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The Human Touch

Personal skills for

professional success Rationale for book

Philippa Thomas, Debra Paul and James Cadle

Topics covered

Topics for today
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The complexity of stakeholders

Individuals

Beliefs
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Facilitation

Situations

workshops

meetings

coaching sessions

training events

seminars

1:1 discussions

and so on....




The ‘cult of the personality’ issue

I THINK YOULL AGREE THAT
THIS MEETING WENT
SMOOTHLY

WITH ME AS

FACILITATOR. |
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THE BREAKTHROUGH
WAS WHEN T REALIZED
I WAS THE ONLY ONE
HERE WTITH ANYTHING
VALUABLE TO SAY.
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LET'S HAVE A MOMENT
OF SILENCE TO HONOR
ME FOR. MY BRILLIANT
WORK DESPLTE BEING
SURROUNDED BY




Attributes of a facilitator

‘ Experienced, knowledgeable and credible l

\
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Preparation — 5Ws and 1H

Why? & What? Who? When? How?

Decide aim & . Decide timing and . Plan structure &
- Select participants . Organise venue .
objectives duration techniques
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Running the workshop

Start

Objectives

Ground rules

Middle

Ice breaker

Questioning

Keep up the pace

End

Summarise

Agree actions Agree timescales
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Eliciting and documenting

Speak
X

Brainstorming

- .- . \ ,/ -
Brainwriting N7 Round Robin
PN

Process models

Post-it Exercise

Context diagrams
Individual , ,

Rich pictures

Mind maps

Fishbone diagrams
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Behaviours

Provide
energy

Encourage
positivity

Ensure clarity

Maintain
neutrality

Be flexible

o —

Allow pauses
or silence
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Don’t force

the pace!




Negotiation and conflict

Situations

Customer/supplier business deal

Complaint resolution

Performance review

Pay increase discussion

Product or task delivery timescale

Work allocation
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What outcome do we want?

A ‘win’
An ‘out’
A happy participant

Two happy parties
?7?

© Assist Knowledge Development



BATNA

Best
Alternative
To a

Negotiated
Agreement




Principled negotiation — Ury and Fishe

/' Criteria Agreement

/' Options I

o |
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Thomas-Kilmann conflict mode instrument

High A
Competing Collaborating

_ Compromising
Assertiveness

Scale

Avoiding Accommodating

>
Low High
Co-operativeness Scale
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