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Choosing Communication over Conflict 

Kwame Christian, Esq 
 
 

Kelly: Welcome back, this is your co-host Kelly Campbell on Pat Iyer's legal 
nurse consulting show. I'm here with a special guest, Mr. Kwame 
Christian. He is a business lawyer and Director of the American 
Negotiation Institute. We're in for a great show this evening.  

 He has experience and was voted as the "Most Popular TED Talks on 
Conflict" of 2017. He has roles and conducts live negotiations, and 
conflict resolution training sessions for organizations. Not only is he a 
business lawyer, he's also the Director of American Negotiation 
Institute. Welcome, Kwame. 

Kwame: Definitely. Like you said, I'm a business lawyer by trade but my 
passion lies in teaching people how to negotiate effectively and be 
more persuasive, and how to manage conflict effectively. A lot of 
times in our professional lives the best things in our life lie on the 
other side of conflict. I want to help people through these skills to 
develop the confidence they need to engage with these difficult 
conversations in the best way possible to put themselves in the best 
position possible.   

Kelly: I think as a legal nurse consultant I can think of several situations 
where this conversation is going to greatly benefit us. The first thing 
that pops to my mind is the expert witness role and cross examination. 
Do you mind diving into your TED Talks experience? Just first and 
foremost – wow! 

Kwame: Thank you, I appreciate that. It was a great experience. It was very 
tough. It took some time, but I think the team of the TED program in 
Dayton and my mentors helped me a lot to hone the message. I think 
the reception has proven that. It was a team effort, but one of the 
things that I shared in the TED Talks was the effect of fear on our 
ability to engage with these conversations.  

 We have a very primitive part of our brain called the limbic system 
and that's where the amygdala lies. The amygdala causes us to have 
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one of three fear responses. You can either fight. You can run away, 
which is also known as flight or you can freeze. It's fight, flight or 
freeze. Those are our automatic fear responses and as you can imagine 
none of those are very beneficial if you're trying to comport yourself 
well on the witness stand or in a difficult conversation.   

 I proposed this idea called "Compassionate Curiosity" as a tool that 
you can use to engage in conflict more effectively. It's where you 
switch your mindset to a mindset of curiosity where you're asking 
questions and are trying to figure out what's going on in the mind of 
the other side. That will help your negotiation outcomes and help you 
to engage more effectively in these difficult conversations.  

 The last thing I wanted to say about it too is that I wanted to show 
people that conflict isn't necessarily something to fear. When you 
think about what the conflict is, it's a signal. It's a signal of something 
wrong in the relationship and now that you've received that signal and 
you have identified it, it gives you an opportunity to strengthen the 
relationship to make things better. If you switch your mindset to think 
of conflict as an opportunity and not something to be feared, it will 
help you to engage more effectively in these conversations as well.  

Kelly: When you talk about the first step of changing your mindset, do you 
have any suggestions on how to do that in a pressure situation? 

Kwame: The first thing is to take your time. We can use the testifying on the 
stand as an example. As a fellow attorney, I know how my friends 
think when they put people on the stand. Obviously if you are their 
witness, they're going to be very friendly with you and they're going 
to prep you. It's not that difficult, but if you're going through a cross 
examination the goal of the attorney is to discredit you and to make 
you feel uncomfortable.  

 One of the things that is most persuasive besides having well 
articulated points is your presence, your confidence. Studies have 
shown that if somebody relays a story confidently regardless of the 
merits or the truthfulness the jury is going to find that more persuasive 
than somebody who is hedging or seems to be less confident. One of 
things that they want to do is to shake you. 
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 One of the easiest things we can do or the first things we need to do is 
take our time and slow down. These fear responses that are produced 
by the amygdala are automatic responses. If we try to respond 
quickly, then we are going to be in a position where we're either 
fighting, we're trying to run away and avoid the question, or we might 
end up freezing, so stuttering and not being able to produce our words 
the right way.  

 None of these situations really exude confidence and so the first thing 
we need to do is calm down and take some time. Another thing when 
we are answering those questions, you might want to give yourself 
more time by asking a question in return, so clarifying. A lot of times 
if I'm in a negotiation I understand the question perfectly but I'll ask 
them to clarify or restate it just so I have additional time to gather 
myself. These are some really super simple negotiation techniques 
that you can bring to the witness stand in a heated situation to help 
you to gather yourself and perform at a higher level.  

Kelly: That's a great point and I have used that tactic as I tried to compose 
myself as re-asking the question for clarification, but also for just a 
little bit more time.  

