Effective Communication for Managers

Anthony Ing
| Co-Founder,
= Condonexus

How to Stay Cool

in Heated Conversations

I was recently in a virtual condo AGM
where an owner asked about adding a
night shift for security. The owner, a
young woman, mentioned that thefts
were reported in the underground
parking and parcels had been stolen
and suggested that adding a night guard
could mitigate these thefts. The manager
merely responded by saying that adding
another guard would be cost-prohibitive.
Within moments, the issue escalated
into a 10-minute argument about how
the board did not care about the safety
or the needs of the owners.

Whether the issue is resident safety,
unsightly garbage, common element defi-
ciencies, or a chargeback, managers are
regularly caught in heated conversations
with irate owners and residents. Although
de-escalating conflict is a hallmark of a
great property manager, some property
managers can struggle to communicate
disagreements or differences without
heightening tension. After all, there isn't

a simple one-size-fits-all method to take
away an owner’s anger when they feel like
they’ve been wronged.

Why Heated Conversations
Take Place

One hallmark of a heated conversation
is that people disagree. That being said,
disagreement is not necessarily bad, nor
does it always lead to a heated discussion.
However, when an owner cares alot about
an issue, an argument may arise when the
manager does not agree with what the
owner wants them to agree with, and the
manager doesn't do what the owner needs
them to do. Often at the end of the day,
both parties are left feeling frustrated, hurt,
or misunderstood, with the argument
ready to boil over again in the near future.

Another hallmark of a heated conversa-
tion is that managers will distill the issue to
think the owners are the problem and that
owners distill the issue down to believing
the manager is the problem. Ultimately the

problem is “them,” and both sides are left
thinking, “they’re selfish,” “they’re igno-
rant;” or “they’re controlling?” If that's the
issue, it's no wonder we all end up arguing!

Transitioning to a Learning
Conversation

While it may be difficult during the
moment, if we can turn the conversa-
tion into a learning discussion, then we
can keep it focused on the issue instead
of degenerating into an unproductive
“us versus them” scenario. We must not
assume we know everything we need
to know to formulate a response. We
must explore what other information
the person might have that we don’t
have. We must work to understand and
acknowledge the owner’s perceptions,
interpretations and values more and
avoid the inclination to prove a point or
get them to do what you want.

We must assume that each party will
bring different information and perspec-
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tives to the table. If we turn a potentially
heated conversation into a productive
learning discussion, we need to assume
there is much we can learn from each
other. Simply put, we must initially operate
under the belief that there are likely vital
things that each side doesn't know, and we
must validate and acknowledge those gaps
before we can come to a resolution.

A significant concern about validating
and acknowledging an owner’s percep-
tions, interpretations and values are
that the manager may confuse that with
agreeing with the owner. It's important
to understand that you can still disagree
with someone even if you validate their
perspective. You are simply acknowledg-
ing the issue’s importance to the owner,
and it’s valuable to hear their entire side of
the story. You'll find that listening to them
will ultimately help them listen to you later.

Disarming Using a Learning
Stance

Changing how you deal with heated
conversations takes work, and master-
ing it is likely beyond the scope of this
article. However, below I present some
minor changes to how we communicate
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that will guide the discussion toward a

learning conversation and demonstrate

that you value the other person or their
perspectives.

o “Thanks for raising your concern.
This is an important issue, and I
hope you can help me understand
your perspective better”

« “Given that you may come at this
with a different perspective than me,
I hope we can discuss this openly to
understand your problem better”

o “Tappreciate you making me aware
of this. Can you say a little bit more
about how you see things?”

To show that youre acknowledging
their perspective and attempting to learn
more, paraphrase what they said to check
your understanding and validate that
you've listened. Again, listening to them
will ultimately help them listen to you later.
o “IfTunderstand you correctly, the

problemis . Isthis correct?”
 “Based on what you said, this is

about 7
+ “I'm beginning to get a sense for how

you see things. You believe ____, is

that correct?”

By listening and paraphrasing, you

hopefully remove the owner’s need to
keep repeating their issue and put your-
selfin a good position to continue sharing
your perspective. Once you believe you've
heard their perspective (and this can take
time, so be patient!), you may be ready
to share your story and move towards a
mutually agreeable solution.

Changing the conversation to one
focused on learning means inviting the
other person to help us figure things out.
You will run into situations where deci-
phering what happened is more complex
than we initially expected. No matter the
level of training, heated conversations
will always be challenging. However, if
you bring a learning mindset to a heated
conversation, you can reduce defensive-
ness, stay focused on the issue and work
towards solving the problem. B
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