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In this UPDATED SECOND EDITION (first edition titled "Crucial
Confrontations"), you'll learn how to hold anyone accountable, master
performance discussions, and get results.

Behind the problems that routinely plague our organizations and families, you'll
find individuals who are either unwilling or unable to deal with broken promises.
Colleagues break a rule, coworkers miss a deadline, friends fail to live up to
commitments (or just plain behave badly), and nobody says a word. Nobody
holds anyone accountable. With repeated infractions, individuals become
increasingly upset until they finally do speak their minds, but they do so poorly--
often creating whole new sets of problems.

Research proves that mishandled disappointments aren't just morale killers,
they're institution killers--diminishing organizational performance by 20 to 50
percent and accounting for up to 90 percent of all divorces.

Everyone knows how to run for cover, or, if sufficiently provoked, step up to
problems in a way that causes a real ruckus. Crucial Accountability teaches you
how to deal with violated expectations in a way that solves the problem at hand
without harming the relationship--and, in fact, even strengthens it.

Broken promises, missed deadlines, poor behavior--they don't just make others'
lives miserable; they can sap up to 50 percent of organizational performance and
account for the vast majority of divorces. Crucial Accountability offers the tools
for improving relationships in the workplace and in life and for resolving all
these problems--permanently.
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In this UPDATED SECOND EDITION (first edition titled "Crucial Confrontations"), you'll learn how
to hold anyone accountable, master performance discussions, and get results.

Behind the problems that routinely plague our organizations and families, you'll find individuals who are
either unwilling or unable to deal with broken promises. Colleagues break a rule, coworkers miss a deadline,
friends fail to live up to commitments (or just plain behave badly), and nobody says a word. Nobody holds
anyone accountable. With repeated infractions, individuals become increasingly upset until they finally do
speak their minds, but they do so poorly--often creating whole new sets of problems.

Research proves that mishandled disappointments aren't just morale killers, they're institution killers--
diminishing organizational performance by 20 to 50 percent and accounting for up to 90 percent of all
divorces.

Everyone knows how to run for cover, or, if sufficiently provoked, step up to problems in a way that causes a
real ruckus. Crucial Accountability teaches you how to deal with violated expectations in a way that solves
the problem at hand without harming the relationship--and, in fact, even strengthens it.

Broken promises, missed deadlines, poor behavior--they don't just make others' lives miserable; they can sap
up to 50 percent of organizational performance and account for the vast majority of divorces. Crucial
Accountability offers the tools for improving relationships in the workplace and in life and for resolving all
these problems--permanently.
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Editorial Review

Review

"Revolutionary ideas...opportunities for breakthrough..." -- STEPHEN R. COVEY, author of The 7 Habits of
Highly Effective People

"Unleash the true potential of a relationship or organization and move it to the next level."-- KEN
BLANCHARD, coauthor of The One Minute Manager® 

"The most recommended and most effective resource in my library."-- STACEY ALLERTON FIRTH, Vice
President, Human Resources, Ford

"Brilliant strategies for those difficult discussions at home and in the workplace..."--SOLEDAD O'BRIEN,
anchor and producer

From the Author
Note: This is an UPDATED SECOND EDITION to the book previously titled Crucial Confrontations.

From the Inside Flap
Drawing from 20,000 hours of observations, Crucial Accountability teaches you how to deal with common
infractions such as:

An employee speaks to you in an insulting tone that crosses the line between sarcasm and insubordination.
Now what?

Your boss just demanded that you meet a deadline you know you can't meet--and he clearly doesn't want to
hear complaints about it.

Your son walks through the door sporting colorful new body art that raises your blood pressure by 40 points.
Speak now or pay later.

Family members fret over how to tell Granddad that he should no longer drive his car. This is going to get
ugly.

A nurse worries about what to say to an abusive physician. She quickly remembers "how things work around
here" and decides not to say anything.

Users Review

From reader reviews:

David Veal:

Book will be written, printed, or illustrated for everything. You can learn everything you want by a



publication. Book has a different type. As you may know that book is important point to bring us around the
world. Close to that you can your reading skill was fluently. A e-book Crucial Accountability: Tools for
Resolving Violated Expectations, Broken Commitments, and Bad Behavior, Second Edition ( Paperback)
(Business Books) will make you to possibly be smarter. You can feel a lot more confidence if you can know
about everything. But some of you think that open or reading a book make you bored. It is not necessarily
make you fun. Why they may be thought like that? Have you trying to find best book or appropriate book
with you?

Ruth Michel:

Here thing why this kind of Crucial Accountability: Tools for Resolving Violated Expectations, Broken
Commitments, and Bad Behavior, Second Edition ( Paperback) (Business Books) are different and reliable to
be yours. First of all examining a book is good nevertheless it depends in the content than it which is the
content is as scrumptious as food or not. Crucial Accountability: Tools for Resolving Violated Expectations,
Broken Commitments, and Bad Behavior, Second Edition ( Paperback) (Business Books) giving you
information deeper and different ways, you can find any reserve out there but there is no e-book that similar
with Crucial Accountability: Tools for Resolving Violated Expectations, Broken Commitments, and Bad
Behavior, Second Edition ( Paperback) (Business Books). It gives you thrill examining journey, its open up
your personal eyes about the thing that will happened in the world which is possibly can be happened around
you. You can bring everywhere like in area, café, or even in your technique home by train. If you are having
difficulties in bringing the printed book maybe the form of Crucial Accountability: Tools for Resolving
Violated Expectations, Broken Commitments, and Bad Behavior, Second Edition ( Paperback) (Business
Books) in e-book can be your option.

Billy Stinson:

Are you kind of active person, only have 10 or perhaps 15 minute in your moment to upgrading your mind
proficiency or thinking skill even analytical thinking? Then you are experiencing problem with the book in
comparison with can satisfy your short period of time to read it because this all time you only find
publication that need more time to be examine. Crucial Accountability: Tools for Resolving Violated
Expectations, Broken Commitments, and Bad Behavior, Second Edition ( Paperback) (Business Books) can
be your answer given it can be read by a person who have those short free time problems.

Laura Crabtree:

Many people spending their period by playing outside with friends, fun activity together with family or just
watching TV the whole day. You can have new activity to enjoy your whole day by reading a book. Ugh, do
you consider reading a book can definitely hard because you have to use the book everywhere? It all right
you can have the e-book, having everywhere you want in your Smartphone. Like Crucial Accountability:
Tools for Resolving Violated Expectations, Broken Commitments, and Bad Behavior, Second Edition (
Paperback) (Business Books) which is obtaining the e-book version. So , why not try out this book? Let's
see.
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