Career Communications:
Navigating Difficult Conversations

Presented by: Madelyn Mackie, Career Activator
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Do you need NASBA CPE credits?

* Navigate to website: iofm.cnf.io
or scan the QR code =2

* Check-in and check-out of your sessions to
track your attendance for NASBA CPEs

* Certified with IOFM? No need to check-in
and out of sessions. Self-report CEUs on
|IOFM.com instead after the event!
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et’s talk about all the types of conversations
you have throughout your day...

ROADMAP TO PRODUCT LAUNCH

b‘/
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What would your
organization look like if
every conversation
ended in.success?
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Before you begin any conversation...
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What happens when it is over?

" \What do | want this
person to know?

%ﬂd " What do | want this
q&e person to feel?

" \What do | want this
person to do?
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SPECIFIC

What specific
item do you
want to
address?
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What specific
item do you
want to
address?




SPECIFIC

What specific
item do you
want to
address?




SPECIFIC

What specific
item do you
want to
address?




SPECIFIC

What specific
item do you
want to
address?




SPECIFIC

“I want to
address the
missed
deadlines with
Janice, identify
the root cause,
and agree on a
solution to
ensure future
deadlines are

met.”?




Best Practices

professiona

Always keep It

Prepare and research

Listen to un
not to reply

derstand,

Ask clarifying questions
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Let’s talk about...
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jons you

in the future?

What are some difficult conversat

might need to have
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Ladder of Inference
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The Ladder of Inference

| take actions based on my
beliefs
| adopt beliefs about the
world

] draw conclusions

Action

Conclusions
Assumptions Reflexive

Loop
[Cultural and Personal]

| select “Data” from what | Select
observe
Observable “data” and

| make assumptions based on
the meanings | added

| add meanings

Our beliefs
influence what we
observe
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Observe (What you see/hear):

Alex says: “We can’t present to leadership
without detailed analysis. It’s reckless to go in
unprepared.”

= 3
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The Ladder of Inference

I take actions based on my Acti
beliefs ACUION
I adopt beliefs about the
world

I make assumptions based on , :
the meanings | added Assumptions Reflexive
; | Loop
I add meanings Miantize
[Cultural and Personal] Canmngs £
I select “Data” from what | Sl L
observe Select x‘)
8 Our beliefs
e W/ Ourbelie
experiences ~ y Influence what we,

observe
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Select (from what | observe):

Your reaction: You feel frustrated because the
tight deadline doesn’t allow for the depth Alex
IS suggesting.
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The Ladder of Inference ACTION STEP | Pause: Take a breath. Avoid

Acton responding emotionally.

I make assumptions based on , o
the meanings | added Reflexive
I add meanings o /
[Cultural and Personal] 2 5° /4
I select “Data’” from what |
observe S€ieC A,
8 Our beliefs
oy W/ Ourbeliet
experiences ~ y Influence what we,

observe
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Meaning (What it means to you):

SR You interpret Alex’s statement as implying
TN T ' that your approach is careless or less

e

The Ladder of Inference tworough.

beliefs
ACTION STEP | Reflect: Ask yourself, “Is this

— what Alex really means, or am | making an

I make assumptions based on , :
the meanings | added Reflexive . p
Ty e assumption?

[Cultural and Personal] i o /
I select “Data’” from what
observe patn Ly

S Our beliefs

e W/ Ourbelieis

experiences ) y Influence what we

observe
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Make Assumptions (\What you believe):

SRR Assumption: Alex doesn’t trust your
m=s T ' judgment or isn’t considering the time

s

The Ladder of Inference constraints.

‘ ACTION STEP | Reframe: Think, “Alex might

— .. simply have a different perspective or

L A priorities for the presentation.”
[Cultural and Personal] 2 5 /

.t",’
I select “Data” from what | Select v
observe . A
B Our beliefs
Observable “data” and .

observe
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Draw Conclusions (Decide what’s true):

= 3
‘,."- °

Initial conclusion: Alex’s plan is impractical

The Ladder of Inference , _ _ , _
and might derail the project timeline.

beliefs
onclusions | ACTION STEP | Adjust: Before concluding,
e ssumptions| | Refl decide to gather more data by engaging Alex
anings | . fructive di .
in a constructive discussion.
Observ:ll:le AT | :,/.," " Our beliefs
Observe ¥ influence what we

observe
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Form Beliefs (Your mindset about Alex):

m= T

- ' | Belief: Alex might value thoroughness over
The Ladder of Inference ..
efficiency.

I take actions based on my Acti
beliefs ACUION

—| adopt be‘::erf:dabout the
onclusions | ACTION STEP | Shift Perspective: Think, “We

— a both want the presentation to succeed, but
we're prioritizing different aspects of the

B Our beliefs )
O perinces ¥ influence what WOTIK.
experiences ~ ¥ influence what we

observe

slOFM Spring

CONFERENCE & EXPO




Take Action (Your response):
Instead of reacting defensively, you decide
to approach the conversation with curiosity.

