Empowering Conversations:

Conflict to Appreciation to Transformation

We'll explore how understanding Conversational Intelligence (C-1Q) and the 5 Languages of Appreciation can transform
workplace dynamics, resolve conflicts and create solutions that transform outcomes. We'll examine how conversations trigger
neurological responses that either foster trust or promote defensiveness, and how personalized appreciation strengthens
workplace relationships.

By mastering these frameworks, you'll learn to build trust, improve communication, and create a more positive and productive
work environment. Our journey will take you from understanding the brain science behind conversations to practical
applications for everyday workplace interactions.
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The Brain Science of
Conversations

Conversations are more than information exchange - they trigger
neurotransmitters that shape our relationships. When we feel threatened,
our amygdala activates fight-or-flight responses, creating a "lockdown"
where we become less open to influence.

Fear and conflict change our brain chemistry, impacting behavior and
eroding trust. Conversely, trust, empathy, and support are powerful
antidotes to the brain's fear state, activating our prefrontal cortex - the
region responsible for strategic thinking and good judgment.

D Threat Response
Amygdala activates, triggering fight, flight, freeze, or appease
responses

& Mental Lockdown

Defensive posture, less open to influence or new ideas

IS Trust Building

Oxytocin release promotes connection and collaboration

@ Prefrontal Activation

Enables empathy, strategic thinking, and good judgment




The Three Levels of Conversational Intelligence

Judith Glaser's C-1Q framework identifies three distinct levels of conversation, each with different dynamics, trust levels, and
outcomes. Understanding these levels helps us consciously choose the most effective approach for each situation.

Moving from transactional to transformational conversations requires intention and practice. The highest level fosters co-
creation and innovation through shared discovery, while building the deepest trust.

Level 3: Transformational

w Co-creating through sharing and discovering

Level 2: Positional

o

Influencing through advocating and inquiring

Level 1: Transactional

|

Exchanging information through telling and asking



Building Trust at Each Conversation Level

Trust is the foundation of effective workplace relationships, but it manifests differently at each conversational level. At Level 1,
trust comes from reliability and competence. Level 2 requires demonstrating that you have others' interests at heart. Level 3
trust emerges from openness, candor, and genuine curiosity.

Understanding how to build trust at each level - and what jeopardizes it - is essential for raising your conversational intelligence
and creating psychological safety.

Level 1: Transactional Level 2: Positional Trust Level 3: Transformational
Trust e Ask open-ended questions Trust
e Respect others' time e Listen actively e Engage with openness and
* Meet delivery standards e Show willingness to compromise candor
« Demonstrate competency 5 @i sty o e e Express genuine curiosity and
, wonder

e Show empathy for others' perspectives

situations e Ask provocative questions

e Use "power with" instead of
"power over"



The 5 Languages of Appreciation in the
Workplace

Just as people have unique thinking preferences, they have distinct ways they prefer to receive appreciation. Understanding
these differences is crucial for making recognition feel genuine and impactful. When appreciation is expressed in a way that
doesn't resonate with the recipient, even well-intentioned efforts can fall flat.

Recognizing and speaking someone's primary appreciation language demonstrates that you truly see them as an individual and
value their specific contributions.

o Quality Time
Words of Affirmation Focused attention, active listening, and
Verbal or written praise that is specific, (95 shared experiences

sincere, and timely
Acts of Service

5 Tangible assistance that lightens
someone's workload

Physical Touch
Professional contact like handshakes, 5 Tangible Gifts
high-fives, or fist bumps A Thoughtful items that reflect knowledge of

their interests



Personalizing Appreciation for Maximum
Impact

Generic recognition programs often miss the mark because feeling seen, heard, and appreciated differs from person to
person. People want acknowledgment for their specific contributions - that you noticed they stayed late or came in early to
complete a project.

Identifying colleagues' appreciation languages may require observation and thoughtful inquiry. Instead of asking directly, try:
"When you're discouraged, what is something someone can do or say that would encourage you?" This approach yields
insights without creating discomfort.

Observe Preferences

©

Notice which forms of recognition seem to resonate most with each colleague

- Ask Indirectly
i Use thoughtful questions about what they find encouraging when discouraged

o Team Discussions

— Create opportunities for conversations about valued support and encouragement
~ Implement & Adjust

Apply insights, observe responses, and refine your approach accordingly



Positional vs. Personal Power in Conversations

How we communicate is deeply influenced by our understanding of power dynamics. Positional power derives from
organizational rank or title and includes legitimate, reward, coercive, information, and connection power. Personal power, by
contrast, is earned through expertise, character, and actions.

While both types are important for leadership, over-reliance on positional power can limit conversational intelligence. Personal
power cultivates influence that persists even when formal authority changes, creating more sustainable impact.

Positional Power Personal Power

Derived from organizational role Earned through character and competence
e Authority based on title or rank e Based on expertise and knowledge

e Ability to reward or punish e Built through trust and relationships

e Control over information e Charisma and communication skills

e Tied to the role, not the person e Follows the individual across roles

e (Can create fear-based compliance e Inspires rather than compels



From Knowledge to Action: Transforming
Workplace Dynamics

The intersection of Conversational Intelligence and Languages of Appreciation creates powerful opportunities for workplace
transformation. Both frameworks emphasize that trust is foundational, communication is key, and intentionality is essential for
meaningful impact.

Moving beyond transactional interactions to more transformational conversations, coupled with personalized appreciation,
creates an environment where innovation and collaboration can flourish.

Lead by Example
Experiment and Demonstrate behaviors
Observe and Learn Adapt . o
. consistent with higher C-1Q
Self-Reflection . , . N ,
Pay attention to colleagues Try incorporating higher-level  |evels and personalized
Examine your default reactions to different conversations and varied appreciation. Create
conversational style and conversation levels and appreciation methods. Be psychological safety for
appreciation preferences. forms of appreciation. Seek willing to adjust your others to do the same.
Consider how your to understand their approach based on
communication might be individual preferences. outcomes and feedback.

perceived by others with
different preferences.



