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WHERE TO START

You walk the walk. Now, talk the
talk.

Conversations carry weight. Whether you’re discussing sensitive
financial matters with a client, navigating tricky team dynamics, or
negotiating scope changes, these high-stakes discussions can feel
daunting. That’s why mastering crucial conversations is a vital skill for

professionals in this industry.

This guide will walk you through strategies for handling these pivotal
moments, using the DISC behavioral model to better understand your

communication style—and the styles of those around you. By mastering

the art of crucial conversations, you can foster stronger relationships

with clients, enhance team collaboration, and make clearer, more

confident decisions.

Let’s get started by exploring how to align your communication with
your core motivations—the essential ‘why’ behind every crucial

conversation.
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OH, WHY?

'The Power of ‘Why’in Crucial

Conversations

Before diving into any conversation, it’s crucial to understand your
‘why’—the reason behind your words. Dustin Meneses, Director of
Sales & CS at PaymentEvolution, often emphasizes that successful
communication starts with a clear understanding of your motivations.
Whether you’re speaking with a client or a colleague, your ‘why’ shapes

the tone, direction, and outcome of the conversation.

In a fast-paced industry like accounting, it’s easy to get caught up in the
technical details, but losing sight of your underlying values can create
a disconnect in communication. By staying true to your core business
values, you not only ensure a more authentic exchange but also build
trust with your clients and peers. After all, people respond better to
honesty and clarity, especially when you’re discussing high-stakes

topics.

Example: Imagine you're talking to a client who’s concerned about a fee
increase. Instead of focusing solely on the numbers, take a step back
and consider why the increase is necessary. Maybe it’'s because you’re
offering additional services or have expanded your expertise. By leading
with this motivation, you can frame the conversation in a way that

highlights the value you’re bringing, rather than just the cost.
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DIFFERENT STYLES

Identifying Communication Styles
with DISC

Effective communication isn’t one-size-fits-all, especially in an
industry as diverse as accounting. That’s where the DISC mod-
el comes into play. DISC categorizes communication styles into
four key profiles:

Dominance (D)
Influence (I)
Steadiness (S)
Conscientiousness (C)

Understanding both your own DISC style and the styles of those
around you allows for more tailored, effective conversations.
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DIFFERENT STROKES

Recognizing Different Styles

Understanding your own DISC profile is only half the equation—you also
need to recognize the styles of those you interact with. Here’s how to

identify these communication styles in clients and team members:

Dominance (D): They’ll drive the conversation forward quickly and may
seem impatient for results. They often use direct language and expect
others to get to the point.

Influence (I): Look for an upbeat tone and a focus on people and
relationships. ‘I’ types tend to ask for opinions and want others to feel
included in the conversation.

Steadiness (S): These individuals will often pause before responding,
looking for reassurance. They focus on how decisions will affect the
team and seek collaboration.

Conscientiousness (C): They’ll ask for details and often need time to
analyze information. ‘C’ types may seem cautious or hesitant to make
quick decisions.

By recognizing these cues, you can adjust your communication to

match their style, ensuring a smoother, more productive conversation.
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NAVIGATE WITH DISC

Using DISC to Navigate Real-Life

Scenarios

Understanding DISC is one thing, but applying it in real-world conversations
is where the real impact happens. Let’s break down a few common
scenarios that accountants and bookkeepers face, and how using DISC

insights can help you navigate them with ease.

Scenario 1: Handling a Dominant ‘D’ Client Who Demands Quick
Decisions

You’re working with a client who falls into the Dominance (D) category. They
want results—fast. Maybe they’re pushing you to finalize a report or make a

decision on their financials before you’ve had time to review all the details.

DISC Insight: ‘D’ clients appreciate speed, clarity, and facts. They’re not
interested in small talk, and they don’t want to hear about obstacles—

they want solutions. To handle this situation effectively, match their pace,

but don’t compromise on quality. Prepare your key points ahead of time,

present them concisely, and assure them that you’ll meet their deadlines

while ensuring accuracy.

Example: “| understand the urgency here. I've already reviewed the critical
data, and I'll have the full report ready for you by the end of the day. | want
to make sure every detail is accurate, so I'll send over a draft in the next hour

foryour review.”

By aligning your communication style with the client’s expectations, you can
manage their urgency without sacrificing the thoroughness they may not

even realize they need.
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‘C” CLIENT SCENARIO

Scenario 2: Working with a Cautious ‘C’ Client

Who Needs More Information

On the other hand, a client with a Conscientiousness (C) profile will
need more time and detail to make decisions. Let’s say you’re proposing
a new software implementation that could streamline their payroll
processing, but they’re hesitant to commit without a full breakdown of

the costs, benefits, and potential risks.

DISC Insight: ‘C’ clients are analytical and detail-oriented. They want
the full picture before making a decision, and they don’t like to be
rushed. In this scenario, you’ll need to provide them with thorough

documentation and be prepared to answer any questions they have.

