
Crucial 
Conversations

For Mastering Dialogue
How to talk to almost anyone about almost anything



The Best

Get to and stay in dialogueGet

Notice when conditions have shiftedNotice

Take just as much responsibility for themselves AND the other 
peopleTake



Three Skills

Separate fact from 
story

1

Respond with ABC

2

End well with 
WWWF

3



Separate Fact from Story

Fact: An actual occurrence – something that can be 
objectively proven through observation or measurement 

(what you saw vs. what you thought your saw).

Story: Subjective judgements, conclusions, and 
attributions we create from the facts.



Respond with ABC

AGREE WHEN YOU 
AGREE

BUILD WHEN YOU HAVE 
SOMETHING TO ADD

COMPARE WHEN YOU 
SEE IF DIFFERENTLY



End with WWWF

Who

Does What

By When

How will you follow up



The Best

Get to and stay in dialogueGet

Notice when conditions have shiftedNotice

Take just as much responsibility for themselves AND the other 
peopleTake


