
>> I hope you've learned a lot, I know I have.  I always say, when I go to a conference, I get a lot of 

affirmation.  You know, you hear things you've heard before and maybe even things you did before, and 

you stop doing them because this happened to you and you say, like, "Why did I stop doing that?  That 

was as really good--that was a really good practice."  Thanks for reminding me.  So, you know, a lot of 

times, you just have to hear things again and again and again, until they become pervasive in your 

practice.  And so today, you are definitely going to have some affirmations.  And I'm going to use Aida 

Walqui's word, she talks about amplifying, too.  So by that, I mean you're going to add to, I'm pretty 

certain, I hope so when you leave, that you're going to feel that you've added to your repertoire in 

understanding about facilitation and how it differs from presentation and other things that we're doing and 

how it's such a critical skill with everything that's going on in education, and it's always critical, but now, 

it's just, like--it's absolutely essential, I think, to be able to be a good facilitator.  So good morning, I'm 

Pam Kastner, I am a PaTTAN consultant at PaTTAN Harrisburg.  I have been there for five years, I 

absolutely love working at PaTTAN.  It's a true learning organization and I'm a learning junkie.  I'm a nana 

with three grandchildren and I'm still going to school.  I'm writing my dissertation right now in professional 

learning communication and I keep thinking, "What is a nana still doing in school?"  And I went back, my 

husband was all, "What do you want to do with your doctorate?"  I don't know, I just like to learn, and he's 

just like, "You're crazy."  So before I was at PaTTAN, I was a kindergarten teacher for 18 years, and also, 

I gift--a teacher of a gifted, a reading specialist, a reading recovery teacher, a district data coordinator.  

And when I was a kindergarten teacher, I never--I just held a group yesterday.  I never, never wanted to 

leave the classroom.  I--it's the happiest time of my life.  I don't know how many of you in here are 

teachers--we were all teachers at one point, but still--never wanted to leave, but here's how my journey, 

kind of, got me here, I'll just make it quick.  You know, I always [inaudible] this because the PDE website 

can be a little bit of a black hole, would you agree, yes or no?  Okay.  So anyways, I was reading 

specialist, certified, but I didn't want it on my certificate because that meant that maybe they just said like, 

"Oh we need a reading specialist, Pam Katsner's a reading specialist, you know, she can go and do that."  

But they were going to do something where you could never--if you didn't put it on or something like that, 

you were--yeah, something like that.  Well, I should probably better do it, maybe someday I want to do 

that.  And I was on the website, searching for the form, and I saw this hyperlink and it said distinguished 

educators and I thought, "Oh, like, what is that?  That sounds really interesting."  And, you know, just 

background knowledge if you're not familiar, several years ago, there were a group of educators that 

worked in the highest risk schools to support, you know, support growth in those schools.  And like the 

kids who were always my--you know, I love them all, of course, but you know how you have those kids 

that need the most, she just--you know, they were at my house, they still write me letters, I still write to 

them, I go to the graduation, those kind of things.  We have some at my school, but not enough.  And so 

when I looked into this distinguished educator, it really was saying that we're going to the most at-risk 

schools.  We're going to a place where, you know, they need the most help.  And for some crazy reason, I 

clicked on that link and I applied.  I was a National Board certified teacher at the time, it's one of the 



greatest honors I have because it was absolute craziness going through that process, you know.  What's 

like going home every night and video--watching a videotape of your teaching?  Horrid.  Horrid, and here 

are the standards that you're supposed to live up to, there's your practice.  Here is the standard, the gulf 

was immense, it was an abyss.  I know I had to call a good [inaudible] right before I said in my tapes, 

"Well how's it going?"  And I just--I burst into tears and said, "I'm pond scum, I do not deserve to be in this 

school."  So in any event, I still don't know why I was selected, but it was--the first cohort it was, like, six 

months.  Interviews, group interviews, fieldwork where they watch what you did and all those craziness.  

And the first interview I walked into, I walked into a room very similar to this, actually PaTTAN, and 

everyone's walking in with their suits and they're all like hello Dr. so-and-so, and I'm thinking, oh my god, 

I'm a kindergarten teacher, what am I doing here?  But for some reason, after the six months of the 

interview process, they did select me and one other teacher, and it was an incredible journey of learning 

and I just saw, again, that the gulf was very wide.  But I just love to learn, so I did eventually go back to 

my school district and pay it forward back there, my superintendent was wonderful in allowing me to be 

away for sometime, and I was interviewing potential new DEs with the executive director at that time at 

PaTTAN, and I've done work at PaTTAN as a DE in the IUs and she said, "You really should come back."  

And it was a very difficult decision.  Leaving the classroom, I think, for anyone, is just, like, probably, 

yeah, the hardest decision.  If you're in here and you don't do it anymore, it really is, and I still--I can still 

see myself at the time I was teaching a little one, I kept waiting, waiting, waiting, and I kept--then finally, I 

said you have to decide.  Well, as a reading specialist, I was in a closet with a kid, tutoring.  But you know 

how that goes?  You know, you're in these little spaces and I thought, "Oh my gosh, this is a life-defining 

moment."  And I did say yes, it was really, really difficult.  My most joyous time was teaching kindergarten.  

The school that I was at initially was a very small--very, very small school, and then they refurbished a 

bigger school and we moved up there.  I was only there a couple of years, but the school, the pavement 

was coming up, and the playground, and some of my happiest times were there.  So of course, when I left 

that school, I took some of the pavement with me.  It's in the potted plants at my house, it's still there, and 

I told my husband if I die, you have to--and how many of you have seen Shawshank Redemption?  Okay.  

I said, "If I die, I want to cremated and I want my ashes spread at that elementary."  I said but there could 

be kids there still, because now there's a head start, and I said, "Don't scare them."  I said, "You'll have to 

Shawshank me out, okay?"  Anyways, that's just the short story of my life, and so I'm not really supposed 

to be here.  I'm really still supposed to be back in that kindergarten classroom.  But I did find out, as a DE, 

that I--which was the most surprising thing for me being a DE was there is as much joy in helping adults 

move forward and helping teachers, and helping administrators, help kids as there is teaching kids.  That 

joy and that passion for helping others, it transfers to big people too, so I hope you enjoy the journey 

we're on today together on facilitation.  I do a tremendous amount of work across the state in Formative 

Assessment in Professional Learning Communities.  So in that training, I always set norms, and here is 

norms for this meeting, please no cell phones, please no computers, no emailing each other.  I'm going to 

give you the honor of 90 minutes of my time full force and really, I--please do the same just because we 



have to little time anymore when we're not plugged in.  And I want you to be plugged into each other, and 

you'll see that I have table tents up, and I have other things up because I really--there's a difference 

between engagement and activity.  And when I say engagement, I mean cognitive engagement, because 

sometimes you can walk into classrooms and they're very engaging and very active.  There's not much 

thinking going on.  So when I design a presentation, I really think about how will your mind be engaged?  

I'm trying to--doing my best to keep you engaged all during that time, which means you really--you have 

to be talking to each other.  Okay.  So you're--there's going to be lot of that today.  So we're going to start 

with some strategies.  How many of you have been to a PaTTAN training before?  A lot of you are familiar 

friends, nice to see you.  So you know our mission and we're--we strongly believe in our mission, and our 

commitment to the least restrictive environment, so you're familiar with that.  Okay.  So yesterday, for 

some reason, 200 people came to my session.  I was like, "Oh my god, I hope that my [inaudible] today."  

So in any event, I want you to have an elbow partner, okay?  So if you could select elbow partners now, 

one could be a one, one could be a two, or even if you have to be triads or whatever, if you can do that. 