Example: “I've prepared a detailed report that outlines the benefits of
this software, along with the associated costs and potential savings over
the next year. I'd be happy to walk you through each section and answer
any questions you have. Take your time to review, and we can schedule

a follow-up to go over any concerns.”

Here, patience and detail are key. By providing the information they
need and allowing them time to digest it, you build their confidence in

your recommendation.
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KEY ELEMENTS

Key Elements for Effective

Communication

While understanding DISC can dramatically improve your
communication, there are core elements that apply across all
conversation styles. In his presentation, Dustin highlighted three key
components of effective communication:

Clarity, Empathy, and Active Listening.
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CLEARLY NOW

Clarity

No matter who you’re speaking with, being clear about your message
is crucial. Ambiguity can lead to misunderstandings and missed

expectations, especially in high-stakes conversations. Before entering
any crucial conversation, make sure your points are concise and your

goals are clear.

Pro tip: Take a moment to summarize the key points of your
conversation. This ensures that both parties are aligned and there’s no

confusion about what comes next.
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BE EMPATHETIC

Empathy

Empathy is the ability to put yourself in the other person’s shoes, to
understand their perspective before responding. This is especially
important when emotions are running high or when sensitive topics like

finances or performance are on the table.

Example: If a client is hesitant about a fee increase, instead of
immediately justifying the new rate, start by acknowledging their
concern: “l understand that an increase in fees can be difficult to
manage, especially in today’s market. Let’s talk about how we can
make this work for you while ensuring you continue to receive the best

service”

By showing empathy, you foster trust and create a space where honest

conversations can take place.
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OPEN EARS

Active Listening

Listening isn’t just about waiting for your turn to speak. It’s about truly
hearing what the other person is saying, understanding their concerns,
and responding thoughtfully. Active listening requires you to pause,
reflect, and engage in the conversation, ensuring that the other party

feels heard.

Pro tip: After someone shares their thoughts, repeat back what they’ve
said in your own words to ensure clarity. For example, “Just to make
sure I’'m understanding correctly, you’re concerned about the impact of

the new tax changes on your business. Is that right?”

This not only shows that you’re paying attention but also gives the other

person a chance to clarify if needed.
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CONFLICTED

Managing Conflict with Confidence

Balancing Speed and Accuracy: The ‘D’ vs. ‘C’ Conflict

One common conflict that arises in the workplace is between

a Dominance (D) client who wants things done quickly and a
Conscientiousness (C) team member who requires more time to
complete a task thoroughly. Without careful mediation, this can lead to

frustration on both sides.

DISC Insight: To resolve this conflict, acknowledge the needs of both
parties. A ‘D’ client values speed, while a ‘C’ team member prioritizes
accuracy. Set clear expectations from the beginning, emphasizing the

importance of both timeliness and quality.

Example: “l understand that you need quick results, and I've
communicated that to the team. We’re working as efficiently as possible
while ensuring that the analysis is thorough and accurate. I'll keep you

updated on the progress and make sure we stay on track.”

By addressing both sides of the issue, you can find a compromise that

satisfies everyone.
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AVOID TOXICITY

Navigating Toxic Traits Under
Stress

In high-pressure situations, people’s true communication styles often
come out—and sometimes, they’re not so pleasant. Dustin discussed
how certain toxic traits can emerge when individuals are under stress,

and how to manage these behaviors to keep conversations productive.

Autocratic ‘D’: A dominant personality might become controlling or
demanding under stress, pushing others too hard for results. In these
situations, it’s important to stay calm and provide clear, structured

responses.

Avoidant ‘C’: A conscientious individual might withdraw or become
overly cautious when feeling overwhelmed. To navigate this, offer
reassurance and provide additional details to help them feel more

comfortable with the decision at hand.

By recognizing these toxic traits, you can adjust your approach to

prevent escalation and keep the conversation moving forward.
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GAINING CONFIDENCE
Building Confidence in Crucial

Conversations

Confidence is critical when entering a crucial conversation, especially
when you’re navigating high-stakes topics like client expectations, team
dynamics, or financial negotiations. A confident communicator can
steer the conversation toward productive outcomes while maintaining a

professional, respectful tone.
Understanding Your Own DISC Style

The first step to building confidence is understanding how you naturally
communicate under stress. Your DISC profile offers insight into this.

If you know that you tend to take on a Dominance (D) role under
pressure, for example, you can be mindful of when you’re coming
across as too aggressive. On the other hand, if you lean towards
Conscientiousness (C), you may recognize when you’re hesitating to

make a decision because you feel like you need more information.

Self-awareness is a powerful tool. Once you understand your

tendencies, you can start to adjust your communication style to fit the

needs of the conversation. This will help you feel more in control and

prepared when dealing with challenging situations.

