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Now grab a pen and paper and answer the following questions

please J

Recall an awful conversation that you have had …
Who said what to whom?•
What emotions do you feel?•
Where does this show up in your body?•

Recall a marvelous conversation you have had …
Who said what to whom?•
What emotions do you feel?•
Where does this show up in your body?•
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Conversation Challenge

Words Create Worlds

What kind  
of world 
are you 

creating?

Hold onto those thoughts and feelings as you discover the Essentials
of Conversational Intelligence™. à
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The 
Conversational 

Essentials

These 6 Conversational 
Essentials are a 

framework of language 
and communication  tools 
that you can use today to 

change tomorrow’s 
conversations.

The following six pages will guide you through the Essentials
of Conversational Intelligence™. à
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TRUST

Ask 
Questions for 

which you 
have no 
answers

Listening to 
Connect, not 

Judge or 
Reject

Conversational 
Agility

Double 
Clicking

Being Open 
to Influence
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Being Open to Influence

When we are open to influence we are connecting without 
judgement, engaging and listening to what others are saying 
and even thinking, rather than preparing for what we want to 
say next. 

Your
 

Prac
tice

ü When working with others keep an open 
mind.

ü Embody Curiosity – be curious about 
what you might learn.

ü Hear what others are saying without 
filtering it through your own 
agenda/thoughts/biases. 

“Influence might just be the 
highest level of human skill”

1
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Priming for
Trust

TRUST is the feeling “I am safe, and know you have my back.” Trust 
is associated with the release of oxytocin, known as the bonding 
hormone, which is associated with love and collaboration. 

2

Consider a current challenge you or your team may be facing and 
answer these questions?  What are you findings? 

T • Transparency (quelling threats or fears)

How often do I/my team put issues on the table and deal with them in a timely 
and open way?

R • Relationship (listen to connect)

To what extent am I/my team open to having difficult conversations?

U • Understanding (listen to understand) 

How often do I/my team step into others’ shoes and see the world from their 
perspective?

S • Shared Success (listen to co-create strategies for mutual success)

How much do I/my team focus on creating mutual success, rather than our 
own success?

T • Truth telling (listen to close the reality gaps)

How often do I/my team share what’s really on our minds?

What do you need to Do Less or More of?

Listening Listening

Tip: we can assess your team’s TRUST DNA – let’s talk to find out how
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Ask Questions for Which 
You have No Answers

Too often we ask questions to guide people to where we want 
them to go. That is felt by others as leading questions and can be 
interpreted as manipulation, putting people on guard.  

When we ask questions for which we have no answers (even if you 
do), we are in a mindset of discovery and others feel this as 
inquisitive and curious, which puts people into a  co-creating and 
receptive state of mine. 

Your
 

Prac
tice

Say Less of… Say More of…

I don’t want to hear it!
What insights do you want 
to share?

Do as you’re told! Let’s hear your ideas.

You’re not paid to think. Interesting tell me more?

Do Less of… Do More of…

Withholding not sharing Sharing is power

It’s my way or the highway Experiment with new ways

I know what’s right
I’m open and receptive to 
those around me

3
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Listening to Connect
not Judge or Reject

Is a way of listening to the other person with a focus on them not 
you. It’s bigger than listening to understand – which is more about 
listening to confirm what you know.  Listening to connect is about 
focusing your attention on the other person:  What are they trying 
to say?  What are they thinking? What are the hoping you will help 
them explore?  Connect to their ‘world’ and explore their world. 

You might be surprised by what you learn. 

Your
 

Prac
tice

Say Less of… Say More of…

You don’t get it, do you? If you had the answer, how 
might you approach it?

What in the world were you 
thinking? 

I’d like to know what you 
were thinking – share.

So far I haven’t heard 
anything worthwhile.

Interesting – let’s keep going 
and see what emerges.

Do Less of… Do More of…

Lack of candour Candour abounds

Fear of mistakes Learning from mistakes

Fear of giving too much 
freedom

Opening boundaries and 
encouraging engagement

Candour – the 
quality of being 
open and honest in 
expression.

