
STUDIES IN SUCCESS

CRUCIAL CONVERSATIONS®

Overview

Difficult conversations abound in business, like delivering feedback 
to an underperforming employee, telling an internal job candidate 
they weren’t selected, or letting a colleague know their behavior is 
distracting. The expectation of initiating these conversations often 
causes anxiety, and the results can be counter-productive, not to 
mention emotionally challenging, if not handled correctly.

Crucial Conversations Program

The Crucial Conversations program teaches nine tools to support 
individuals in managing through an important and emotionally-
laden conversation, helping develop more honest communication 
for problem resolution. The first step in preparing for a crucial 
conversation is to identify the motive and purpose of the 
conversation; the most important aspect of effectively conducting a 
crucial conversation is setting your thoughts and opinions aside and 
listening to the other person. The initiator of a crucial conversation 
can determine the best tool to use for each specific situation. 

“A crucial conversation involves high emotion, high stakes and 
opposing opinions,” says Sarah Spivey, Senior Consultant in FCC 
Services’ Leadership Development group. “The process taught in 
the Crucial Conversations course allows people to eloquently state 
how they see what’s going on and ask the other person’s opinion, and 
through active listening, resolve the issue at hand.”

Compeer Financial has been offering Crucial Conversations as part 
of its leadership and development program for several years, and 
Crucial Conversations is open to anyone in the organization. Each 
year, the 30-space class fills up quickly as word has spread about the 
efficacy of the course.

“Crucial Conversations is a great program we can offer to team 
members and team leaders alike to give them a strong foundation 
for professional communication,” says Erin Porter, Senior Human 
Resource Generalist with Compeer Financial. “It’s become a tool that 
we believe in, and that our team members also value.”

Collaboration

One of Compeer Financial’s core values is collaboration, and the 
organization believes that Crucial Conversations supports effective 
collaboration within and across teams.

“People working together on a team don’t always agree, and the 
coursework in Crucial Conversations gives team members a common 
language to guide difficult conversations with each other,” Erin says. 

“It helps our team members embrace the collaborative culture we’ve 
built and foster, and find common ground to achieve results that 
benefit the team and the organization.”

In addition to the basic Crucial Conversations course, Compeer 
Financial also offers an annual Crucial Conversations Business 
Review, a half-day course also offered by FCC Services to serve as 
a refresher for team members and an opportunity to practice skills 
and ask questions of the expert facilitators about particular tools or 
situations.
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In today’s business world, crucial conversations often happen 
between people from different generations who may have different 
communication styles and comfort levels with what can be perceived 
as confrontation. However, it’s critical to remember that not everyone 
in a given generation shares the same characteristics or preferences, 
and to assume so may lead to unsuccessful communications.

“No one generation is better at communicating than the other-that 
would be like saying any given generation has better athletes than 
another,” says Sarah. “The most important thing for us to keep in 
mind is that people are individuals, and extrapolating generational 
tendencies to individual members of that generation won’t always be 
accurate, and can undermine communication and collaboration.”

Another situation arising more frequently with the downturn of the 
agricultural economy is the need for loan officers to have difficult 
conversations with customers, who in some cases are from a different 
generation. Compeer Financial recognized this and has encouraged 
team members who work directly with customers to enroll in the 
Crucial Conversations course.

“We’ve been encouraging team members with client contact to take 
the class so they can learn these foundational tools, to embrace 
difficult issues and develop acceptable resolutions,” says Erin. 

“Overall, this is an important piece of our learning and development 
curriculum that’s appreciated and valued by our team.”

Proven Results

Crucial Conversations training has produced dramatic results for 
thousands of individuals and organizations. Implement the principles 
and tools from this training and witness significant improvement in:
• Performance-talking honestly and openly with people no matter

how delicate the topic or powerful the individual.
• Productivity-making decisions in a way that encourages people to

act with conviction; eliminating resistance and infighting.
• Teamwork-jointly reaching an agreement as to how you’ll work

together and treat one another as teammates.
• Change Management-creating a culture where people are able to

come to agreement about difficult changes (Six-Sigma, SAP, etc.)
And then following through.

• Quality-developing processes and methods that are not only

helpful, but are eagerly implemented.
• Relationships-working through differences with a loved one

in a way that not only solves the problem but strengthens the
relationship.

• Safety-brainstorming causes and solutions in a way that generates
productive ideas without finger pointing or creating resentment.

• Diversity-discussing problems face-to-face and in-the-moment
rather than harboring resentment.

• Meetings-speaking up when things get off track and suggesting
how to improve them.

Application to Today’s Workplace

Whether it’s a problem with a difficult customer, poor quality, 
reduced time-to-market, declining customer satisfaction or a strained 
relationship, top performers talk openly and honestly to drive results. 
They embrace controversial and heated issues, and calmly and 
professionally discuss them in a way that makes it safe for everyone 
to speak. As a result, people share their best ideas, make wise choices, 
and enable others to act with conviction.

This program has produced dramatic results for thousands of 
individuals at all leadership levels by targeting two foundational 
management issues: professional communication and accountability. 
Together, these programs empower participants to embrace difficult 
issues, develop safe resolutions, enhance teamwork, drive positive 
results and own the outcome. Strategies explored are particularly 
timely for today’s workplace, where diversity, differing generational 
approaches and more contentious external forces cannot be ignored. 

For more information regarding Crucial Conversations 
and availability of the program, go to https://www.
fccservices.com/training/leadership-development/crucial-
conversations
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