>> [indistinct chatter] 

Okay.  Good, okay.  So I did this yesterday too, so I'm going to [inaudible] for the set here.  It's going to be 

interesting to see how you guys respond.  Okay.  All right.  So one way, I'm going to bring you back, after 

discussion, is this.  So I just want to see what you do after it.  So you're supposed to do something after, 

and let's see what you do.  Are you ready?  [claps]  You are gifted too, I'm telling you.  The group I had 

yesterday, they did the same thing, and I did that at a faculty meeting I was at a couple of months ago, 

and they're--at their school, if they--if they do [claps] they repeat.  And I was like, "Oh my God."  I was 

like, "Oh, I didn't--I didn't teach that, it's terrible."  So you--I didn't have to teach you that, you guys are 

already there.  So I'll either bring you back--I usually do this first, which is a zero noise signal, but, you 

know, lots of times, you're really engaged conversation, which I want.  But, you know, I want to get you 

out of here on time, and so we'll do the clap too to bring you back, okay?  Given time, we're going to be 

doing some structured roles, two cooperative roles.  I do want to tell you about traffic signals, I didn't put 

them on the tables, but how many of you are familiar with them?  I'm just going to share one tip first.  Red 

cups, yellow cups, green cups, you can get at the party store or red disk, yellow disk, green disk, 

whatever, and anyway, put them on the table or in the learning environment where your students are, and 

they always start in green.  So when you're lecturing--kind of like I am, sorry about that right now, but, you 

know, oftentimes you--the--in acquisition, there is an ideal.  Right?  And so all of you are looking at me 

like, "Yes I'm with you, I'm here, Pam."  But you--really, you could be thinking, it's raining out there, how 

can I get out of here early?  The weather might be bad.  So these cups are meant for students to self-

assess and be metacognitive about their thinking.  So as I'm talking, you're losing track of--you're losing 

meaning, you turn the cup to a yellow, which means slow down, or red, like, you better stop because I am 

lost.  Now as a kindergarten teacher first doing this--and I taught in college in the same time, it's so 

interesting.  But I--the--I would immediately--because we're doers, we're helpers, I would, "Whatever, oh, 

how I can help you?  I see your cup is red," you know, "Fountain of knowledge."  And, no, that's so wrong.  



Bad practice, right?  Because all--everybody else is signaling green.  They're saying like, "I'm with you."  

Well, so now, of course that there's a green, so you're green, you're going to answer the question 

because you've been saying like, "I'm with you," right?  So do you see how just changing that increases 

the teachers in the classroom, but increases--we always want to have in our classrooms and our 

presentations, too, a zone of proximal development between attention and learning, just a little bit 

attention, which means, like, if my cup's green and I'm signaling green, I better be paying attention 

because I can be asking Shirley to say like, "Well, Shirley, your cup is green, can you go help because 

you know this stuff," right?  Or I--of course--and probably, as a teacher, check for understanding before, 

but--do you know understand what I'm saying?  We want these pedagogies of contingency, not only in 

our teaching, but in our presentations and our facilitation.  So that's one way you can use the traffic cups.  

White boards, too, one of the worst respond--worst things you can do as a presenter and as teacher, and 

it's so hard to stop, is this, you're talking, you ask a question, and people do what?  Raise their hand, 

right?  It's called initiation, response, evaluation.  So initiate a question, you respond, who raises their 

hands?  The ones that know the answer.  I've just made the achievement gap wider, I've told you, you 

don't have to think, and I make assume-a-side, as Anita Archer would say, and say, "Oh, everybody gets 

it."  It is one of the absolute positive worst strategies you can use.  And yet, we've been in classrooms, 

especially for teachers, our whole life, doing it or seeing it.  And breaking that habit is very, very hard, but 

one way is through whiteboards and so you ask all to respond.  Of course we can have whiteboard 

blurter-outers, too.  You know, they're like throwing that whiteboard up real quick.  No, no, we need a 

routine for that, right?  So structures for that, so that we all show--I always [inaudible] show me.  We 

showed it at the same time.  Now it usually took about three to five seconds for the ShowMe to go up.  

Boy, was I gathering data in that three to five seconds.  You're looking over here, you wrote it fast, you're 

like, "Oh, my gosh.  I don't know this answer."  Boy, I--even though I had a routine where the answers all 

went in at the same time, I looked around a lot.  I was gathering lots of data about what my students 

knew, so formatively, I could address the learning right then and there.  So in my practice, I--always, you 

never raise your hand in the session that I'm teaching.  You're going to raise it to ask a question but you 

will never raise it to answer one.  And there will be some film clips, some of them are funny.  They do 

teach yourself and then some of them are a little interesting, and there are handouts.  This is typically a 

day-long training, okay?  In general, I have done it--and I have done it several times across the state and 

in Harrisburg, and we will do it again four times this coming year in Harrisburg, but it has essentially three 

pieces: Facilitation, PLCs, the Danielson Framework, okay?  And the focus on these is really how 

interdependent these things are, and how we had typically, in education, put things in silos, and how 

that's absolutely killing us because we just feel layered upon, and layered upon, and layered upon, and 

we don't see how they're interconnected.  And so throughout the day, we weave these things together.  

We cannot do a day training in 90 minutes.  It's impossible, and I always believe that it's better to cover 

something well than just to cover it.  So we will get through what we get through today because usually, 

presentations with me are discussions, too.  It's not a--there's some stand and deliver, there's some 



acquisition of new knowledge, of course, that's why you're here.  But I believe that we're all teachers and 

learners in this room, and so we're going to learn from each other, too.  So it's a guided discussion, that's 

what I said up there earlier, a guided discussion, is that--and that is what it will be today.  So--but we gave 

you everything.  We gave you the entire PowerPoint, and we give you the entire handouts.  So you can 

look at them at your leisure, and we will go over some of the handouts at the end so you just have some 

context for them, but we will basically be focusing on the facilitation piece to wherever we get, all right?  

So I hope that's okay with you, but I'd rather cover well than just cover.  So that's what we'll do.  All right.  

So--all right.  The first thing we're going to start with is I want to be able to talk to you by name.  I don't 

want to say this pretty lady with a beautiful necklace.  I would like you to do two things.  The first is to 

create a name tent, okay?  So if you can just [inaudible] down with the instructions and I'll--that way, we'll 

go [inaudible] free.  Just a name tent, you can fold it, hamburger or hotdog, but just spell your names on 

there.  And also, I would like you to make a graphic organizer.  You can make it, again, hotdog or 

hamburger, and at the top, you're going to write facilitation and well, I'll just ask Karen and Deb when I'm 

done with this just to, like, walk around so people can see.  I wanted you to do this.  I could have copied 

it, but I want to do it that way.  And then you're going to trifold it, okay?  So it can be facilitation at the top, 

what do facilitators know?  What skills do they have?  What values and beliefs do they have?  So as we 

go along during the day, this is your way to keep track of some things you're hearing, okay?  That would 

resonate with you, that affirm you, that amplify you.  So you need your name on oak tag with markers at 

the table, and you need to create a graphic organizer out of the white sheet of paper.  All right.  And then 

when that's done, I'll clap you back and we only have one more thing to do. 

>> [indistinct chatter] 

>> Thanks [inaudible] 

>> [indistinct chatter] 

>> Okay.  It looks like we're good, yes?  Okay.  The other thing I would like you to do, first, individually, 

and then with your elbow partner, you have an index card, a large one.  Some of them are white, so it 

might be a little harder to see and some of them are colored, but everyone has a large index card.  This is 

your entrance ticket.  I just want you to gather your thinking.  You can even put a B on here like before, 

and then of course you know it's going to be an exit ticket A, after.  But, "Facilitation is," complete that 

sentence.  It's a think, ink, and then link.  And then share with your partner, okay?  So facilitation is, I'm 

going to give you three minutes to each write and discuss this in total, okay?  And I'm just going to come 

around and listen to your thinking.  What do you think facilitation is at this point in time? 

>> [indistinct chatter] 

>> Good job.  So I heard a lot of affirmations, and some [inaudible] right?  So we're discussing how we're 

going to expand that through the course of the time that we have together.  So that was your entrance 

and exit ticket.  All right.  So did your ticket--did your index card look anything like that? 



>> [indistinct chatter] 

>> No.  Huh.  Really not? 

>> [indistinct chatter] 

>> I think I've heard people talking about structures, yes, a little bit about there.  The one word I saw a lot 

of is guiding. 

