is just not willing there's not a lot you can do with that either. And we talked about that earlier. You've got to be willing to make things work.

Anita Pitchford:
Okay. And the last one is what's the meaning of mirror of encourage?

Jeff Schmidt:
Mirror to encourage.

Anita Pitchford:
(Unintelligible). That is a mirror of a mirror to...
Jeff Schmidt:
Mirror to encourage is making people realize that their body language may be contradictory to what they say, okay?


So you're letting them know, you're actually providing some feedback in regards to the awareness of how a person may be coming across that they may not realize.


So by letting them know that their body language is contradictory to the things that they're saying is letting them know that they're not being fully understood.


So we need to be able to discuss that to ensure that we’re on the same page and understanding.

Anita Pitchford:
Okay the next one is how do you - what was it? How do you speak to a person respectively who keeps interrupting you?

Jeff Schmidt:
You can recognize or let me back up a minute.

Anita Pitchford:
Okay.

Jeff Schmidt:
If a - if you have a tendency the person that you're conversing with has - or has tendency to interrupt you may want to set ground rules in regards to your crucial conversation, okay?


In order for me to provide you the full understanding of why I feel the way that I do and the issues that are in front of me I would appreciate if you'd let me finish my statements before you respond. I will do the same, okay?


So you put yourself in the same position that you hold them accountable for. The idea is if in fact it continues to happen I'm not going to be able to get a clear - I'm not going to be able to provide you clear understanding about where I am if you keep interrupting me. That's the consequence of it, okay?


So I need for you to - I know it's your tendency and you may not even realize that it's your tendency.

But I need for you to be a little bit more respectful of what I need to contribute so that you understand clearly up about what I'm talking about. And I hope that you don't interrupt.


All right anybody have any questions from the floor? Yes?

Woman:
(Unintelligible).

Jeff Schmidt:
Okay a comment.

Woman:
(Unintelligible) USA. (Unintelligible). But also age, okay? So we have to (unintelligible).

Jeff Schmidt:
Right. The comment was made that this - the presentation provided today was very mainstream and doesn't take into account the cultural differences.


So the things that I've been talking about may not fit well with some of the cultures that are out there. I recognize that. I know that's an issue.


But this is - this information is information that even the mainstream doesn't know about. So one step at a time but I get what you're saying and I agree. Those are barriers.


We talked earlier. Maybe you came in later and I'm not sure but we talked about some of the barriers that we incur, the pressures and stresses that we deal with. But we have generational differences. We have cultural differences.


There are a lot of things that can contribute to the failure of having adequate communication. And we need to be more proactive to address those so that we’re aware of them. So I appreciate your comment. Thank you.

Anita Pitchford:
Thank you Jeff. For those that are still here I'm asking that if you have any questions now we’ve moved into the question and answer. Individuals on the phone can't hear.


And if you have a comment and you wanted to share with everyone I ask that you please come up to the mic otherwise save it for the presenter afterwards because we’re getting emails that we would like to hear the question.


Okay so I ask you now that we’re in the question and answer and if you have a question or comment please feel free to come up here to the mic so you can share with the others that are on the field.


We have over 500 lines and within those on those lines are individuals in the room, more than one person attending and it may benefit them also.


Okay. Now the question I have from the - out in the field is how do you deal with an individual you’ve had a crucial conversation with and they shared the information?

Jeff Schmidt:
Okay so the issue is whether there was an agreement on confidentiality at first. So again you could set guidelines in regards to how you’re going to have the conversation.


If you feel at times, if you feel that confidentiality is an issue I might recommend that you have a third party present to ensure that's going to happen so but you provide guidelines.


You can say up front in regards to the mutual purpose okay we are here to talk about such and such. I want to ask if it's okay that we talk in an open fashion and that you respect the confidentiality of what we talk about.


Are we in agreement with that? And if they're not then maybe you don't want to have that conversation, okay?


Again that comes back to trust. We have to trust each other.
Woman:
(Unintelligible).

Jeff Schmidt:
And they tell you and they lie is what - was (said)? Well trust is gone. I'm not having a conversation with you anymore.


If you violated the trust by speaking, you know, by being un-confidential of things that we talked about when we had agreed that it was confidential we’re done.


You know, I mean I can't - it's going to take a long time for me to see some trust that I can work together for you just let you know. But right now I can't say anything to you.


Yes okay, any other questions? Yes?
Woman:
Sorry what happened when the (unintelligible)?

Jeff Schmidt:
We'll have to talk separately.
Woman:
(Unintelligible).

Jeff Schmidt:
Okay. We will address that separately. Any other questions?

All right thank you much.

Woman:
All right thank you.

Woman:
That was great.
Jeff Schmidt:
Thank you.

Woman:
A friend of mine teaches a three day course.

Anita Pitchford:
Ladies and gentlemen that are on the line this concludes the training. We do have someone at the computer if you have a question.


The instructor is still here and would be more than happy to try and answer your question up until about five or ten minutes after 12:00. Thank you.

Coordinator:
This concludes audio portion of today's call. You may disconnect.

END
