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Crucial 
conversations 
involve 
conversations where 
there are opposing 
opinions, high 
stakes, and strong 
emotions.

What is a Crucial 
Conversation?



Benefit #1

Learn how to share what’s important 
to you in a way that leads to 
dialogue.



How to share what I need to say in a 
way that makes it easier for others to 
hear, understand, and respond to...



Benefit #2

Learn how to monitor and manage
safety during conversations.



When people don’t feel safe – they
go to silence or verbal violence.



Silence = anything we do to 
withhold our meaning from 

others.



What Silence Looks Like
Some early signs to look for

� Understating true opinions (i.e., sarcasm or sugarcoating)

� Using phrases like “some people” instead of “I” when describing opinions

� Changing the topic when sensitive subjects are brought up, and

� Withdrawing from conversations or relationships



Verbal Violence = anything we do 
to push our meaning on others.



What Verbal Violence Looks Like
Some early signs to look for

� Exaggerating by using absolutes

� Labeling and name-calling

� Monopolizing the conversation

� Using directive questions to control

� Belittling ideas or people
� Threatening



What does this look like in our 
interactions with others?



Benefit #3

Understand the power of stories



-We all tell stories
-Our stories are not the facts.
-Our stories create emotions that we act on.
-We can change our stories.



Learn to watch for three clever stories.



The victim story
"It's not my fault."



The villain story
"It's all your fault."



The helpless story
"There's nothing else I can do."



What do these clever stories 
look like in your interactions 
with others?



Benefit #4

Learn to value and build mutual 
respect.



Respect Quotes

“People don’t care how much you know until they know how much 
you care.”
John Maxwell

“Everyone longs to be heard. That’s why really listening to others may 
be the greatest way we demonstrate that we care.”
Unknown quote



Respect is like air…

“Respect is like air: You don’t notice it until it’s 
not there---and then it’s all you notice.”

Crucial Conversations for Mastering Dialogue



CONTRASTING TO CLEAR UP MISUNDERSTANDINGS (USING 
A DON’T/DO STATEMENT)



Use a "don't/do" contrasting 
statement to clear up 
misunderstandings.
"I don't mean to imply... I do mean to say..."

I didn't mean to suggest... I do mean to offer..."



Benefit #5

Learn to keep the main thing – the 
main thing!



What do I really want?



Be the difference!



Questions and Answers



Join us in Crucial 
Conversations training
https://okserc.org/stakeholder-training/



Special Education Resolution Center
OSU

Rob Keiter

Rob.keiter@okstate.edu

www.okserc.org

888-267-0028 

918-270-1849

405-569-3105 (mobile)