>> [indistinct chatter] 

>> The same thing yesterday.  Yeah.  So that's kind of good, though.  That means I--that we're going to 

probably amplify as well.  The one I was bringing your attention to is this one.  I think as a referee not a 

player.  Okay.  So this term referee is a little bit stronger to me than [inaudible] or I think [inaudible] 

change our lives.  But it basically looked--Ingrid Bens--and this is an excellent book, that really got 

mistaken by a general sign, of course, that's your name, that's just how we kind of got making about this 

training.  It's called Facilitating with Ease!  This is the second addition of this book, and there's a couple of 

books that have informed this work, and this is one of them.  Ingrid Bens, B-E-N-S.  And this is how she 

refers to it.  I think a referee, not a player.  And what she's really trying to convey in that analogy is that 

you're--as I saw in Todd's work, that you're part of the team, but you're outside the team.  And I'll tell you, 

I think it's one of the hardest things to do, because typically, if we're quasi-leading the team, it's because 

we have some expertise, or we have positional authority, or, you know, we're looked at as a leader, you 

know?  How we had to go teach people in our schools and even though they might not have a title there 

with go-to people.  And so, it's so difficult to basically shut up, right?  Because you want to interject and 

you want to say like, "I know the answer."  But we can do everything for the learner, and this means 

everyone, children and adults alike, but learn for them.  We just can't do it as we want to, and so there's a 

great deal of difference between--even presenting and facilitating.  So today, I'm doing a little bit of both.  

I'm doing some presenting where I'm teaching and sharing, but I'm also doing some facilitating where I'm 

backing off, and I'm listening, and I'm going to guide the discussion.  Now, if you're an IU person or 

person that has to present, I can tell you both are very scary.  I never sleep the night before, I don't eat, 

all that crazy stuff, right.  But it's even scarier, in my opinion, to be a facilitator.  As a presenter, you're 

often finding folks and they're saying like, "I kind of know some stuff.  I'd like to share it with you."  And 

slightly, you probably don't notice much about the stuff as I do, because we both [inaudible] right?  And so 

you feel, yeah, somewhat confident, bring it on.  Give me a question, I can handle it.  As a--as a 

facilitator, you are out on a tightrope because you are throwing the cast wide, and you're having the 

people have lawful discussions, you never know where the discussion is going to go.  Your job is to come 

up with great questions to guide that discussion, and you don't know where it's going to go.  And it could 

go in directions you're not so comfortable with.  So that's why it is so, so important to have so many 

facilitator tools in your belt that you could just whip out, because you're going to need them.  Because 

highly facilitated data team leading is very different than how you would facilitate a [inaudible] that's 



looking at new curriculum or thinking about--or facilitate a book study.  These are very different strategies, 

structures, and tools all over this big umbrella of facilitator, where our strengths are typically as a 

presenter.  As a fountain of all knowledge, right?  So we have to step back and allow, as I saw on Todd's 

quick break, you have to let them do the work.  When I was a DE, there was a IU folk--a person at IU 13 

who had the most wonderful saying.  The ones doing the work, or the one who's the learning.  The ones 

doing the thinking, or the ones doing the learning.  So when I just say classroom, it can be a nerdy 

[inaudible] teaching and not--it's just a different way, I watch the learners.  I'm not watching the teacher.  I 

want to see the response to the teaching.  What is the learning going on in the room?  I watch the 

learning, right?  I see who's talking the most, who's thinking the most.  If there's a huge imbalance, and 

then--you know, and we do have those times where we're directly, explicitly teaching, and it's absolutely 

necessary, it's an I do, and so you're doing this, it's essential.  However, you know, there needs to be a 

balance in every lesson where there's an I do, as Anita would say, or we do.  You all do together.  You 

do, and then you do, right?  So you want to see a little bit about all of this, right?  So the ones doing the 

work or the ones doing the learning, and as a presenter, if your job is really to facilitate learning.  And I 

want to make just one other--one other discretionary thing and the term for the word facilitator.  A lot 

times, I hear that we want teachers--we keep swinging, we do this in education, you know, we have this, 

you know, teacher teaching, you know, lecturing, and then we have, like, the land of--you know, you 

know, work on and out.  [inaudible] are just all [inaudible] themselves right?  But later distinguish those 

who ever [inaudible] right?  And we facilitate learning.  We're the guide on the side, have you heard that? 

>> [indistinct chatter] 

>> Okay.  So I agree that, but with this with [inaudible] we are activators of learning environments.  We 

are the engineers of it.  Sometimes, when I hear facilitator, it seemed a little diverge of certain practices.  

And it can look that way.  And it should actually kind of look that way when the folks that you're  facilitating 

believe they shouldn't work really hard, and you're thinking," My God, I'm dead."  Because you're going to 

[inaudible] whole time, right?  So don't think that facilitation is like, you know, the land of Hatchy Milatchy, 

right?  It isn't--it's a very assertive practice.  It's just not assertive in the content, it's assertive in the 

process.  So yes, this is a training for that facilitation, but I almost like the word better, activator, engineer 

of learning and environments.  And I--so I'm just going to make that discretion, when I say, facilitator--you 

know how in education, we have these terms we use, and everyone kind of, you know, has their own 

subjective way of thinking about them?  When I think of facilitator, I think assertive practices to guide 

learning forward, an activator and engineer of a learning environment.  I'm not necessarily a referee.  I'm 

on the outside, but I'm making sure the learning is happening, and I'm very assertive about that.  I'm not 

going to allow disrespect, you know, I'm not going to allow people who've agree on norms to step outside 

those norms, because that eventually disintegrates teams, right?  And then help build trust on a team.  

They always let--that's the rule of the facilitator.  Okay.  So I'm a long distance runner--I try to be anyway, 

let's just put it that way, so I--here's an analogy that I like better than the referee.  Are they supposed--do 

they all have a common vision, yes or no everybody? 



>> Yes. 

>> Yes. 

>> [indistinct chatter] 

>> Let's hope.  And it's basically just to finish and not die, I can tell you.  It's unfair for that matter. 

>> [indistinct chatter] 

>> And they all have a vision, they're all towards that vision.  They all have a goal.  A lot of times, when 

we're working with teams, we think that because you have common vision, and we all have a common 

goal, that we are a team.  We're not.  We're not.  Building team takes a lot of work.  We might have 

common vision, common goals, but don't think that means, a hundred percent, that you're a team.  Right?  

We're really looking more at an analogy like this.  Where we're all kind of rowing in the same direction, 

with a common goal, with a common vision knowing where the end is, and our--you know, we have 

somebody in the front just kind of encouraging us on, but that person in the front is not rowing, is not 

doing any work.  That's you, the activator, the facilitator.  So if you want a visual, when I listen to you, 

what visual means to me this is what I thought of.  So there's a difference.  Now, here's the reason why 

facilitation is so important.  It's always been important, but when [inaudible] people showed up in the 

training yesterday, I thought I'm going to die, first of all.  But I'm thinking, our facilitation traits have built up 

pretty quickly, but, you know, they're always [inaudible] it seems like, wow, facilitation must be the buzz 

out there and I didn't even know it.  So it's because of this.  I'm sure.  And this slides kind of a [inaudible] 

you've seeing her, you've seen these slides, and you stole them from her, she knows, okay.  And it's 

because there's so much of this.  And this is just--this is just some of it, right?  It's so much change in 

education.  Will it slow it down, yes or no? 

>> No. 

>> No.  But the thing is, we tent to think of these things as discreet and siloed, and so they feel layered 

upon us, right?  And what I would say is that we need to be thinking about them as interdependent, and 

supportive of one another.  Again, this is the first slide, she [inaudible] this last year.  I basically did this.  I 

just put this around it.  What you're seeing here is all the content, but around it, all these processed skills 

of facilitation.  When you look at the Danielson Framework, she talked about having conversations.  

When you create an SLO, you have a conversation with your teacher about that SLO--or teachers, right?  

So all these facilitation skills, dialogue skills that we need to have, did you learn them in school?  Yes or 

no?  I didn't, I didn't learn them anywhere.  I mean, we just--we just--kind of, like, on the job, but there are 

ways to get, you know, better at it.  Usually, it's, like--the conference will say, I got better because I 

crashed and burned so much and then I learned.  I was like, that's typically how it is.  But there are tools 

out there to help you.  But in the training that we do for the day, you're really focused on this.  In a sense, 

this graphic organizer, saying, like--well, this is the what.  The PA Core, the College and Career 



Readiness Standards, this is the how, Response to Instruction and Intervention, she doesn't have eye in 

there because she's a natural lady, right?  And of course, we--when we think of this, we think of it as 

Multi-Tiered Systems of Support, you know?  And then how we know how we're doing, right here.  These 

things are all interdependent.  If you look at the Danielson Framework, which I gave you this lovely 

parting gift with an index card [inaudible] when you think of foundational tenet of Multi-Tiered Systems of 

Support you think of universal screening, progress monitoring.  Okay.  So I'm looking against them, using 

assessment in instruction.  So these things, a lot of times, we don't make explicit to the folks that we work 

with, that they're interdependent.  Because I hear folks say like, "Well, we're not doing RtII anymore 

because we're doing Educator Evaluation."  I'm thinking, have you heard that?  I've heard that.  I think, 

"Oh, my gosh."  This is how you, you know, you teach these things.  This one forms your curriculum, the 

standards of course, this is the what, but this is the how.  If you're not doing this, this isn't going to look 

too good, right?  It's not.  So we need to be having conversations around the interdependency of these 

things, and that's what we do, typically, in that one-day training.  We really do, a lot of times, in making 

those explicit connections.  So I'm just kind of giving you a preview that's saying, please, in your work, the 

teachers, I know how overwhelming--and I don't know, I'm not in the classroom anymore, I can't say that.  