 Can we go back to your first point? I'm sorry, you made three points 
right in the beginning. What was the first point again after the 
amygdala? 

Kwame: I was talking about the fear response. In these situations, the goal is to 
not in large part not only discredit you but make you lose confidence. 
That would make you less effective as a persuasive witness and so 
you have the three fear responses, fight, flight or freeze. If you try to 
respond too quickly, your body is going to be filled with adrenaline 
and you might run into one of those fear responses which will impact 
the quality of your response. You want to slow down, take your time 
and not answer until you gathered yourself.  

 Another technique that I would suggest is I would do this for every 
question if you're on the witness stand. For example, even if you are 
getting questioned by the friendly attorney I would take one to two 
seconds before answering and then if you're going through cross 
examination you still take that same amount of time. The reason you 
do this is because if you are answering quickly the entire time then if 
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somebody asks you a tricky question and you hesitate people can read 
that. They understand the pace that you set before and when that pace 
is changed they recognize the change in tempo and they say, "There's 
something in that question that made her feel uncomfortable." If you 
have that same pause the whole time, it makes you seem more 
measured and more thoughtful. Even if somebody asks you a difficult 
question, you have that same built-in pause that allows you to gather 
yourself and it doesn't come off as a signal of a lack of confidence.  

Kelly: I absolutely love that. I'm going to trial in two weeks and I know I 
answer quicker to friendly counsel.    

Kwame: Let us know how it goes.    

Kelly: I already know how to speak to them and we're not even halfway 
through yet.  

Kwame: Fantastic, my pleasure.  

Before we continue with the 
show, I want to share a resource 
especially designed for legal 
nurse consultants who need to 
negotiate with attorneys. This is 
Pat Iyer.  

Attorneys are sharp negotiators. 
You are at a disadvantage in 
your interactions with them 
unless you know how to 
negotiate. I put these resources 

together for you in the Negotiating Value Pack to give you every advantage.  

What's in the Negotiating Value Pack? Get 3 on demand online trainings to ramp 
up your negotiation skills so that you will come out on top in your negotiations 
with attorneys. In these 3 trainings, I collaborated with Greg Williams, an expert in 
negotiation and body language. Greg teaches executives, small business owners 
and managers to employ these techniques. Learn them to help you in your LNC 
business. Get the Negotiating Value Pack at this link: Http://LNC.tips/NegVP. 
Use the code listened to get a 25% discount on the cost of the value pack. Now 
let’s return to the show. 
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Kelly: What was it like being on the TED Talks? Tell us a little bit more. I'm 
sure you had the fear and the confidence when you first got out there, 
so how did you compose yourself before giving the talk? 

Kwame: Yes and no. This is what was interesting about it. I was afraid of it 
because my goal was to do something that scared me in 2017 and that 
certainly qualified. One of my favorite sayings is that “competence 
breeds confidence" and so I knew that what I needed to do was to take 
my time and prepare.  

I remember I was reading this book. It was written by somebody who 
was an actor but was teaching people how to speak professionally in 
public. He said, "Sometimes people make the mistake of saying 
something like "I practice too much, or I practice too many times and 
that's why I messed up. I froze. I was rigid," but they don't understand 
what rehearsal means. You don't rehearse to the point that it becomes 
less likely that you fail. You rehearse to the point where it is 
impossible for you to fail." 

 For me the process was like this. I was selected in July to do the 
presentation. The presentation was on October 20th and so the whole 
time I started off with 22 pages of notes. I then whittled it down to 
three and a half pages. Every week I was spending about 10 hours 
crafting the message making changes. After listening to it you would 
probably be surprised to know the first few drafts had zero jokes. It 
was not funny at all and my team quickly let me know that it was 
boring, so I had to make some changes.  

 I crafted it and honed it until the end of September. I was still nervous 
because I realized now we were less than a month away and I haven't 
really presented it.  

The 20 days of October was spent memorizing and so I would prepare 
by saying the presentation at least about five times per day. I would 
wake up in the morning and I would say it to myself backwards line-
by-line as I was getting up at 5:00 AM to go to the gym. 

When I say backwards, I mean like the conclusion all the way to the 
beginning backwards. Throughout the day I would say it at normal 
speed and then what I would do is listen to Disney music loud, songs 
that I knew from childhood. I would say the speech while listening to 
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that music because I wanted to put myself under as much cognitive 
load as I possibly could while still performing the speech effectively. I 
then would try to condense the 11-minute speech down to five 
minutes and say it as fast as possible.  