Pro tip: Before entering a conversation, take a moment to reflect
on your DISC style. Ask yourself how you typically respond in similar
situations and what adjustments you can make to ensure the

conversation stays balanced and productive.
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TIME TO GUIDE

Using DISC Insights to Guide the

Conversation

Once you've prepared, it’s time to put your DISC insights to work.
Tailoring your approach based on the other person’s communication
style ensures that you’re delivering your message in a way that

resonates with them.

For example, when talking to an ‘I’ client who thrives on relationships
and collaboration, you might start the conversation by highlighting
the positive impact of your partnership. On the other hand, with a ‘S’
team member, you might focus on providing reassurance and support,
emphasizing how the conversation will lead to a stronger, more unified

team.

By using these insights to guide the flow of the conversation, you’ll not
only boost your confidence but also create a more open, constructive

dialogue.
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RIG THE ODDS

Mastering Crucial Conversations with Clients

Mastering crucial conversations is particularly important when dealing
with clients. Whether you’re discussing fees, addressing concerns, or
navigating changes in scope, your ability to communicate effectively

can strengthen relationships and lead to better outcomes.

Scenario 1: Handling a Fee Increase with a ‘C’ Client

Imagine you need to introduce a fee increase to a Conscientiousness
(C) client. This type of client is likely to be highly detail-oriented and
budget-conscious, which means they will need a thorough explanation

of why the increase is justified.

DISC Insight: When communicating with a ‘C’ client, it’s essential to
focus on facts and logic. Provide them with a detailed breakdown of the
services you're offering, the additional value they’ll receive, and how the

increased fee aligns with the market.

Example: “I've outlined the additional services we’ve introduced this
year, which include more personalized support and enhanced reporting
features. Based on market rates and the value we’re offering, we’ve
adjusted our fees to ensure we continue delivering the highest quality

service. I've prepared a detailed comparison for you to review.”

By emphasizing the details and giving them time to digest the
information, you’ll create an environment where the client feels

informed and respected.
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POSITIVE FRAMING

Scenario 2: Working with an Enthusiastic ‘I’ Client

Now imagine you’re collaborating with an Influence (I) client who'is
enthusiastic about new ideas and loves to build relationships. This type
of client responds well to energy, optimism, and a focus on the personal

connection you’ve built.

DISC Insight: When working with an ‘I’ client, it's important to lead
with enthusiasm and highlight the benefits of your collaboration. Use
positive language and make the conversation about the partnership

rather than focusing solely on the transactional aspects.

Example: “I'm excited about how our partnership has grown this year,
and | think this new software we’re implementing is going to take things
to the next level for your business. | can’t wait to show you the results

onceit’s up and running!”

By framing the conversation in a positive, forward-looking way, you

keep the client engaged and excited about the next steps.
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WHAT'S NEXT

Practical Tools and Takeaways

Mastering crucial conversations isn’t just about knowing what to say—
it's about having the right tools at your disposal to guide the discussion
in a structured, thoughtful way. In this section, we’ll provide you with
practical tools you can use to navigate high-stakes conversations, along

with some key takeaways to keep in mind.

Templates for Crucial Conversations
Having a template to guide your conversation can help you stay on
track and ensure that you cover all the necessary points. Here’s a simple

structure you can use for any crucial conversation:

Opening: Set the tone for the conversation by clearly stating the
purpose. Make sure to acknowledge the other person’s concerns or

needs right from the start.

Key Points: Present the main points of the discussion in a clear and
concise way. Tailor your approach based on the other person’s DISC

profile (e.g., detailed for ‘C, brief for ‘D’).

Clarification: Pause to allow the other person to ask questions or
express their thoughts. This shows that you're listening and gives them

a chance to clarify any concerns.

Next Steps: End the conversation by outlining the agreed-upon next

steps, ensuring both parties are aligned.
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CHEAT SHEET

DISC Profile Cheat Sheet

To help you quickly identify and adjust to different communication

styles, here’s a DISC cheat sheet for reference:

Dominance (D): Decisive, results-driven, values quick decisions.

Influence (I): People-oriented, enthusiastic, thrives on collaboration.

Steadiness (S): Patient, team-focused, prefers harmony and

reassurance.

Conscientiousness (C): Detail-oriented, analytical, values thorough

information.

Having this cheat sheet handy will help you tailor your approach in

the moment, making you more adaptable and effective during crucial

conversations.
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Your Roadmap to Mastering
Crucial Conversations

Crucial conversations are a part of every professional’s life, but
with the right tools and insights, they don't have to be daunting.
By understanding your DISC profile and those of the people
around you, you can tailor your approach to fit any situation.
Whether you're handling a fee increase with a detail-oriented
client or managing conflict between team members, mastering
these conversations can lead to stronger relationships and

more successful outcomes.

Remember, effective communication is built on clarity,
empathy, and active listening. By applying these principles
and leveraging the DISC model, you can confidently navigate

even the most challenging discussions.

Use the tools and strategies provided in this guide to sharpen
your communication skills and start mastering your crucial
conversations today.
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