But I can somehow still feel their pain, and they feel very stressed out and overwhelmed.  And I think we 

need to be having conversations around how things are interdependent, how you're using assessment 

and instruction, you're--and our multi-tiered systems of support, you are validating your practices and 

educator evaluation.  There's--when you're doing an SLO, you are using a formal formative assessment.  

You are engaging students, you're using assessment in instruction.  These things are intertwined, 

however, again, this is all the content, this is the process.  You have to have these skills as a leader, a 

teacher, to do well.  And you have to have it discreetly, because like I said before, you can't do your data 

team leading as facilitation the same way you would do curriculum leading, they're different, they have 

different goals.  So think about these things if you can, the conversation is about their interdependency.  

So it becomes at least somewhat, that's overwhelming, and cohesive, and coherent, it doesn't seem very 

coherent out there right now.  But I think we can, as facilitator's guide conversations, to at least bring 

some coherency to the table.  Okay.  Now, I don't know about you.  Everyone, you should pass this along 

99% of the time.  Every once in a while, there's a little, teen conflict that I bet that never happens where 

you are.  Is that true?  Absolutely, it just--it is the land of Hatchy Milatchy out there.  Okay.  Well, if you're 

a facilitator, you--part of your role is to be proactive about conflict, because conflict on teens is inevitable.  

And some of it can be proactively addressed, and some of it can't, you know, it'll rise.  But there are 

basically, four types of conflict the teens experience.  And there's a video clip that I want to share with you 

that talks about these four types of conflict.  And I want--I'm going to break you out into quadrates of four 

so you can have--now, if you want to write them all down, sure, I--Jen always teases me because when I 

always do a video note-taking guide because I want you engaged during the video.  Right.  So on the 

back of one of your handouts, the culture shift, the fourth article.  One the back of that, you will see a 

lovely video note-taking guide.  Okay?  And you'll see the first one says how teens resolve conflict.  And 



this nice lady, Dianne Crampton, is going to go over the four types of conflict and what you might do to 

resolve this type of conflict.  So I'm going to ask a question [inaudible] but have deeper conversations with 

your elbow after the video.  These two tables on Procedural Conflict.  Okay?  So you guys, you know, 

later on move down so [inaudible] to those folks.  And these three tables are going to talk about Goal 

Conflict.  And I would even encourage you to turn around and meet new folks.  If you want to, okay?  Not 

now, Todd.  Okay, so these three tables are Goals, all right?  And you three tables, since you're small, up 

here.  You're going to do Relationship Conflict, so you're going to talk to each other--you can turn around 

and talk about Relationship Conflict, where do you see it?  What happened as a result of it?  Okay.  And 

then you're--you two tables are going to talk about Values Conflict, okay?  And I did clip table numbers on 

your table, and that was basically to say, like, what does table 17 think about Values Conflict?  And so I'm 

giving you a heads-up that I am going to be, like, what we would call, in the [inaudible] cold calling.  

However, because I've given you the heads-up, it's not a cold call, and I'm going to ask you that you really 

actively listen to your partner, because I might say, "Andy, what did Dianne think about Values Conflict?"  

So I want you actively listening to your partner, too.  All right?  So we're going to share out afterwards, so 

I'm going to check for understanding.  Todd, what are we doing? 

>> Oh, man. 

>> Come on, Todd, you can do it. 

>> We're going to look at the videos, and you're going to focus it on the one that you assigned. 

>> Yup.  And then you're going to talk to… 

>> Your partners. 

>> And maybe others. 

>> And yes, that's when you turn around us all. 

>> You see, I know Todd well.  I know Todd, you--I--I'm being proactive and then I'll just ask, you know, 

I'll ask for volunteers, but if you don't volunteer I might just say we'll go with the [inaudible] thing.  You 

know, I'm--this is a risk-free environment, but do you see how, just by telling that--you that, you're going to 

pay attention a little bit more.  There is that contingency pedagogy, you know, a little bit of attention, so--

all right.  So here we go.  I think we had to watch each of the videos progressively, like, three to ten, 

three, five, six, seven seconds of advertisement.  I apologize, but everybody has an [inaudible] guess, so.  

If you can't hear, just let me know. 

>> I'm Dianne Crampton, one of North America's leading authorities on team culture.  I held leaders and 

executives build teams of employees who cares much, and who are as committed to the organization's 

success as the leaders are.  One of the questions the leaders ask me is how to resolve conflict on teens, 

and this is one of our in-depth help conferences that we deliver to our networks, but let me give you the 

overview here.  Conflict comes in four stages.  The first stage is Procedural Conflict, and this is conflict 



over how things are done or how people understand what is expected of them, and how to perform.  So 

as a result, they either step on people's toes or they do not deliver what is needed.  The best way to 

resolve Procedural Conflict is to apologize for the lack of clarity, and then present what you need to see 

happen in the future, and to listen to the employee by asking questions, so that you can uncover how 

their understanding of procedures went off-track.  It's important, at this level of conflict, not to blame the 

employee for the lack of clarity, but instead to look at your procedures and refine them so this type of 

misunderstanding does not occur in the future.  The second level of conflict is Goal Conflict.  This 

becomes more personal because egos are involved, simply because people are trying to be successful, 

and something has happened to cut, to block their success.  The best way to resolve this conflict, again, 

is to apologize and to empathize with the employee by using really good listening skills to uncover the 

level of frustration or inconvenience that they--that they're experiencing, and to acknowledge that.  Then 

you roll it back to procedural conflict, correct your procedures and then move on.  The third level of 

conflict is Relationship Conflict, this is very personal, and it gets very nasty.  If not resolved, it stews like a 

cancer on teens.  Relationship conflict needs to be resolved through mediation, or some sort of 

agreement among employees so that it does not continue in the future.  Otherwise, team members will 

leave the organization, or leave the team, because it gets that nasty.  The fourth level of conflict is Values 

Conflict, and this is based on closely-held beliefs and in ways of being.  Examples of this conflict are 

politics, conflict over difference in politics, or in religion.  The best way to resolve this conflict is by 

agreeing to disagree, and setting real, clear, concise boundaries around how those sort of disagreements 

are conducted on teens who work in the organization, or maybe not at all.  Thanks for joining me on team 

tips.  If you are… 

>> Okay.  So just finish your quick break, I'll go talk and then it really would be nice if you turned around 

and that someone knew and stole their ideas too, okay.  And then we'll share it out.  Probably three 

minutes for this too, okay. 

>> [indistinct chatter] 

>> Great job.  Isn't it great to actually go to a presentation and talk?  God, yes, it's wonderful.  Okay.  So, I 

had a great conversation back here with these ladies and they're not going to allow me to volunteer them.  

But just a thumbs up or a thumbs down.  Have you experience any of these types of conflict on teams, 

yes or no? 

>> [indistinct chatter] 

>> Sometimes, just occasionally, rarely or not 

>> [indistinct chatter] 

>> Okay.  Um, you know, that's kind of issues.  We know that, you know, the teams, you know, people 

are complex.  There's going to be conflict at times.  There are some things we can do proactively and 



we'll talk about those, and sometimes they even have to be addressed during it, you know.  You can't--

you can't plan for everything, you can't have a tool for it all.  But there are some things you can do to kind 

of, um, circumvent these things before they happen.  But, um, sometimes, you know, you just get--you 

get a real, you know, problem.  So anyway, so procedural conflict.  Anyone from the tables that I gave 

procedural conflict that wants to share.  And this is where it happened and maybe how it was addressed.  

