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CALA Homes Difficult Conversations Session Plan -Virtual delivery.
Pre-course work: Delegates to complete a REALPLAY template and bring with them to the workshop.
One trainer and two actor facilitators
There are 4 sessions.
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	Time
	Session
	Content

	
	Welcome and introductions 
Stealth??
	Bring the day to order, asking people, to take their seats and enters discussion with them informally.
Stealth to be scripted. 
Options –AF2 arrives as a late inclusion on the session from another cohort due to a diary clash.
Facilitator reveals the ‘character’ as one of delivery team – quickly asking delegates to record/note down three words to describe their response to the situation, the character’s approach etc.

	
	Welcome and introductions
	Facilitator introduces themselves and provides an overview to the session – today is about challenging conversations, our approach, our mindset and how we make the most of every interaction. 
Zoom overview – before we start lets looks at a few of the features of Zoom as a platform for learning. 
· Chat Box – Facilitator – send a hello message to everyone and ask them to reply
· Polls – Launch the Poll – ‘Who is familiar with Zoom?
· Screen Sharing
· Annotations – Show the ‘How are you graphic’ ask people to add their thoughts into the screen 
· Breakout rooms – explain how they work and purpose 
Activity: Why are you here? (5 minutes)
Break group into trio to demonstrate a break out room and to say hello to their colleagues and discuss what want from today based upon their pre work.  
Once the group has returned explain that to help the delegates really get the most from today encourage participation – I know we have day jobs, this is a chance to focus on themselves and how to make their job easier
Ask – How often do we have the opportunity to have a challenging conversation? Add answers into chat box
Therefore, making sure we are effective in these situations can have a real positive effect on the outcome. Facilitator introduces the actor facilitators. AF to give intros and explain their purpose.  
The technique, its application, the safety of learners and the advantages of approaching this module this way is made clear by the Facilitator. We make it clear that the AFS do the acting – not the learners.
Objectives. Content.
Today is split over four separate sections – cover timings 
Facilitator outlines objectives for the day and highlighting the opportunity to explore and use some of new skills in the sessions today. 
Facilitator to refer to pre work set asking for delegates to outline their own difficult conversations focus areas (for use later in the day) – Capture on white board and save. Personal objectives that we can connect to the content 

	

	Setting the scene
	Difficult conversations – why bother? 
Facilitator to ask the whole group what makes conversations ‘difficult’?
Breakout activity: 5 minutes
Facilitator to split delegates in 3 groups A/B/C.  
They have 5 minutes to discuss and capture thoughts on the question and for one person to capture on PowerPoint or paper to share with the group. 
This is not about context and scenarios, but the ingredients – i.e. delicate topics, aggressive customers, apathetic subbies, high stake outcomes (commercial discussions, emotional investment), conflict – how it made us feel), hierarchical relationships etc.
Ask learners to consider who the main stakeholders are -  
Those who you will have to manage difficult conversations with within your current and future roles at CALA.

Once they have returned complete a review from each group and ask to share their PowerPoint or thoughts and feed back to the wider group.



	
	The Why Not’s
	The Why Not’s 
Annotation Activity:
Groups are asked to compile a list of challenges/blockers/why not’s as to why we don’t always handle difficult conversations well.
Capture all the topics on the whiteboard and discuss (save once done)
Identify mindset, motivations, attitudes, inexperience, fear

Break out activity: (5 minutes)
Explain you will split delegates into pairs and encourage them to record personal insights/thoughts as to what may be blocking them handling difficult conversations as confidently as they would like to. Refer to pre work and capture in their workbooks. 

Trainer explains that we now get a chance to rewind time and help each other to identify what they could do in the future.

	
	Summary reflection
	Summary Reflection: 
On completion, facilitator to create a whiteboard flip of ‘Key Ingredients of a difficult conversation’ by asking for what we helped do better/more of/less of than the first time. This will be saved and shared with the group post session.

Signpost that we will now take a 20 minute break – during this time as delegates to reflect upon their own learning so far and to record in their work books. 

Advise group to put their mics on mute and to switch off their webcams rather than leaving the session. 

Facilitator – allocate everyone back into the waiting room if needed. 

	
	Break 
	Self-Reflection 
Grab a cuppa, stretch legs, and also identify and record personal learnings from this exercise.

	
	Soft Skills 
	Module Two – Soft Skills

Start by asking the group to show a thumbs up if they did algebra at school. 
Depending who answers to pick someone to answer the equation E+R=O
Capture some thoughts and provide the answer if this is not guessed Event + Reaction = Outcome. 
Facilitate a discussion around what this means. 
We cannot change or affect the event – it has already happened. We can however decide our response to that event to influence a positive or negative outcome. 

Sign post to explain we will look at some key skills that can help influence that positive outcome. 

Assertiveness (20 minutes)

Launch the poll – ‘What is assertiveness’ and share results once all have answered. 
Facilitate a conversation around answers to who is and is not assertive and explore reasons why. 
AF demonstration of aggressive and passive styles to delegates. We do not term the styles passive or aggressive. Instead we are led by delegate feedback on each presentation via comments in the comments box.
Facilitator to discuss what it is to be assertive and the difference between the other emotional states – Passive and Aggressive. There can be a fine line between over assertiveness and aggression. 
Capture behaviours, mindset, communication style. 
Share slide that shows the different states and discuss affects, where might these states happen and who with? 


Transactional Analysis (15 minutes)

Facilitator to lead conversation on ego states and the positions we can adopt in some situations and the outcome is can produce. 