 What happened is when I'm presenting, when it comes to me being on 
stage, everything feels like they're moving in slow motion because 
I've done it so many times. I wasn't nervous at all the day of. I was 
just excited to present by that point, but it took a while to get to that 
level of confidence.  

Kelly: As somebody that's preparing for trial what I hear is practice and 
know your stuff inside and out. Going through voluminous medical 
records and going through it backwards inside and out. 

Kwame: Exactly. 

Kelly: Cognitive overload, is there some science behind that? I know when 
thinking of my sister she prefers to study with music and I like 
background noise also. Do you know if there is something to be said 
to that? 

Kwame: Yes. I was reading this book last month that was called "How We 
Learn" and what they found is that typically when we must perform 
there's going to be some background noise. There's going to be some 
shuffling, some kind of level of distraction. Often if we practice in 
ways where the conditions are pristine it inhibits our performance 
because there are more distractions than we anticipate when it's time 
to perform.  

 For me, I knew that there is a possibility of maybe something 
happening in the crowd you see in certain events, maybe somebody 
passes out, maybe the microphone goes out and those types of things. 
I wanted to make sure that no matter what happens I had practiced in 
conditions that were so bizarre, different and ever changing that no 
matter what happened I would still be able to maintain my focus. 
When I was on stage the conditions were easier than they ever had 
been throughout my entire time practicing and that's the way it should 
feel.  

Kelly: Okay good to know. I'm trying to think because there are just so many 
questions I want to ask you. This is more about the TED Talks than 
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anything. I'm just so impressed. I read that it was viewed over 24,000 
times in less than 24 hours.  

Kwame: Yes, it was crazy. Two things for that, with the application process I 
think every TED program is different. For this one, they had an open 
application and if they liked the application they brought you in for an 
audition. If they liked the audition, you made the cut.  

 For the actual success of the TED Talk I think a big part of that was in 
the title "Finding Confidence in Conflict". I chose that title because I 
have a podcast called "Negotiate Anything" where I bring people in to 
talk about diverse issues in persuasion, not just law but all sorts of 
different things so you can see the commonalities in these situations.  

I surveyed my audience and asked them what they wanted to hear 
about or what they felt their biggest troubles were. I thought it was 
going to be strategic or tactical, but it was emotional and 
psychological. The two words that came up most frequently were 
'confidence' and 'conflict'. I think that's one of the main reasons why 
people were interested in clicking on it. Thankfully the content was 
good too, but because the semantics and the title spoke to the 
underlying need and the underlying concerns as people I think that's 
one of the things that led to its success.    

Kelly: It's good. In fact, listeners just like I said when we started, you must 
make this your next listen on your podcast to-do list.  

Kwame: Thank you.  

Kelly: Absolutely. We have talked about confidence and preparation, how 
about conflict now? We talked about experts and the witness, what 
about in the workplace? What suggestions do you have there? 

Kwame: Workplace conflict is going to happen. There's no avoiding it. What 
you will find is that the closer the relationship is, the more likely there 
is to have conflict. You're just closer and that's how it's going to 
happen. I suggest a three-step process for resolving conflict.  

 The first thing is you want to "Acknowledge Emotions". A lot of 
times we make the mistake of trying to prove who's right and who's 
wrong. We inadvertently make this a competition where it's a zero-
sum game where my winning necessitates you losing. When you 
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frame the conflict in that way even if the person subsequently finds 
out that they are wrong, they might not let up simply because they 
don't want you to have the satisfaction of a win. You want to 
acknowledge the feeling.  

 What are they showing you through what they're saying? Don't get to 
the substance yet. You can say something like this "Wow, it really 
seems like you're really frustrated about this." When you say 
something like this, the person is going to respond in one of two ways. 
They're going to say, "Yes, you're absolutely right" and then they're 
going to go and extrapolate on that. That's good because they're letting 
off steam. You're letting them know that you understand their 
emotions. They feel seen and they feel heard, and often that's one of 
the most important things that they need out of the interaction.  

 One of the other alternatives is you say, "Wow, it seems like you're 
really frustrated right now" and they say, "No, I'm not frustrated. I'm 
disappointed." This is a classic negotiation technique where you 
simply guess. If somebody is not telling you what you want to hear, 
you just guess, and people have a need to correct to set the story 
straight. That's another way you can acknowledge feelings. You don't 
move on in the process until you feel as though the person has 
signaled to you that they feel heard in that regard.  

