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OBJECTIVES
To calm a person down To emphasize shared objectives To focus on finding solutions
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Role-play : Teacher »Tsabel /Student » Drew. (Switch roles after you read the dialogue)
EXERCISE 1
Drew  Isabel, be rational. I can’t agree to the terms you're suggesting.
You need to either accept my asking price or lower the number of people
in the program to fit your budget.
Isabel  Drew, you aren't listening to me!
I don’t have any flexibility in my budget
and I absolutely must have the whole group trained by the 20th of next month
or I'll be in trouble with my boss. You've got to help me!
Drew  OK, take it easy, Isabel.
[ am listening to you and I understand you're in a difficult situation.
Let’s focus on what’s important here.
We both want to get this program started as soon as possible.
How can we make that happen?
Isabel T have no idea. Do you?
Drew  What if we condense the training
and put some of the less important content into handouts for self-study?
Isabel  That might work. Let’s look at the list of topics
and figure out what the order of priority is.
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EXERCISE 2 ...
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Fill in the blanks and read the dialogue.

Drew

Isabel

Drew

Isabel

Drew

Isabel

Isabel, be rational. T can’t you're suggesting.

You need to either accept my asking price or lower the number of people

in the program to

Drew, you aren’t listening to me!

I don’t have any in my budget
and I have the whole group trained by the 20th of next month

or I'll be __ with my boss. You've got to help me!

OK, take it easy, Isabel.

I am listening to you and I understand you'’re in a

Let’s focus on what'’s important here.
We both want to get this program started as soon as possible.

How can we ?

I have no idea. Do you?

What if we condense the training

and put some of the into handouts for self-study?

That might work. Let’s look at the list of topics

and the order of priority is.
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Question 1

Answer 1

» What is Isabel’s concern? 4. She doesn't have enough people.

b. She has a strict deadline.
¢. She has no budget.

d. She doesn’t have enough experience.

Question 2

Answer 2

» What is Isabel’s concern? 4. Reducing the training time

b. Adding an extra trainer
¢. Delaying the start of the program

d. Using a larger room
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Practice speaking using the following scenarios.

EXERCISE3 o o i

Talk 1
! You are a hotel front desk clerk.

A co-worker (your teacher) is upset because he thinks he has lost a guest’s reservation.

Calm him down.

Talk 2
! You are the head of the legal department in your company.

A salesperson in your company (your teacher) wants you
to quickly approve a contract he agreed on with a customer.
However you think there are problems with the contract, and want time to revise it.

The salesperson gets upset. Calm him down and emphasize shared objectives.

Talk
S You are talking with your business partner (your teacher) regarding a project that

you are working on together.
You are trying to divide the tasks evenly, but your partner is upset.
He thinks the amount of work is too much for him right now.

Calm him down and emphasize shared objectives. Focus on finding solutions.

WORDS & PHRASES | &#- mzEssiomn

» rational / %#7%  »terms / &  » in trouble / B>, F57ikkkE->T  » condense / T %

» handout / "> k7 v, B4 » self-study / BF2#  » order of priority / #5%&Ef  » argument / #i