= 3
‘,."- °

The Ladder of Inference Example Response:
Alex, | understand your concern about
beliefs Action

‘ oeing well-prepared. Can we discuss what
onclusion: evel of detail would be sufficient for this
— presentation, given the deadline? Perhaps
[Cultural and Personal] o ,, . 7)
we can strike a balance.
fll(l)el:clé) i
experiences ‘ \ ‘

observe
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REACTIVE CRITICAL
COMMUNICATION: COMMUNICATION:

what do | do about this? pauses and asks questions.
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What do we know vs. what are we assuming? Name

both explicitly before you proceed.

What’s missing? What information would change your

answer if you had it?

Who else should be involved? Who has context,

authority, or perspective you don’t have?

What are the second-order consequences? If we do X,

what happens next — and then what?
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When we pause and ask
guestions, we open up

communication channels.
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The 5 Whys




Best use case: when the same issue keeps coming

back because the real cause was never addressed.
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The 5 Why’s Framework

Define the

1 PROBLEM
(Effect/Symptom)

Ask ‘WHY?’
2

(15t Layer)
3 Ask ‘WHY?’
(2nd Layer) SYSTEMATIC
INQUIRY
i 2/
4 Ask ‘WHY? (Loop)

(3rd Layer)

5 Ask ‘WHY?’
(4th/Final Layer)

ROOT CAUSE FOUND

Identify the

addressable source. =IOFM Spnng
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Purchase Order

Departments keep submitting incomplete purchase

Efrrry D

orders
Staff aren’t filling out all required fields

They don’t know which fields are required

The PO form was updated 6 months ago — training

updated
Why 4: No process for notifying training when forms change

Root cause: No formal communication channel between IT and

HR/training when forms change
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Simulate the conversation and what arguments my
supervisor/colleagues would state and my counter-
points using the {insert framework}.
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You:

“Thank you for taking the time to meet with me. I've bej
contributions I've made to the department. I'd like to di

pasition to align with the level of responsibilities 1've tal

Boss:

"I understand your concerns, but as you know, the budg

flexibility to increase salanes.”

You:

“| completely understand the budget constraints, and I’
consistently performing duties beyond my current class
e.g., leading projects, handling cross-department initiati
These are tasks that align more closely with the respons

Reclassifying my role would ensure that my compensati

doing."

Boss:

"But even if you're doing more, we still don't have the fi

justify reallocating the budget just for one person.”

You:

"| appreciate that, and I'm not looking for an immediate largs
phased approach or even starting with the reclassification itss
point when the budget allows. This way, the role accurately re

financial aspect can be addressed when feasible.”

Boss:

"That's 2 reasonable idea, but I'm still not sure we can justify
Impact, changing classifications could set a precedent for oth

requests.”

You:

"I understand the concern about precedent, but what I'm req
changes in my responsibilities. I've taken on tasks that are no
those efforts have contributed to the success of our departm
but rather a recognition of the expanded scope of my role, w

higher-level classifications.”

Boss:

"| see your point, but the fact remains that we still have const

situations. Wouldn't it be unfair to them if we only adjusted y

You:

“| value fairmess across the team and the organization. However, this isn't just about a salary increase
—it's about ensuring that the classification and the role are zligned. If other team members are also
experiencing similar misalignment, | think it's an opportunity for a broader conversation about role

re-evaluations. I'm happy to discuss that as a group, but right now, I'm advocating for my role based

on my current contributions and how they exceed the scope of my current classification.”

Boss:

“| get that you've been doing more, but even with those added responsibilities, I'm still not sure it's
enough for a reclassification. Many executive assistants take on more work over time—it's part of the

Job."

You:

"That's true, and I'm proud to step up when needed. However, my role has evolved significantly to
Include tasks that are well cutside the traditional executive assistant duties. For example, [mention
specific advanced duties], which align more with the higher pay band rales. These tasks are directly
contributing to the efficiency and success of the department, and | believe it's impaortant to reflect

that in the classification.”

Boss:

"| see your point, but my concern is that even iIf we made the change, there’s no guarantee of the

calary adjustment being approved down the road.”
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ACTION ITEMS: Next time you are faced with a
difficult conversation...
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QUESTIONS?

REMINDER!
If you checked in for NASBA CPE credit, check out at iofm.cnf.io
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: Madelyn Mackie
Chief Career Activator
E Outplacement & Career

 Management Services
Madelyn Mackie & Associates

Stay in touch! Scan for Madelyn’s
Digital Business Card
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Please tell us what you think!

* Please scan this QR code using your mobile to
access a short feedback survey 2

* Also accessible via the mobile app

<

I _
Accounts Payable - Manager I I “
Certification
EE B
® Grand Caribbean 8-10 ﬂ
08:30 AM - 04:30 PM « Mon, May 11
Grand Caribbean 8-10

1 "= p T '

[=]E%: ::E-E*

In one full day, you will be prepared
to earn your certification credentials

Weds 1:10 |Career Communications: =|OFM Sprlng
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