
DEALING WITH DIFFICULT 
CONVERSATIONS

KNOW YOUR DESIRED OUTCOME 
What do you want to accomplish from 

the conversation? What are you are 
wanting to achieve at the end of the 

conversation and deliver your message 
with the result in mind?

BE CLEAR ABOUT THE ISSUE
Ask yourself what is the issue or problem 
you or your client is facing? You need to 

have clarity yourself surrounding what the 
issue is so you can articulate it clearly and 
concisely to your client. If you aren’t clear 
on the central issue you won’t make your 
point decisively and your intentions will 

be blurred.

BE THOUGHTFUL FOR A MOMENT 
Spend a little time to reflect on how your 
client will likely receive the information 

you want to share and what their 
expected objections to it might be. Have 
solutions ready to address their concerns, 
but importantly be willing to listen to their 

issues before responding. You want to 
deliver your message as respectfully and 

authentically as you can.

BE CONSISTENT
Ensure your objective or outcome is fair 
and continue to deliver your message 
consistently. Despite any objections 
that arise stand by your decision and 
continue to deliver your message or 

outcome, don’t be derailed.

SHOW EMPATHY
Listen and validate their feelings. We are 
so used to functioning with our emotions 
left safely tucked inside us but buying and 
selling real estate can and does Your job 
when delving into difficult conversations 
is to understand that and show empathy 

and understanding as required.



BE DIRECT
 How to start the conversation is often 

the most difficult, so have a plan of 
attack on how your opening sentence 

might sound. Even practice it out loud a 
few times to make sure it sounds right. 
Make sure your tone of voice signals 
discussion not demand or reprimand.

BE DECISIVE
Don’t let issues drag on just because 
you know it is going to be a difficult 

conversation. Decide to have the 
conversation and deliver it, there’s no 
room for procrastination. If the market 

is telling you the property is overpriced, 
you need to act decisively and have that 
conversation with the vendor, there’s no 

time to wait another week or two.

BE COURAGEOUS
Don’t be afraid to deliver any news, the 

good, the bad, or the plain old ugly truth. 
Put yourselves in their shoes and take 
a big deep breath and say what needs 

to be said. The most difficult part of the 
conversation should be said in the first 
sentence, often it is the elephant in the 
room anyway, so the sooner you dive in, 
the more comfortable everyone will be.

HAVE A SOLUTION
Probably the most important step in 

any difficult conversation. Offer up your 
advice and thoughts on resolving the 

situation or problem.

BE HONEST
This is not about you; this is about them. 

Tell them the truth or the reality of the 
situation, you aren’t doing your client any 

favours by beating around the bush or 
only sharing partial information.