Draw the Three states on a white board and give the titles to each one and how they show up in real life situations. 
Parent – hero, persecutor, I told you so, you should know better, aggressive
Adult – win win approach, calm, confident, solution focus, supportive, assertive 
Child – petulant, immature, resistance, emotional, aggressive

Capture behaviours, communication, and attitudes to each

To positively affect the outcome of a conversation it is important that we focus on the adult to adult style of conversation of mutual respect. 

Conflict Management (50 minutes)

Fight, Flight, Freeze is our brains natural reaction to stressful situations. Being aware of how we might react to conflict situations and how we can change requires is to ‘focus’. 
Understanding the positions of conflict is an important part of realising where your default mindset could be and how you can look towards resolution. 
One of the most famous models for understand was created by Ralph Thomas and Kenneth Kilmann in 1970. The Thomas-Kilmann model is made up of five positions. 

Brief explanation of Kilman’s 5 positions on screen 

Conflict Demonstration (30 minutes)
Delegates to watch 5 mini scenes and position AF’s conflict position correctly
AF1 and AF2 play the conflict scenes.

Facilitator leads on listing the behaviours and approaches assigned to each quadrant asking delegates to add context to what these areas might look, sound and feel like. 

Linking to Mehrabian theory on communication.  
AF Demonstration of ‘I Never Said You Stole the Money’

Identify Pro’s and Con’s to each section 
(Delegates are asked to refer back to the stealth entrance at the start of the day and reflect on their reaction? Does this mirror their preference regarding conflict in the workplace??) 

Break out activity: Self Reflection: 10 minutes
Delegates to work in pairs and identify and record one difficult situation where they could better drive a collaborative outcome, or competitive ‘win’, by changing their approach.
What was the outcome?
What did you want it to be?
What position did you adopt, and would you change it next time?


	
	Lunch 
	Self-Reflection 
Grab a cuppa, stretch legs, and also identify and record personal learnings from morning sessions

	
	Break Out Exercise 1








































George (delivering feedback)





	Module 3 – Scenario practice 

Start with the Ice breaker? Using AF2 Congruence in communication. Trainer to make the link to congruent communication being key.

Participants split into of two groups for 30 minute break out sessions for each scenario. 
Trainer to explain to the whole group how the technique works before splitting into 2 groups 
The scenarios are explored via the stop/start technique where the participants are presented scenarios dealing with single characters.
Via the stop/start technique a volunteer attempts to handle the difficult conversation with guidance for their peers, and the actor facilitator stepping out of role. 
Groups will swap AF and scenario after 30 minutes. 

[bookmark: _Hlk33530805]Session A – Jo (stress)
Actor Facilitator 3.
AF to share scenario in the group and lead the session 

Trainer background notes – This scenarios positions Jo as a direct report who has asked for a conversation. What role would this be? They explain that they know they have been late a couple of times recently but that they are struggling with some issues outside of work. They are very vulnerable and wanted to discuss this confidentially. They have had a relationship breakdown and a relative who has had a recent worrying diagnosis.
The learning is how to show empathy as a leader, reassure a colleague and direct them appropriately according to CALA guidelines and employee support systems.

AF to screen share - Slide to show demonstrating empathy. Sympathy vs Empathy.

Discuss the following client queries
· what role would be suitable for Jo?
· What would you expect your leaders to know and do in this situation
· What employee information can we expect the leaders to offer ‘Jo’ and, what information can we cascade in this exercise on behalf of CALA e.g. any mental health programme etc.

Session B – George (Feedback)
Actor Facilitator 2
AF to share scenario in the group and lead the session 
In this scenario George is a long standing CALA direct staff and has recently been moved onto your team. You have had feedback from a client that George has been unprofessional in some meetings and is a concern.
It appears that George has been making negative comments about CALA during meetings and the client feels it is reflecting poorly on CALA and, also, affecting the relationship

AF to share slide – Action Impact Do. Feedback and give demonstration where required. 


	
	Break Out Exercise 2
	The mini groups move to the next session. Swap groups and scenarios 

	
	Debrief of activity
	Summary and Reflection: 
Facilitator to direct the responsibilities of a line manager in these situation and the expectations CALA places on all colleagues, regardless of role. 

	
	Break
	Self-Reflection 
Grab a cuppa, stretch legs, and also identify and record personal learnings from first afternoon session.

	
	
	

	
	Realplay


	Delegates are asked to offer REALPLAY material to be explored with the actor facilitators.
Two options – do as a complete group or split into two groups with one AF in each group.

Ask delegates to reflect upon their pre work and use these to help shape this section. 
We take scenes, scenarios and characters and form them into ‘vanilla’ demonstrations for the delegates to observe and re direct using learnings from the day.

Ask for a volunteer to start, this can be either using all AFs, one AF with a volunteer to suit the learner preferences.

Encourage feedback from the audience on approaches and how to deal. 
Facilitator to lead section if lack of suggestions by looking for generic situations to start – late subbie, poor work, bad attitude 


	
	Summary and Reinforcement actions
	Summary
Ask delegates to add the key topics from today into the chat box. Asking some to elaborate on their learning. 

Breakout Activity: Peer to peer review and coaching (10 minutes)
Work in pairs to reflect upon their experience today – what actions do they want to commit too and how will they take these forward? 
Share some examples of positive reinforcement actions 
RO1: Use the AID Feedback technique shown to give some constructive feedback to three colleagues in the next four weeks
RO2: When encountering passive aggressive behaviour in the next month use the model shown to remember to communicate assertively and collaboratively Facilitator to lead conversation on learnings from today

Annotation: Show the feedback thermometer and ask delegates to use the annotations to add their reflective thoughts on the session

Thank everyone for their effort, wish them good luck and explain about feedback 
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