And is there anyone brave.  I was--I even sang yesterday's Sara Bareilles', "I want to see you be brave," 

come on.  You can say what you want to say.  Come on.  So, okay, Stephanie will share. 

>> I don't need that. 

>> You don't, okay. 

>> You could turn around here.  They'll see better. 

>> Oh, you do for actually, we're video taping this, no pressure right. 

>> Okay.  So we see a lot of this.  We're in ad and we actually, this year have attempted to address the 

procedural conflict by writing some SOPs which I apologize I don't know what that… 

>> Standards of practice. 

>> Standards of practice.  So that, you know, if it's clearly stated what the role is, who's responsible.  So 

try to address those systems that are above that trickle down into the other buildings and to principals and 

to teachers, just putting those in place have helped slightly.  So hopefully, that will continue to help 

strengthen the procedural conflicts to get rid of them. 

>> Yeah.  That's a--that's a great--yes, you want to add? 

>> The standards of practice of teachers that were… 

>> No, that's what leadership… 

>> No, actually it came from the administration level.  We decided, is there anything in writing?  Is there a 

protocol for this?  What is the protocol?  You know, and so that discussion was stimulated and we've 

come out with SOPs. 

>> Were they given to them or did they develop them? 

>> We are--we are slowly developing them as a team, looking at different procedures in the district and 

how we can strengthen the system. 

>> So that would--that would be the one suggestion I would have.  I saw a lot--I saw a lot [inaudible] 

standards of practice, and the only caution I would have to you is there are lots of good norms out there.  

Another good place to go to is the National Staff Development Council that's now called Learning 

Forward.  They have some wonderful resources materials to think about norming.  And the National 

Reform Network also has some wonderful examples for you to look at.  I see you using those tools as 



maybe throwing them out on the table and saying, "What do you think about these?  Do they fit or 

resonate with the way we want to conduct ourselves in meetings?"  And in lieu--in order for people to own 

norms, they have to select them and agree to them, all right, and write them.  And the protocol that I work 

with in PLC is across the state.  The first meeting is about norming, creating norms.  But every single 

meeting, the rest of the year, they meet once a month, the first thing that comes out is the norms.  And 

they go over them again and they say, "Do we still agree to these?"  Because they're really they're 

agreements.  Because if you have a meeting, there are agreements already.  They're implicit agreements, 

right?  So one of my agreements is when I train is I really want to give you a hundred percent of me and I 

want to get to know you a hundred percent.  So I say, "Please put down your phones.  The world will not 

end in 90 minutes if you're not plugged in."  All right.  So I make the explicit and I ask you to agree with 

that with me.  You're a very nice man, yes, you are, right.  But if we don't do that, you could be on your 

phone or texting or emailing and it would be--it would--it would bother me, right?  And so, implicitly when 

we don't do these things, people get mad.  They think like, why is that person not coming on time or why 

do they leave earlier or I see them doing their email but I give a hundred percent of my attention to the 

team meeting?  Because implicitly, this is what you live a meet--this is how you believe a meeting should 

run and that's how they think.  I can--I can double dip.  I can get more things done.  I don't need to give a 

hundred, I can multi-task.  That's a lie.  No one can.  But you know what I mean?  So do you understand?  

What we don't agree to them, we might agree like, okay, we believe in multi-tasking.  If you're, you know--

we'll give you our attention, but we believe that we should be able to do our emails.  If that's an 

agreement of the team and they feel comfortable with that, then that's fine.  I think they'll find eventually 

that they don't accomplish as much as I like.  They might address that norm later.  But without norms, 

they're there anyways.  They're implicit.  You want to make them explicit but you better make sure that the 

ones owning them are the ones in the meeting and you're facilitating that conversation, all right.  Now, it's 

proactive.  It doesn't mean it's the magic wand.  As much as in education, we always want the magic 

bullet, the silver bullet.  We're going to wave this wand and all will be well.  No, these are just tools again 

in your belt to kind of help you be a bit more proactive with your facilitation.  Okay.  Anyone want to share 

with the go conflict?  Come on, come on.  You can do it.  Marla, thank you so much. 

>> We just talked about how first you need to acknowledge what the problems people say.  You need to 

apologize.  And then we thought it was interesting that after you acknowledge their frustrations, you need 

to go back to procedures and really clarify everything.  Otherwise, you'll have the same problems over 

and over again. 

>> Yeah, we all have different goals in meeting.  And even the conversation I have with these ladies, I got 

a piggyback on our conversation, you can say I kind of have a ducktail.  But one strategy to help with goal 

conflict too is, you have a purpose for the meeting and you state that purpose.  It's like having a learning 

intention, right?  When you're--or a learning objective with students and you state that from the very 

beginning.  And you could even use a T-chart if you wanted to.  Here's the purpose.  And when we start 

straining into non-purpose, that the facilitator's role is, is this the purpose of the meeting or have we really 



moved into the non-purpose?  What does the team--what does the team think?  Oh, we've taken a bird 

walk.  We are complaining or we've taken--you know, we're supposed to be focusing on this but why we 

walk out of meetings unless one will say, "What did you accomplish?"  Nothing.  Because we don't bring 

ourselves back to the purpose.  So, a nice--just a quick T-chart, purpose, non-purpose.  And the facilitator 

can say, "Are we still in the purpose area or have we moved in the non-purpose?  What does the team 

think?  What are your thoughts?"  Right?  Also, because meetings can sometimes be--I'll use a nice word, 

complaining sessions.  The protocol that we work within the PLC is across the state.  The first 30 seconds 

of the meeting before they even do the norming, every person gets 30 seconds to complain, all right?  

"There's so much I have to do, dada-dadada.  This kid did this," you know.  I hope they never say that, 

but they probably do at times.  But do you understand what I'm saying?  You--there is building to the 

structure, a time for moaning.  But it's capped.  The facilitator gets--facilitator gets them 30 seconds.  

"Okay, you're 30 seconds are up.  Okay.  Go, you got 30 seconds."  And what I've seen in the teams over 

the course of the time that I've worked with them, you know, it's been--some of the teams I've been 

working with for years now.  They eventually say like, "Oh, I need 10 seconds to think."  And then they'll 

say like, "You can have my 20 seconds, too."  And they'll like, "No, I don't really need it."  They--because 

they have the structure of I can complain, I am allowed.  And sometimes, you just really need to.  It's 

necessary.  You can't focus.  You're a medulla.  It's not going to let you learn because you're so frustrated 

or upset, or one of your kids moved that you just love and they, you know--they, you know, all of the 

things that kids go through.  And it's not a complain.  It's just a settlement.  But you have your colleagues 

with you.  You need to lament, right?  So, that's a structure that's built right into it.  Everyone is every time.  

And so that when they stray into, you know--if they stray into the non-purpose area, you could say like, 

"Well, you had your 30 seconds.  You'll get it again next month."  Okay.  So, those are just two little tips.  

Another thing too, is sometimes we are--we'll have a goal-oriented conflict.  We'll have someone who 

monopolizes the conversation.  Has that ever happened?  Yeah, I can see some nodding.  Okay.  So, 

another thing is to give them pennies or chips or something.  And then everybody--as a facilitator, you 

decide how many chips.  So, that means you get to share out to the group, you know.  If you have three 

chips, everyone gets three times.  And if you have someone who's really trying to monopolize the 

conversation, you control that.  Everyone gets one chip.  Well, you'll see that person holding on to that 

chip and like, "Oh, I'm pulling off.  I really want to wait, too."  Right?  So, they'll be thoughtful.  But it sends 

the message that all voices are important, all voices will be heard, and it gets to that fairness and equity 

piece that sometimes on teams, you know, we don't--we don't hear from folks.  And usually it's the people 

who are quiet that are the best thinkers.  And they really have something great to offer.  And they just feel 

overwhelmed by someone who might be just, you know, really taking over.  So, those are just some 

ways, too, as a facilitator to kind of bring in and, you know, keep it from happening.  So, that's why I'm 

saying some of these things are proactive like standards of practice and norms.  But the thing is, they 

have to be addressed when people step out of bounce in the norms, right?  So, we could have them, but 

if we're not going to address them, we're not professionals, right?  We're not.  We're not critical friends, 



right?  If we--if we don't have structures of purpose and non-purpose or ways that there's equitable 

conversation or when someone's way out of bounce, if there is an opportunity, you know, that--and the 

norm is if you're way out of bounce, it goes to mediation because I can--I can nip some of that in the bud 

because you know when a bully gets away with, you know, something little for the first time, it just--it just 

escalades.  So, you know, I know it's well past some of that.  So, I--my advice to them was, you know, the 

few things I could say in terms of norms and, you know, the chips in terms if you can talk and the goal-

oriented stuff I talked about.  But, you know, I think they sound like they're at mediation and going to 

leadership and saying, you know, honesty, like, we really value this--I'm sure this person has something 

to bring to the table.  We value this person's contributions.  However, how she's contributing is detrimental 

to the team.  We really feel like we don't need mediation because we want her to continue.  And this 

person might go right to values conflict and say like, "I can agree with anything they're doing."  And so, I 

will be like, "Okay, then.  We're sorry, you know.  We agree to disagree.  And you're not part of the team.  

