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Our Purpose Today 
 

Introduce ideas that can 

help you to handle 

sensitive situations at 

work. 



© 2012 The Ken Blanchard Companies. All rights reserved. Do not duplicate.  

A MANAGER’S GUIDE TO THE EMOTIONAL WORKPLACE 

Todayôs Agenda 
 

Á Addressing sensitive 

issues in a confident 

manner 

Á Diffusing emotionally 

charged situations 

Á Listening effectively, 

even when it is difficult 

Á Creating a positive 

environment 
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Crisis 

Avoidance Syndrome 

ACTION 

Avoid 

ACTION 

 

Smooth 

Over 

ACTION 

Quick 

unilateral 

decisions 

based on 

incomplete 

information 

Results 

•Poor Solutions 

•Damaged Relationships 

Problem Problem 
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Poll: What consequences have  

you experienced when you  

have avoided a  

sensitive situation? 

 
  

 

a. The issue disappeared  

b. The relationship got better  

c. The relationship and/or 

situation got worse  

d. The relationship and/or 

situation escalated into 

violence 



© 2012 The Ken Blanchard Companies. All rights reserved. Do not duplicate.  

A MANAGER’S GUIDE TO THE EMOTIONAL WORKPLACE 

Dealing with 

Intense Feelings 

 

Attack it—Fight 
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Dealing with 

Intense Feelings 

 

Stuff it—Flight 
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Shut down—Freeze 

Dealing with 

Intense Feelings 
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Feel and Deal 

 

Work through it 

alone 
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Feel and Deal 

 

Work through it 

with others 
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Common 

Misconceptions 

 

The best way to resolve 

conflict is by being 

objective and sticking 

strictly to the facts. 
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Common 

Misconceptions 

 

If you show empathy,  

it means you agree 

with the other  

person’s position. 
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Describing Feelings and Behaviors 

Observable Behavior— 

Focus on the Other Person’s 

 

• Verbal Behavior 

• Nonverbal Behavior 

 

 

 

 

Example: You stomped out of the 

meeting when given feedback.  

Internal Processes— 

Focus on Your Own 

 

• Feelings 

• Thoughts 

• Interpretations 

• Intentions 

• Judgments 

 

Example: I am concerned that I 

did not handle the feedback well 

and nervous that you will quit. 

Your Own Other Person’s 
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Benefits of Lowering 

Defensiveness 

3. Increases 

Creativity, 

Problem 

Solving and 

Conflict 

Resolution 

Capacity 

 

2. Lowers 

Relationship 

Tension 

1. Lowering 

Personal 

Defensiveness 
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Poll: If you become more skillful 

at dealing effectively with 

sensitive situations at work, what 

impact could it have? 

a. My stress levels will go down 

b. I will feel more creative and 

vibrant 

c. My relationships at work 

and/or home and/or 

community will thrive 

d. I will be more productive 

e. All of the above 
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David Witt 
Program Director 

The Ken Blanchard Companies 

Questions & Answers 
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Poll: Other Resources 

a. Blanchard research and 

white papers 

b. Information on upcoming 

Blanchard events 

c. Information on Blanchard 

products and services 
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To Learn More 

To learn how The Ken Blanchard 

Companies can help you bring 

these new skills into your 

organization, please contact us at: 

800-728-6000 

www.kenblanchard.com 

webinars@kenblanchard.com 
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ñDealing with sensitive issues 

at work allows our energy, our 

passion, and our caring to be 

liberated.   
 

ñThe more weôre transparent 

with ourselves and each other 

about internal states, the more 

energy weôll have for the tasks 

ahead of us.ò 

        --Eryn Kalish  


