
H.A.R.D. 
Conve rsa t ions

Tips & Tactics to



At the  Offic e



Having
Ac tive
Ra p p ort
Dire c tly



Me la nie

Louisiana Native
Ma rrie d  39  ye a rs, 3  mo nths
Two  Da ug hte rs
Pa ssio ns: Fa mily, Fo o d , 

G a rd e ning ,  Bo o ks



Tip s
for HARD 
Conve rsa t ions
Heart
Antic ip a to ry C o mmunic a tio n
Rig ht Se tting
De me a no r 



A HARD 
Conve rsa t io
n J ourne y

40 -ye a r Re ve la tio n
C o lle g e  Dro p -o ut
C o urtya rd  C ha t
Hig h He e ls & Ma n C a ve



" I d on' t  like  
c he e se  in  my 
g rits"



Colle g e  
Drop - out



Courtya rd  
Cha t



Hig h He e ls
+

Ma n Ca ve



Tip s

Mutuality1

Ma nne r2

Mind se t3

Mimic4



" I d on' t  like  
c he e se  in  my 
g rits"



Courtya rd  
Cha t



Colle g e  
Drop - out



Hig h He e ls
+

Ma n Ca ve



The  ta c t ic s a re  
HARD...
and the strategy requires 
kno wle d g e  o f the  
O p e ra ting  Enviro nme nt

O p e ra ting  Enviro nme nt =  O rg a niza tio n



St ruc tura l
Hum a n  Re so urc e s

Po lit ic a l
Sym b o lic / C ulture

ORGANIZATIONAL

Bolman & Deal (2017). Reframing Organizations



STRUCTURAL



HUMAN RESOURCES



POLITICAL



POLITICAL
J ohn Eld re d ’s Cont ing e nc y Mod e l fo r Org a niza t iona l Po lit ic s



Source: Spirit of Human Resources Management

POLITICAL

Presenter Notes
Presentation Notes
OTHER SOURCES OF POWER
Reward Power: Ability to reward others
Coercive Power: Ability to influence others behavior by punishing their undesirable behavior
Referent Power: By being respected & admired
Legitimate Power: Power by position & authority
Information Power: Access to and/control of information
Expert Power: The ability to control another person’s behavior through the possession of knowledge, experience or judgment that the other person does not have



SYMBOLIC & CULTURE



SYMBOLIC & CULTURAL



St ruc tura l
Hum a n  Re so urc e s

Po lit ic a l
Sym b o lic / C ulture

FRAMING
ORGANIZATIONAL



Fro m  O rg a n iza t io na l t o  
In t e rp e rso na l

H.A.R.D
Having Active Rapport 

Dire c tly

Presenter Notes
Presentation Notes
Establishing a rapport is to build a RELATIONSHIP or create an AFFILIATION or FELLOWSHIP. Centered around ideals of understanding, connection and empathy. The antonym to rapport is friction.  If it is family, then RELATIONSHIP is the glue that holds us together.  If it is colleagues, AFFILIATION is the glue that keeps us connected.  And, with friends and neighbors, FELLOWSHIP is the common thread.  All are necessary to facilitate H.A.R.D. conversations.



Tra nsla t io n

fo r C a se  Ma na g e rs



Pa t ie n t s & Fa m ilie s

Identify the WHAT

Simula te  the  HO W

Human Simulators and Standardized Patients to Teach Difficult Conversations to Interprofessional Health Care Teams
Patricia A. Marken, PharmD, Christine Zimmerman, MSN, Christopher Kennedy, MD, Robert Schremmer, MD, and Katharine V. Smith, PhD

Presenter Notes
Presentation Notes
Invest time to analyze difficult communications that have already occurred. Identify themes; then simulate patient/family : case manager conversations.



C o - Wo rke rs

Self-Re fle c tio n

Inve stig a te  Unc o nsc io us Bia s



Pa rtne rs, Ag e nc ie s, Te a m s

"How Can I Help You?"

O p e ning : Mid d le : C lo sing

C e le b ra te  (o r Pra ise ) 
the  Wins/ G a ins



Sup e rviso rs o r Le a d e rsh ip  Exe c s

Interrupt Defenses

Se a rc h fo r So lutio ns



• Prep but don't perfect

• Be concise

• Engage heart AND head

• Trust the 
relationship

• Try on shoes ahead 
of time

• Facts and Acts...not the person

Tho ug ht s t o  Po nd e r

• Sp e a k slo wly, b re a the  d e e p ly

• Eve n-o ut e mo tio ns

• Emb ra c e  a lte rna tive  
p e rsp e c tive s

• Ea sy-d o e s- it  
no nve rb a ls

• Pla n the  c lo sure ...p rime  ne xt 
ste p s

• G e o me tric  Vie wp o int



Be  Confid e nt  & Ha ve  A Ra p p ort  Dire c t ly with:

Heart
Antic ip a to ry C o mmunic a tio n
Rig ht Se tting
De me a no r

“Yo u C a n  Do  Th is!"



Will I Se e  Yo u in  O rla nd o ? !? !
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