If that's--if you can't agree, you know--it's just the way it is."  You have to, otherwise, it just--it cancels the 

whole team.  But typically, a lot of that people--we're social people.  We want to be a part of the group.  

We don't want to be outcast.  But it takes leadership or a strong team to say, you know--to say this person 

"Honestly, we value you, we, you know--your contributions.  However, we really feel stressed that we're 

not achieving our purpose and we want to.  And how can we resolve this?"  It's hard.  Crucial 

conversations, fierce conversation.  Susan Scott's Fierce Conversations is an excellent book to help you 

through those--because there's like templates to help you guide to those fierce conversations.  She also 

wrote one a couple years ago on Fierce Leadership.  And she--it's--her stuff is very, very good and she 

has a new letter.  Fierce Conversation, you know, or Fierce Conversations, Susan Scott.  So, you might 

even have to look to Fierce Conversations to structure that conversation.  And she has her books on 

audio.  And listen to it [inaudible].  And sometimes, it's good.  Just good to hear it and you think, "Yes."  

And you craft this entry conversation before because you can't do it and you'll be so stressed out.  But it 

does really work.  It works.  Now, I'm not saying it works a hundred percent of the time, but it might be the 

entry way.  It has to be better than it is or I hope. 

>> Susan Scott? 

>> Susan Scott, yeah, Fierce Conversations, Fierce Leaderships.  And Kerry Paterson also wrote a book 

called Crucial Conversations.  K-E-R-R-Y P-A-T-T-E-R-S-O-N, Kerry Patterson, Crucial Conversations.  

It's really good, too, okay.  Anyone is brave and violent.  And believe we have, yeah.  Yes, yeah. 

>> So, what we talked about is if there is a value with the--we used the reading example that if, you know, 

you're looking a reading specialist's perspective and we're looking at--that we need to teach to 

instructional grade level and then we're looking at like a close reading procedure which makes you look at 

the complexity of text and, you know, there's a real conflict.  We talked about, you know, agree to 

disagree.  But one thing that I think, you know, I'll put myself out there.  I brought up is that, first of all, to 

acknowledge that people have conflict is to acknowledge people have passion.  They care.  So, that's 



very much what you have to look at first with, you know--that they care.  When you have somebody--and 

again, I present--I'm a, you know, staff developer.  When I'm at a training and there's somebody reading 

the newspaper or texting or things like that, that kind of person is more offensive to me as a presenter 

than somebody who's challenging me as a presenter or challenging other people within that group 

because again, you're recognizing passion.  They care.  They really mean something to them.  So, I think 

that's when the very first thing that you have to do is you acknowledge that there are two different 

conflicting opinions.  And then you guide through that and say, "Can you meet at that middle ground?"  

And in some cases, you can meet at the middle ground and you have to agree to disagree.  But again, we 

go back to having that passion, having that care and that emotion behind it and recognizing that.  That's 

an important vantage point. 

>> And that--and that passion--that passion ends up being the thing that you have in common.  Maybe 

that's the only thing you have in common, but that's something. 

>> Yeah, yeah. 

>> Thank you for sharing that.  Thank you very much for sharing that.  I really appreciate that you share 

that.  Thank you.  And I don't--I want to just point out the reason I'm saying thank you for sharing that, like 

great answer because I really do think it's a great answer.  But as a facilitator, yeah, it's--it is true 

because, you know, when people are--that's usually when, you know, what they say, apathy is worse.  It's 

love and hate because when there's hate, there's still like a lot of passion in there, you know.  So, yeah, 

acknowledging that we're both passionate about the same things.  Let's see how we can come to some 

resolution or at least go our separate ways and--professionally, right?  But the reason I said thank you for 

sharing is as a facilitator, if we put a value judgment on what someone as we've said, immediately Donna, 

you know--Donna feels good and I--and Donna, too, I'm sure which is, you know, it's nice to feel good, but 

immediately, the rest of you think, like, "Oh, I'll never say anything that smart."  Or Donna says, "I'll never 

open my mouth again because on that, you know, I wanted to be smart every time.  I want her to think," 

okay?  That's same thing with teaching.  We are so quick to praise and I got to share one more book with 

you that I think is just an absolutely essential must.  And I hope that, you know, this lady's research, Dr. 

Carol Dweck.  I love this book.  I've had it for years.  And if you have a baby, if you're pregnant, you're a 

friend of mine, you get it as a--and you get a very cute, little outfit, but you'll also get this book.  Because 

the language--the language we use with students and, you know, the folks that we facilitate with is critical.  

And ego-involving feedback, "I like your answer, good answer," is very detrimental.  It does not move 

learning forward, it stops the learning.  It stops the thinking and it sets parameters.  Kids who are told, 

"You're smart, you're smart, you're smart, you're smart," are afraid of taking risk, risk, risk.  Because if 

there's ego involved in being smart, right?  And I don't want to do anything that's going to show people I'm 

not smart, right?  So, we are just, you know, as Americans, we are all about building self-esteem when 

we should be all about building self-efficacy.  Hugely different, right.  So, when we tell people, "You're 

smart, good answer, good," they develop fixed mindset and growth mindsets.  I could tell you that Pam 



Kaster her whole life trying to overcome a fixed mindset about math.  My other teacher was not about 

growth mindset.  All right, the only people that went to the board were the people that who knew the 

answer and, you know, I was scared to death and I never, you know, never raised my hand.  He didn't 

care.  I don't--she doesn't know the answer.  Exactly how I felt.  And then I have to take research statistics 

in my doctoral program.  You want to talk about anxiety.  And I was very fortunate to have a professor 

who believed in a growth mindset.  We're all--you all have to get here, and I know you're all different 

places, and you're going to work your butt off.  But you all can get there.  All right?  So, fixed mindsets.  

And everybody has fixed mindsets and growth mindset and different things.  But the language we use as 

facilitators and teachers, at some [inaudible] so as a presenter, as a facilitator, I always try to say, "Thank 

you for sharing" or "Okay."  Because it means I value that you are brave and spoke up but I'm not putting 

value of judgment on your answer.  Because I value all voices, right?  So, this is just an excellent of Dr. 

Carol Dweck and also Grit, Dr. Angela Duckworth, she spoke here at the TED Conference from the 

University of Penn, her stuff is really good too.  But she--this lady is like--I've been trying to get her to 

come to these conferences for so long, and if she ever comes here, I'd just be like one those geeks like, 

you know, "Sign my book." So, anyways, mindset, okay?  All right. 

>> What was her last name again? 

>> Dweck… 

>> Carol… 

>> Carol Dweck, D-W-E-C-K.  And you could Google stuff, and get stuff for free.  But that book is--I don't 

think it's expensive.  And it's--as a parent, it's an absolute must.  As a grandparent--yes? 

>> I'm sorry, I have a really bad experience with this book. 

>> You did? 

>> I did, and I haven't read it.  Okay.  But I was--I went… 

>> Share, share. 

>> I went to a--it's like a PLC coach as well. 

>> Uh-huh. 

>> And we took the little quiz… 

>> Yes. 

>> Okay?  And one of the questions is, do you believe that people--that you're born with your--your 

potential is set at birth. 

>> Yeah, yes, yes. 



>> But first, the word potential means the most as you could possibly think. 

>> Right, right. 

>> So, yeah, you're potential is set at birth.  I mean your--anyway, so, I was arguing that, that the way the 

question is worded is a little hard to, you know--and anyway, the conversation then went into, you can do 

anything if you try hard enough. 

>> Uh-hmm. 

