AWS Difficult Conversations Guide

Having a difficult conversation can be challenging, but with the right preparation and
approach, it can be handled effectively.

Here are detailed steps to prepare for and conduct a difficult conversation:

Preparation Steps

1. Identify the Purpose
o Clarify the Issue: Understand exactly what the issue is and why it needs to be
addressed. Eg."l need to address the consistent lateness of a team member which is
affecting our project deadlines.”
o Define Your Goals: Know what you want to achieve from the conversation (resolution,
understanding, agreement). Eg. "My goal is to understand the reason behind the
lateness and find a solution to ensure timely attendance."

2. Understand Your Emotions
o Self-Reflection: Reflect on your own feelings about the situation. Are you angry, hurt,
or frustrated? Eg. "l feel frustrated because the team's performance is impacted, but |
need to remain calm to discuss this effectively."
o Manage Emotions: Ensure you are calm and composed before initiating the
conversation. Eg. Take deep breaths and ensure you are not feeling overly emotional
before the conversation.

3. Gather Facts
o Collect Information: Have specific examples and facts to support your perspective.
Eg. "Over the past month, you were late on five occasions: June 3, June 7, June 10,
June 14, and June 20."
o Avoid Assumptions: Stick to observable behaviors and events, not assumptions or
interpretations. Eg. "l noticed you were late," instead of "You don't care about the
team's time."

4. Consider the Other Person’s Perspective
o Empathy: Try to understand their point of view and anticipate their reactions.
Eg. "Maybe they have personal issues causing them to be late."
o Potential Reactions: Think about how they might respond and prepare for different
scenarios. Eg. "They might feel defensive or embarrassed. | should be prepared for
that."

5. Choose the Right Time and Place
o Private Setting: Ensure privacy to avoid interruptions and embarrassment. Eg."Let's
have this discussion in my office where it's quiet and private."
o Appropriate Timing: Choose a time when both parties are not rushed or stressed.
Eg. "I'll schedule the meeting for a time when neither of us has pressing deadlines."
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Conversation Steps

1. Set a Positive Tone
o Open Respectfully: Start with a positive or neutral statement. Eg. "l appreciate the
hard work you've been putting into our projects."
o Express Intentions: Clarify that your goal is a constructive conversation. Eg. "l want to
talk about something that's been concerning me and see how we can resolve it
together."

2. State the Issue Clearly
o Be Direct: Explain the issue concisely and clearly. Eg. "I've noticed that you've been
arriving late to work several times this month."
o Use "I" Statements: Focus on how you feel and what you have observed rather than
placing blame. Eg. "l noticed that..." instead of "You always...".

3. Listen Actively
o Be Open-Minded: Allow the other person to share their perspective without
interruption. Eg. "Can you help me understand why this has been happening?"
o Show Understanding: Acknowledge their feelings and viewpoints Eg. "l understand
that you feel...".

4. Discuss the Impact
o Explain Consequences: Describe how the issue affects you, the team, or the situation.
Eg. "When you're late, it delays the team’s progress and puts extra pressure on others
to catch up."
o Provide Examples: Use specific instances to illustrate your points. Eg. "For instance, on
June 3rd, we had to postpone the client meeting because you were late."

5. Work Toward a Solution
o Collaborative Approach: Invite the other person to help find a solution. Eg. "What do
you think could help in managing this better?"
o Brainstorm Together: Discuss possible ways to address the issue and agree on
actionable steps. Eg. "Perhaps we can adjust your start time temporarily or explore
remote working options for a while."

6. Agree on Next Steps
o Action Plan: Outline clear steps and responsibilities for both parties. Eg. "Let's agree
that you will start at 9:30 AM for the next month and then we will review how it's
working."
o Follow-Up: Decide on a time to check in on progress and ensure accountability. Eg.
"We'll check in after two weeks to see how things are going."
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Post-Conversation Steps

1. Reflect on the Conversation

o Self-Evaluation: Consider what went well and what could have been handled
differently. Eg. "The conversation went well, but | could have been more
empathetic."

o Learn and Improve: Use the experience to improve future difficult conversations.

Eg. "Next time, I'll ensure to express more understanding before diving into
solutions."

2. Follow-Up

o Check-In: Follow up with the other person to see how they are feeling and if any
further actions are needed. Eg. "How has the new start time been working for you?"

o Reinforce Positives: Acknowledge any positive changes or efforts made since the
conversation. Eg. "l noticed you've been on time for the past two weeks. Great job!"

3. Document the Discussion

o Record Key Points: Keep a record of what was discussed and any agreed-upon

actions for future reference. Eg. "Documented that we agreed on a new start time of
9:30 AM and set a follow-up for two weeks."

By following these steps, you can approach difficult conversations with confidence
and increase the likelihood of a constructive outcome.
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