 The next step would be what I mentioned in the TED Talk, which is 
“Compassionate Curiosity" where you think about ways to ask 
questions and learn more about the situation, learn more about the 
person's perspective, their barriers and their challenges. You do so not 
to position yourself to defeat them in a negotiation. You do it with the 
goal of genuine understanding. That's why it's important to put the 
word 'compassionate' before 'curiosity'.  

 The last part is "Joint Problem Solving". This is where after you have 
gathered information you can now work with the other person to 
create a solution. It's important to say joint problem solving because 
nobody wants to feel as though a solution was put on them. People are 
going to feel a lot better about a situation if they feel like they had 
some hand in the process.  
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 That is my three-step process for resolving conflict. It is 
"Acknowledge Emotions" then use "Compassionate Curiosity" and 
then finish up with "Joint Problem Solving".   

Kelly: It sounds like it should work.    

Kwame: In theory.  

Kelly: Yes, if ego doesn't get in the way there too.  

Kwame: Exactly. That's one of the biggest barriers you will face and that's why 
it's important first to resolve the conflict inside of yourself before you 
get to the negotiating table. If you're bringing ego to the table, people 
are going to reflect that back and that's where we devolve into 
arguments and confrontation. That's not where we want to go. We 
want to engage in this conflict in a meaningful productive way.  

 One last thing too is a lot of times when it comes to engaging in a 
conflict people are afraid and that fear holds them back. One of the 
things that they're afraid of is rejection or the person not responding 
well. The thing I say about that is negotiation isn't the art of deal 
making, it's the art of deal discovery. If we feel like we can go in there 
and make a deal and make somebody feel a certain way, we're going 
to be disappointed and we're going to feel an undo amount of pressure 
because people have free will. You can do everything perfectly and 
the person could still respond poorly.  

 Your job in these conversations is to treat the person with respect and 
put yourself in the best position to persuade and resolve conflict. If 
your best efforts fail, that's not your fault. You did the best you could. 
Just shifting your mentality in that little way will make you more 
willing to engage because you know even if you don't get the result 
that you want if you perform your best, that the best you can do.  

Kelly: That's the perfect way to end this conversation isn't it? 

Kwame: I think so.  

Kelly: You do the best you can do. It's so true and that you can be proud of 
too.  

Kwame: Exactly.  
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Kelly: Before we finalize things, I encourage everyone to listen to your TED 
Talks. Let's tell them how they can find you and listen to you. I'll let 
you do that.   

Kwame: Check out the TED Talk. It's called "Finding Confidence in Conflict" 
and you can just go to that on YouTube. I also have a podcast called 
"Negotiate Anything". It's the top ranked negotiation podcast in the 
nation. It's a lot of fun. We talk about the tactics that are successful in 
negotiation but also the psychology that explains why they're 
successful. Some of the episodes are called "Sparring Sessions" where 
I have the guest come on after they talk about the specific tactic or 
strategy I have them go against me in a mock negotiation. I try to 
become the embodiment of your worse nightmare and I put the guest 
in a situation that would be far worse than what is able to happen. The 
listener has an opportunity to see how you can navigate these difficult 
conversations in a tough situation, but in a realistic scenario.  

Kelly: Interesting. I might spar with you.  

Kwame: Let me know I will love to do that.  

Kelly: That sounds fun. That's good practice for expert witnesses, guys.  

Kwame: Absolutely.  

Kelly: All right thank you so much and listeners thank you for listening. Join 
in next week. Bye-bye.  

Be sure to gain a competitive advantage by sharpening your skills in negotiating 
with attorneys. You’ll thank me for the confidence you’ll gain from the tips in the 
Negotiating Value Pack. Order your digital access for immediate download at 
http://LNC.tips/NegVP.  

I’ve got a phenomenal resource for you just waiting on LegalNurseBusiness.com. 
My online training and books are designed to help LNCs discover ways to 
strengthen their skills and businesses. Check them out at legalnursebusiness.com. 
 
Many of us are lifelong learners who enjoy the chance to keep expanding our 
knowledge. Just like the book of the month clubs, LNCEU.com gives you two 
online trainings every month. We have a yearly payment plan that saves you over 
$50 compared to paying monthly, and each program is hugely discounted. Look at 
the options at LNCEU.com. 
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The LNCAcademy.com is the coaching program I offer to a select number of 
LNCs. You get my personal attention and mentorship so that you can excel and 
build a sturdy foundation for your LNC practice. Get all the details at 
LNCAcademy.com. 

 