4
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Conversational Agility
the 3 R’s

Conversational Agility enables us to move in and out of conversations 
with ease and agility.  When a conflict is brewing, or you see a better 
way to frame the conversation, you can interrupt the pattern by 
Reframing, Refocusing and Redirecting.

5

You can use Reframing to set a new context for a situation from 
‘difficult to different.  

For Refocusing you can move a conversation from ‘looking at the 
situation as a problem to looking at it as an opportunity’.  

For Redirecting, you can redirect people to ‘aspirations, instead of 
problems’. 

Using your own words how would 
you react to each situation?
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Conversational Agility enables people to create a new ‘conversational 
space’ that facilitates wisdom and insight to emerge.  

I don’t feel good about myself 
when I make mistakes.

Making mistakes means you are 
taking risks and learning.

It can’t be done !
Last week we had a similar 

situation that turned out well.

What’s taking you so long?
I appreciate your careful 

attention.

Here are some Examples
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Double Clicking

Double-clicking – think computer mouse which is used to open up a 
folder or document. When we double-click in conversation we are 
uncovering and exploring what is in the other person’s mind.  
Asking “ What does that mean to you?” or “How do you envision 
next steps?” are very powerful questions that deepen your 
conversation. 

Your
 

Prac
tice

Say Less of… Say More of…

Just take it at face value.
What assumptions do you 
hold about the team?

It is what it is.
What would a significant 
breakthrough look like?

Ignore them and they will 
go away – conflict.

What issues concern you 
most?

Do Less of… Do More of…

Tell what I know Discover what I don’t know

Tell and sell Listen

It’s a dogmatic culture
Create a curious and 
respectful culture

6

By double-clicking you can better understand how others see the 
world. You gain clarity and understanding of what triggers others 
and deeper understanding of  others’ perspectives, their deeply 
held beliefs, and their unique points of view. 
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Putting It All Together

Recall an awful conversation that you have had…
Who said what to whom?•
What emotions do you feel?•
Where does this show up in your body?•

Recall a marvelous conversation you have had…
Who said what to whom•
What emotions do you feel?•
Where does this show up in your body•

Using the above essentials, how will you 
~ change that awful conversation or

~ enhance the marvellous conversation ~
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Priming 
for TRUST

Ask 
Questions 
for which 

you have no 
answers

Listening to 
Connect, not 

Judge or 
Reject

Conversational Agility

Double 
Clicking

Being  
Open to 

Influence

Remember the 

task I set you on Page 2?

Conversation Challenge



Research conducted by                                      &                                       
has proven that 9 out of 10 conversations miss the mark. 

Conversational Intelligence
Conversational Intelligence ™ [C-IQ] is the 
hardwired, and learnable ability, to connect, 
navigate and grow with others – a necessity in 
building healthier and more resilient people 
and organisations in the face of change. 

C-IQ provides a framework and practice for 
the way individuals, teams, and organisations 
listen, engage, architect, and influence the 
moment and shape the future, in all situations. 

C-IQ begins with Trust and ends with a high 
quality relationship and business success. 

Did you know that 9 out of 10 
conversations miss the mark. 

Page 11

Judith E. Glaser
Author of 
Conversational 
Intelligence ™

Inefficient conversations are extremely costly, highly frustrating 
and a waste of time. Miscommunication is a common business fatal 
flaw and one of the greatest hidden costs. 

Let ’s  d i scover how you can 
improve your Conversa t ion ROI?
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Everything Happens
Through Conversation

Let’s Talk

With knowledge of even the basic foundation of 
Conversation Cause and Effect©, we can all lead more
satisfying lives through healthier conversations with our 
family, our friends, and our colleagues alike.

Challenging and changing conversations in the 
workplace over the past 30 years, through coaching,
facilitating, workshops, and speaking, I have witnessed 
the power of Conversation Cause and Effect©.

Next Steps
Let’s have a conversation and determine how 
Conversation Cause and Effect© consulting  can help you 
and your team today change tomorrow’s conversations 
and improve your conversation ROI. 

karin@karinovari.com |  http://www.karinovari.com/

Let me know how you did with the

Conversation Challenge 
and get some  free feedback ~ email me
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