>> And I said, well, I'm never going to be able to [inaudible] I mean I'm just not.  And there was actually 

somebody across from me who said, "You could if you try.  If you tried hard enough…" 

>> Yeah. 

>> "…you could, you need to have an open mindset."  And it was more like a silly mindset it seemed to 

me. 

>> Yes.  So, what kind of conflict were you having? 

>> Values. 

>> Values, yes, yeah. 

>> Thank you, yes. 

>> Yeah, and everybody just turned on me.  It was awful. 

>> Yeah, yeah, yeah.  So, it's differences of opinions, right? 

>> Well, I don't think it's difference of interpretation. 

>> An interpretation and then what the word potential is. 

>> Yeah, exactly. 

>> Right. 

>> They were doing open versus close as opposed to growth. 

>> Yeah, yeah, yeah, and really that--the purpose of that meeting right--went right into non-purpose, 

right?  Because really, it was probably… 

>> Yeah. 

>> …I'm guessing that the purpose of the meeting was about the language we use to the students and 

how we can get them into more effort-based thinking, right.  That, you know, persevere into things, you 

know, especially complex text close reading.  It's hard, but it's about the effort that, you know, you might 



be better at it, but you can improve, that we all can improve.  And so, it's like a--go back to procedure, and 

clarify things, right? 

>> Yeah, yeah. 

>> So, yeah, so, I'm sorry that you felt attacked.  They needed norms of attacking. 

>> I mean, it's really--I mean, I'm sorry, they really--no matter how hard I try, I would never be… 

>> And did you have norms for that--did you have norms for that… 

>> Yeah. 

>> Okay.  Maybe that's what we need. 

>> And I didn't get my 30 seconds. 

>> See, there you go.  All right.  Okay.  So, this might be some areas we just want to jot some notes, 

even though you have this in the PowerPoint, what I like you to do is to look through these things that 

facilitators do which will go under the skills area of that--area of the tri fold.  And write some of them, 

affirm your thinking about facilitation and maybe some that you think, "Oh, I will not amplify my thinking in 

this area.  Might be an area I want to address."  Okay?  If I just got to give a couple of minutes for that, so 

that quick write.  Do at least one affirm and one amplify.  That resonated with me right here.  This is a--as 

a tip that if you are making notes for the meeting and especially if they're on a chart that typically what I 

will do is I will summarize, paraphrase.  But first of all, orally do it and say, "Does that accurately--" I see a 

lot of nodding.  "Does that accurately reflect the thinking of the group or does it need to be amended in 

some way."  Because it's not about me doing the paraphrasing and summarizing for the team.  I might, 

you know, attempt, you know, to give feedback about what I've heard, but I got to make sure I'm honoring 

their words.  So, if it's on a flipchart, or even if I--even if we're summarizing in some way, I'm going to 

check with them to make sure I've got it accurate, okay?  And what was the other one I got with the focus 

out?  Well, the group goal.  I think just back to that--again, purpose, non-purpose.  Structures for lining 

and structures for bringing people in, you know, let me get to the non-purpose, so that--I think those are 

really, really important.  Okay.  All right.  And the least, you can just pop and point this out and I'll give you 

some thinking time.  You know, as I said not wait time.  How I say like, when we tell our kids, "We're 

giving you wait time," I'm thinking, we want you to do more than wait, we want you to think.  So, think for 

five seconds.  What do you think some things that facilitators believe?  Now, you kind of have a heads-up 

a little bit, right?  What do you think are some things that when we believe something, our behaviors 

reflect that, right?  So, what do you think facilitators believe or should believe that they're really going to 

facilitate really good--rich conversations to move learning forward? 

>>Quality. 

>> Pardon? 



>> Are you talking about quality facilitator? 

>> Yes, yes, like if you can think of--have you ever been to--have you ever met a good facilitator?  You 

know, it's a tough things.  If you--if you've met, well, think about maybe the attributes that person has and 

what might they believe if they're acting in that way.  So, think for about five seconds and then turn and 

talk, all right?  Now, we just got a popcorn out, popcorn out or whip around means just when I say like, 

Andy, Jen, what did you say?  Just a few people, okay?  So, think, pair, share.  Okay.  What is this? 

>> [indistinct chatters] 

>> Okay.  Mike, what did you talk about with your partner?  What do you guys think facilitators believe?  

Just look how happy Mike looks. 

>> The discussion was just on acknowledging that when people are coming to meetings, they really do 

have to the most part the best intention. 

>> Yeah, yeah.  Thank you. 

>> I think that was… 

>> Thank you for offering that.  Yes, that people have the best intentions.  You know, I don't think--I don't 

think I've ever met anyone who I have been teaching or, you know, the profession that we're--you know, 

that many relations that it takes that they go in with really good intentions and wanting to help kids or you 

know, teachers.  So, yeah, acknowledging that can make somebody feel really good.  Thank you for 

sharing that.  Marla, oh, no, you did--you did participate.  So, Shirley.  I could pick on Todd but I'll get you 

later. 

>> We talked about--I think, you had already mentioned this basically, that people learn by doing, by 

being involved in activity rather than by somebody telling them. 

>> Uh-hmm. 

>> And we think a good facilitators will believe them. 

>> Yeah, they activate that, they engineer that. 

>> Right. 

>> Yes, thank you for sharing that.  Karen Brady, new colleague.  Come on, newbie. 

>> Basically that you can tell by the way somebody facilitates a meeting whether they value all the 

members in the group, by how they handle obviously. 

>> Yeah.  Thank you for sharing that.  Okay.  So, those are just some quick ones.  Okay.  Now, you're 

really going to like this video.  This guy is like crazy.  So, he's really funny.  I really like this video.  Here's 

the [inaudible] the four magic phrases he has to deal with maybe somebody who's coming at you in a way 



that's not honorable.  That's what he calls it.  It's very, very important that your tone and body language 

be very neutral.  So, like he's going to say, you know, the four phrases.  One of the first ones, "That's 

interesting, tell me more."  So, you can really--you can do that like, "That's interesting, tell me more."  You 

know, and then you are like, "That's interesting, tell me more."  Do you understand what I'm saying?  If 

Wendy's four magic phrases come from a place of honor and integrity, and really just truly wanting to 

know more, they are magic.  They work for my husband all the time.  Tell me more.  Why would you say 

that?  So but they have to be genuine.  So don't take his demeanor of like, you know, because he's really-

-he's so much fun.  But don't take his demeanor as the wagon to be delivered or he doesn't say but they 

do work.  Not all the time.  It's not a [inaudible] but these are magic phrases.  Then we will go over your 

handouts, you'll do your extra ticket and off you go and have a wonderful day in the rain.  Okay?  So here 

are the four magic phrases.  And of course, you have a video note taking guide.  And right below where 

you took the notes for the types of conflict, you'll see an area that keep track at these four magic phrases.  

All right?  And yes, we must see a short advertisement again before.  Oops.  Shoot.  Sorry. 

>> These are four magic duct tape phrases.  Magic.  If you have these four magic phrases, you can 

respond to anything, anybody ever says to you while mind yourself a moment of time to think while 

regaining your composure.  No matter what they say to you, if you are insulting to me, if you're 

disrespectful to me, that's about you.  I'm not a person who validates you and so they all start off the 

same way.  "That's interesting."  And then there are four ways to finish that.  So they all start off with that's 

interesting.  But number one, "Tell me more."  Say that out loud.  "That's interesting.  Tell me more."  Say 

that.  "That's interesting.  Tell me more." 

>> That's interesting.  Tell me more. 

>> Say it again.  That's interesting.  Tell me more. 

>> That's interesting.  Tell me more. 

>> Say it again.  That's interesting.  Tell me more. 

>> That's interesting.  Tell me more. 

>> One more time.  That's interesting.  Tell me more. 

>> That's interesting.  Tell me more. 

>> That is the number one phrase of all time.  Where if you add that to your verbal repertoire, whip it out 

all the time, it'll serve you.  If you haven't already consciously added that, "Interesting.  Tell me more 

about that.  Interesting.  Go on."  That one phrase gets me out of so many different pickles.  But not 

everything.  So, "Tell me more"  Two, "Why would you say that?"  Number three, "Do that."  Number four, 

"Ask that."  I don't care what somebody throws at you.  If you could respond by saying, "Well, interesting, 

why would you say that to me?  Interesting."  What you say is, "That's interesting.  Tell me more.  That's 

interesting.  Why would you say that?  That's interesting.  Why would you do that?  That's interesting.  



