Role 1/ Ahmad Anlshuqaiqi : Leader of a project team 
Role 2/ Kayla : Purchasing agent worker

Reflection of Role Play:  
 I started the conversation by placing the blame on her for her lack of commitment and credibility causing the delay of the shipment delivery. Immediately, she Made eye contact and smiled then said we are very sorry that you still have not received the ship MS524A that you purchased from us on our website this past Three weeks. The demand for this popular item has exceeded our expectations, and our stock is depleted. However, we will receive a new shipment of item next Friday, which we will expedite to our customers. We understand that as a loyal customer, when you make a purchase you expect to receive your product in a timely manner. We know that we have let you down, and for that we are very sorry. Please advise us on whether you would like to receive your order here or have us ship the Smart UPC reader once it becomes available. Again, we apologize for that. Then, the argument turned to a crucial conversation and I establish mutual purpose and respect. I realized that if I continued arguing aggressively, I wouldn’t reach the wanted result and accomplish our mutual goal. I tried to calm down, softened my strong tone and stopped labelling or criticizing. Thus, I decided to restore safety in conversation. I offered her an apology for violating respect that I didn’t intend to disrespect her, but I really cared about the mutual purpose. After that, I moved on to elaborate on the product by giving detailed explanation of how important and quickly we need it because it is a major item to run our business and we need to be setting firmly the due date. Fortunately, the other side responded positively and accepted my suggestions. We agreed on that by Friday I will be receiving the shipment and I made it crystal clear that it was a commitment and she is accountable to her promises. Ultimately, the situation was handled and the problem was resolved. Though we were able to solve the problem.

Based on my experience, I think that the best way to handle crucial conversations is by having self-monitoring. In other words, we have to pay attention to our feelings and actions during the conversation to get back to the power of dialogue and reduce tension. In my crucial situation, I was not able to notice and control my anger in the beginning. Then I realized that wan not a good technique to establish conversation. However, I turned to the right technique and made her feel safe by offering my apology to her that I disrespected her. Thus, to get unstuck in a conversation, I recommend employing self-monitoring technique which has enabled me to spot the negative behavior I was engaging with such as violence. Another skill I need to work on is to stay focused on the real problem and not get distracted by my own stories which trigger anger, and to listen to others’ stories before I judge. I need to control my feelings and emotions and cite the power of the dialogue
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· she had the natural ability to understand and feel what the customers are experiencing, and she was able to meet my needs effectively. (Positive)
· she was talking to me, picking up phone calls, and having so much to do in the same time. (Negative)
· she offered me 10% off my next purchase with a free shipping (Recovery = positive)


Now I learned that I would be never starting the conversation with anger. I should take responsibility for my actions (I have to maintain the safety. To summarize, going through that experience made me learn that part of developing our communication skills involves learning how to communicate during crucial conversations. In fact, crucial conversations constitute a natural aspect of human interaction as people vary in their intentions, feelings, and thoughts. However, crucial conversations must be handled well with our strategy and skills in order to avoid their negative impact on our personal and professional lives and even our personal health. We need to pay attention to the best strategies and skills that help us maintain our conversations and relations. 
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