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Introduction

To get started...

Addapt_210412.4_Apps

All encounter types  All client profiles ~ All product themes ~ Andy

My Objectives (clipboard autocopied)
B Move a case forward Copy MAP
B Get new introductions Turn autocopy off

B Deepen the relationship Show all suggestions

. Clarify which products and services are of interest Search. . .
Reset . . .

Quick Start
Display
Hello world
Training engagement
Capture your current viewpoint
Report an issue
Make a suggestion
Give feedback
Download the ICON9 cheat sheet
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Learnlng ObJeCt|VeS What do you remember most ?

Our goal is that, having taken the program and successfully completed a Checkpoint, a participant in the Excellence in Internal Client
Encounters (EICE) program will be able to state:

1.  lam able to differentiate between analytical and systemic approaches to problem solving and to recognise which is
appropriate in a given set of circumstances
2. lamable to use the Encounter Process to observe the structure of meetings, to identify Short Circuits and to avoid them

(whenever this is possible)

3. luse a MAP-based approach to prepare meetings and | pay attention to the necessary attributes of MAP’s three components

4. | recognise the benefits of starting meetings with inclusion followed by an agreement on how to proceed. Further, | know how
to adapt the PAGE tool to many meeting-start scenarios.

5. | practice Learning Discovery in order to obtain a wide range of factual and feelings-based information and | can use the
DISCOVER-Y tool to help with this

6. | can describe the key differences between Learning and Guiding Discovery as well as the four key stages of Guiding

Discovery and how to navigate between them
7. | can plan a presentation or pitch using the TWO-MINUTE MESSAGE and | can explain how this fits in with MAP-based

preparation

8. | can use the 4-step SUBROUTINE protocol (derived from Nonviolent Communication) to support my conversations, particularly
where assertiveness is required

9. lamable to access EICE resources (my.icon9.net) that can help me to independently develop my conversation skills

10. lam able to describe where the principles and practices taught in the EICE program are relevant to situations in my personal
and professional lives

Whoever qoes first has most choice ! © iconda
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Learning and Guiding Discovery

* Learning Discovery is about ASKING the right questions
* Guiding Discovery involves PROMPTING the client to reveal

deeper Problems and Needs

» Short Circuits happen when
you SUGGEST Solutions too

early

© 2021 ICONDA Solutions
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subr(#DISCOVER) {
situation(); 'l What is observed? (separating reported facts from
judgements, interpretations and generalisations)
problems(); pr is this situa.tic.m affecting my client? (identifying
issues and their impact)
needs(); /l What are the client’s ‘satisfaction gaps’? (often called
interests and requirements; not to be confused with
requests for specific solutions)
SOIUtlons()’ "What solutions have they tried in order to fulfil their
} needs?
© 2018 ICONDA Solutions
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Short Circuits — version A
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Short Circuits — version B
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The client immediately
suggests or imposes a
solution
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Encounter Simulations
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Learning versus Guiding Discovery

Learning Discovery

— Get as much data as possible
» Present: circumstances and problems
» Past: history and things tried in the past
Guiding Discovery
— Uncover the deeper problems and needs
* Go beyond the superficial, implied needs and problems
* Goal = « Real Needs »

— Does NOT try to find solutions !
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Another Dimension to Discovery

DISCOVER-Y ensures good The SUBROUTINE helps with
coverage of topics the depth of questioning
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D-Y and the SUBROUTINE together
enhance Learning and Guiding Discovery
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Know where you are in the conversation

What is How is this situation
observed? affecting my client?

Separating facts from Identifying issues and their impact
judgements, interpretations Problems

and generalisations

@

SuBR Inl

What are the client’s

Solutions ‘satisfaction gaps’?
What have they
tried? i.e. interests, requirements, desires ... not
to be confused with requests for specific
solutions

© 2018 ICONDA Solutions
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Short Circuit

Problems

— -> surface
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Solutions

What are they looking for?

The Problem
What they don’t want

e

The Desired Situation
What they DO want
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Problems, problems, ...

Problems

surface

old / bad

Solutions
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* “This machine is driving me nuts — it's useless!”
* “Their packages are too complicated!”
+ “There are way too many buffers in this database”
© 2021 ICONDA Solutions
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Guiding Discovery
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Multiple choice

Stimulus

I've been stuck on this bug for hours!

I'm feeling pretty bad

There was an accident

That guy is wonderful!

The plane was cancelled! I'll never make it
in time!

It crashes every 6 hours

My cousin is an expert in this

| don’t like the way this project is run

© 2021 ICONDA Solutions
http://www.icondasolutions.com

Response Short = Learn’g
ckt Disc’y

Try Google!

You mean ill-bad or tired-bad or just
in a bad mood ..?

What sort of accident?
I'll arrange for you to meet him!

And what would happen if you
don’t go? What's the purpose of the
visit?

What have you tried to fix it?
What's his experience?

Is it that you’d you like to have
more say in the way things are
done? ...

Guiding
Disc’y
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The « DIN » Triangle
Discover
Negotiate
Inform
19
The « DIN » Triangle
Learning
Discover — Discovery
\ Guiding
Discovery
Negotiate Pitching,
\ presenting
Taking Control Inform
(challenging, asserting)
20
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The « DIN » Triangle

Learning
Discover — Discovery

Guiding
Discovery

Negotiate

Pitching,
presenting

/

Inform

Taking Control

(challenging, asserting)
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Take Control of What?

» Consider a meeting of six people
* Myself
» Acolleague
* My boss
* My opposite number (the engineer that | support)
» Their colleague
* Their boss

What must | take control of?

The outcome as far as it affects me personally and professionally

© 2021 ICONDA Solutions
http://www.icondasolutions.com
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Example: Product Problem

* | meet a client to discuss a product problem
* Outcome:
— They agree to gather more data on the problem
— | agree to run certain tests
— We agree on a call in two day’s time to assess progress

Did | take control? (or maintain adequate control)
* Yes, if this outcome is acceptable to me

* No, if | could see that the problem was on the client’s side and | had felt like
saying ‘no’ to their request for tests

© 2021 ICONDA Solutions
http://www.icondasolutions.com
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Example: Information Problem

* Aclient asks me to present something
* Outcome:
— | make a presentation
— They thank me, saying that it has given them new ideas

Did | take control? (or maintain adequate control)
* Yes, if this outcome is acceptable to me

* No, if | needed information from the client on their needs and the alternatives
under consideration (and they either ignored my requests for this, or | didn’t
even ask)

© 2021 ICONDA Solutions
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The SUBROUTINE to ASSERT MYSELF

subr(#ASSERT) {

situation(); // My observations (avoiding judgements,
interpretations and generalisations)

prOblems(); /I How this affects me and my organisation

needs()’ /' What | therefore need (at a high level of

abstraction)

solutions();
/I Actions that may fulfil these needs: a
request or a proposal for action

© 2021 ICONDA Solutions
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Objective: Practice
confrontation without conflict
using the SUBROUTINE

(inspired by NonViolent
Communication - consider this
an introduction fo the subject)

icon(9) dome My Nodules vy st -

Intel 6: session 6 210623 Taking control

by andy | May 17, 2021

© 2021 ICONDA Solutions

ICON9  Help  LogOut

Course progress

Course navigation

P intel 6: session 6210623
Taking control

http://www.icondasolutions.com

26

13



Introduction

Next steps

* Log books for Recording
— You'll need this for your Checkpoint

» Use Addapt to get quick reminders !

— Please let me know what works and doesn’t
work for you

2021 ICONDA Solutions
http://www.icondasolutions.com
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