Why would you ask that?"  There is nothing that you get a respond to.  But what happens to most of us is, 

somebody said something that's not honorable and our ego veers his head and says something 

disrespected them.  If instead, when I feel that chemical reaction in my body that's starting--that tastes 

toxic in our mouth, you know, you could taste the anger sometimes, in those moments, that's where I 

want to stop.  And instead of saying first thing to my brain, I might say to you, "Well, that's interesting.  

Why would you say something like that to me?"  Because the responses that I've gotten when I choose 

that path, you know, when I'll say, "Why would you ask me something like that?"  That's when the master 

teacher appears, that's when that person who at first look, like a horrible energy vampires.  When I ask 

that person, "Interesting.  Why would you say that to me?"  And I really mean that, you know, why would 

you be saying that to me?  It is amazing what's reflected back to me in those moments, what I see in 

them.  You know, what--when the invisibility cloth has finally dropped and I find out why you're saying 

these things?  Why you're asking me that?  Or I'm just showing you what is [inaudible] communicator 

looks like, maybe that's the lesson of this, is to show you, you cannot battle my--hey, with those four 

phrases, there's nothing that you can't respond to.  You know, if it's like, you know, like a not so nice 

question.  But I can still--a lot of us, we get taken off guard because somebody asks us, you know, like 

those of you who are like not married, people who say it, you know, in family gatherings, "So when do you 

get married?  When are you going to have kids?  When are you going to have kids?  When do you get 

married?"  I want to start asking people, "Interesting.  Why would you ask me something like that?"  You 

know, interesting why would--a lot of us, well, say, you are employees, you need to be at your desk by 

8:00 tomorrow morning, can you do that?  And they'll things like, "I don't know.  Maybe."  A lot of 

employers, you know, the bosses, they'll snap right back and they'll show that person that they've lost 

their cool.  But, you know, we've all seen supervisors and managers say things to employees, such as, 

"Well, interesting, Dante.  Why would you say that?"  And when I'm watching them, like, "Oh, that's good."  

It's like watching and you go, "Yeah, right in your face," you know what I'm taking about?  It's like 

watching and you give them a karate communication kick.  That's the way I want to communicate.  That's-

-those--I want to take steps to become more like that.  And if you send me e-mails, I will send you lots of 

information so that you can take steps… 

>> isn't it funny?  Yeah, and again, it's the--it's the tone that you do it with, right?  You know, that you 

really do want to know more, you do want to understand.  And sometimes especially that sets people 

back because sometimes when they're behaving that way it's because they don't feel they're being heard, 

right?  And so, you know, there's lots of different tools.  The two books that I shared already are very 

helpful if you want to continue thinking about that.  Another book I would highly recommend is this book 

from Anne Jolly.  Now Anne Jolly has presented several times for us, at TED Conferences, or SADS 

conferences, RtII conferences.  She's on the National Staff Development Council Learning Forward.  This 

is called Team to Teach.  Now I've showed you two books, Ingrid Bens which is very good and the Team 

to Teach.  Ingrid Bens has good tools in here and lots of content for trying to learn, like, what does a 

facilitator do.  Anne Jolly does this.  However, hers is much more--many more tools, lots of tool, if you're 



facilitating.  Like, you know, you name it.  And I put some of those in your handout packet and you'll see 

some of them.  But it's a lot of tools, more tool-oriented here, more content-driven here, okay?  So in your 

packet, let me just go over your handouts.  They'll be your extra ticket and off you go.  I'm sorry, these are 

not color coded.  They were supposed to be, it just didn't happen, so sorry about that.  You had your 

video note taking guide but the first one I'll draw your attention to is Handout 10.1 and it says, "Tool.  The 

facilitators role."  And again, this kind of just gives you, like you doing that organizer, this is where you can 

add to it.  What does the facilitator know and the skills they have and what do they value and they 

believe.  And if you turn that to next few page, you'll see these relationship.  These are really good for that 

relationship conflict, there's lots of like, "How do we build relationships behaviors?"  "How we show 

interest in team members?"  How can I show I'm an effective listener?"  So these are really nice tools for 

you to kind of self assess.  And if you think, well, maybe I'm not being as an effective enough listener, 

there's some discreet like indicators almost like manuals and they can help with you that.  And that comes 

from Anne Jolly's Team to Teach.  And then toward the back, we see, "Clear more issues for teams to 

consider."  There are many things on this list.  You could never attempt them all at once but you might, as 

a facilitator, want to go through them and say, "Well, this one I think our team, yeah, we really need to 

consider.  We don't have any norms."  And you see why that's number one, right?  We don't have norms 

and maybe that's why our meeting have strayed a bit.  And so maybe that's something for us to consider 

and you could see there are other things there to consider.  Not some solution tree on PLCs.  And then 

the next one is a listening survey.  We tend to listen so we can think about what we're going to say.  So 

sometimes it's just good to do a listening survey.  How well am I at listening?  I think listening is a dying 

art, you know.  My husband--it died with--died with my husband for sure.  You know, he--no, he's really a 

good listener.  I'm just teasing.  Okay, and then the next tool says, "Tool 7.5, The dysfunctional discussion 

division."  In the day long training, this is what we do.  There are some people there you might recognize 

the abrupt advisor, the secluded communicator, the intimidator.  And what we do is we break out into 

small groups and talk about how would you deal with this type of person.  So we're proactive in that.  And 

so, you know, if you are a coach, and you're working with coaches or something, you might--this might be 

a nice activity to say, like, well, you know, hey, how are you doing?  Because, you know, you're going to 

ride with some of these people.  And again that's what Team to Teach.  And then we all know how 

important trust is, you know, so trust is the bedrock, The Speed of Trust by Stephen Covey's son, 

Stephen M.R. Covey.  He's also excellent for that.  And then there are some tools for how to hold 

productive conversations.  Okay.  Draw your attention to these next handouts because I think these are 

really nice.  These are again from Anne Jolly.  They're called "Conversation Quick Guides."  What I did 

with these is like put them on O tag and then on a ring.  So you see when you have different meetings, 

these are just like little quick things that get you if you're going to a meeting.  Say, you were looking at 

student work, okay?  So here are some--what did the student say about this activity?  What are some 

personal impressions of the activity?  Now, you could treat in somewhere.  It is nice for you that it gives 

you some question starters in ways to have conversations around different types of teams you would 



facility.  I just think they're very nice.  And then, you know, periodically if you're working with teams, you 

want them to self-assess and see how they're doing and then my advice always is to do that 

anonymously and share out the information in an aggregate way, as a whole or as a mean, or an 

average, right?  And then teams do go through stages of concern and these are the stages of concern 

that they go through.  The last handout is--and it didn't come out very well.  I really apologize for that.  So 

I'm going to say what it says, you can see that this is the blurry one.  Because part of our trainings on 

Professional Learning Communities, this is just like an actual thing to guide that, so that's what it says at 

the top.  An action plan for implementing PLCs.  Now ,I can't even read this one today.  My Lord.  Can 

you--somebody help me?  I'm old. 

>> How will you know you were doing what you have planned? 

>> How will you know you were doing what you have planned?  By who, by when, by who or what 

resources at the top.  And then at the bottom, you're looking for evidence of implementation and evidence 

of effectiveness.  Okay?  And then because part of that training too is also the PL's--the data and 

framework, to get people more thinking that how these things are interdependent.  This is just--these are 

some of the instructional things you would see teachers do and we match to the--to the domain and the 

component.  It just make ups and go a little bit deeper into, uh, Danielson.  And then the last one is we do 

spend a good amount of time discussing how--remember the graphic organizer from the beginning of the 

session where we saw the college and career, writing multi-tiered systems of support and [inaudible] how 

these things are interdependent.  We make that explicit and that's what that handout is about.  So that 

way, if you wanted to turn some of this around or use it in any way you may.  So I hope you have been 

affirmed today, that you heard things, you say, "Yes, I know this is what a facilitator does and I can--I 

could feel very positive about what I'm doing."  And I hope--also hope that there has been some 

implications that you're rearing with some tools and some ideas to be even more successful in your 

facilitation.  Often, our roles are so important and there is nothing more important than our kids, that we 

have very important jobs.  And facilitation is a very high process to help us do that.  Thank you.  Do your 

extra ticket and have a very safe drive home.  Thank you. 


