
CHALLENGING CONVERSATIONS IN 
CHANGING TIMES

CREATING AN OPPORTUNITY FOR 
CONNECTION IN THE NEXT NORMAL

Devin C. Hughes






Devin C. 
Hughes



POSITIVE 
PSYCHOLOGY

Research evidence about:

What works in human life

What makes people flourish

What gives their lives a sense of 
satisfaction and meaning

What helps them function better

Also called “Subjective Well-Being”





GROUP AGREEMENTS

 Share from your own experience
 Assume good intentions
 Listen for understanding
 Share your thinking
 Value each other’s courage to

speak
 Support taking risks and making

mistakes
 Be Present



THE GOAL






THERE ARE TWO
WORLDS WE LIVE IN:

 The external world,
which we can't control

 The internal world, which we
can influence
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BUILDING AN CULTURE WHERE 
PEOPLE CAN THRIVE

W H A T  IS 
C U L TU R E ?

H O W  DO W E  
T R A N S F O R M IT?

H O W DO W E  
S U S TA I N IT?

TOOLS



“CULTURE RESULTS 
FROM THE MESSAGES 

WE RECEIVE  ABOUT
"WHAT  IS REALLY 

VALUED AROUND HERE 
AND WHAT IS NOT."





CULTURE MESSAGES COME FROM
THREE SOURCES:

 'walk' and 'talk' of leaders and
influencers

 performance reviews and
rewards planning, budgeting,
training

 allocation of time and money 
promotions and exits 

 stories and rituals

Behavior

Systems

Symbols
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THE THREE APPRECIATIONS

One Thing I FEEL GOOD about my life right now…

One Thing I am Enthusiastic about work...

One Thing I am Thankful for about being at this event… 
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THE THREE APPRECIATIONS

One Thing I FEEL GOOD about my life right now…

One Thing I am Enthusiastic about work...

One Thing I am Thankful for about being at this event… 



#grateful

@NHRMA72

#WEDNESDAYFEELING

@DEVINCHUGHES














KEY LEARNING #1

CHANGE MINDSET =  CHANGE CULTURE









SURGEON GENERAL SOUNDS THE ALARM ON 
THE LONELINESS EPIDEMIC



THE UK ELECTED A MINISTER OF LONELINESS TO SOLVE 
THE PROBLEM. 

https://www.yorkshirepost.co.uk/news/health/minister-for-loneliness-mims-davies-on-her-own-experiences-of-isolation-and-tackling-one-of-the-biggest-challenges-britain-has-1-9578610








Survey of 
2,000 
Americans

Found that people are 
less likely to feel 
gratitude about work 
than anyplace else. 

In fact, respondents 
tended to rank their 
jobs as dead last when 
asked to list the things 
they were grateful for…

(John Templeton Foundation)





WHAT DO YOU SEE & DO?

WHERE IS YOUR TEAM?



W H A T  IS 
C U L TU R E ?

H O W  D O  W E  
T R A N S F O R M IT?

H O W D O W E  
S U S T A I N IT?

T O O L S

BUILDING AN CULTURE WHERE 
PEOPLE CAN THRIVE



ARE RECOGNITION 
AND APPRECIATION 

THE SAME THING?



RECOGNITION 
VS 
APPRECIATION

Recognition is about 
giving positive feedback 
based on results or 
performance.



RECOGNITION VS 
APPRECIATION

Appreciation, on the other hand, is about 
acknowledging a person’s inherent value. The 
point isn’t their accomplishments. It’s their 
worth as a colleague and a human being.

In simple terms, recognition is about what 
people do; appreciation is about who they are.

If you focus solely on praising positive 
outcomes, on recognition, you miss out on lots 
of opportunities to connect with and support 
your team members — to appreciate them.



FIVE LOVE 
LANGUAGES

Describe the way we feel loved and 
appreciated. Depending on our 
individual personality types, we may 
feel loved and appreciated 
differently... 

Understanding and decoding these 
different ways of showing love and 
appreciation will help take the 
guesswork out of others expectations 
and needs.



Languages of appreciation in the workplace

Language of Appreciation Description of Language Workplace Examples

Words of Affirmation Communication of positive personal 
sentiments

Verbal recognition and written 
compliments

Acts of Service Expressive actions that require 
planning and effort

Offering help to a coworker with their 
workload, clearing the lunch table, and 

special perks

Quality Time Being with someone and giving them 
your undivided attention

Team building activities, group lunches, 
and volunteering together

Gifts Something tangible that serves as a 
symbol of caring Gift cards, bonuses, and coffee

Physical Touch Appropriate touch perceived as 
appreciation

High fives, handshakes, and fist bumps 
(remember to ask first!)



EMPLOYEES NEED BOTH RECOGNITION AND APPRECIATION
(ESPECIALLY RIGHT NOW)
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CONNECT





KEY LEARNING # 2

CHANGE 
MESSAGES

=  
CHANGE 
CULTURE



BUILDING AN CULTURE WHERE 
PEOPLE FEEL LIKE THEY BELONG

W H A T  IS 
C U L TU R E ?

H O W  D O  W E  
T R A N S F O R M IT?

H O W D O W E  
S U S T A I N IT?

T O O L S



GOOGLE



3 TYPES OF 
PSYCHOLOGICAL SAFETY

Safe to be yourself 

Safe to speak up

Safe to take risks



WHAT CAN WE DO TO 
CREATE MORE 
PSYCHOLOGICALLY 
SAFETY @ WORK?



FACILITATE A CHECK-IN ROUND TO 
BUILD TRUST

The mindset that a team brings to a 
meeting will shape the outcome. You 
can’t expect people to put their 
emotions aside; addressing them will 
help people feel safe and focused. 

 “How you enter a space and how you 
leave a space is as important as what 
happens in the space.”



CONVERSATIONAL 
TURN-TAKING

In most organizations, 80% of the 
conversations are dominated by only 20% 
of the participants. Psychological Safety is 
not just about helping people feel safe, but 
encourage participation – all voices must 
be heard.

Conversational turn-taking is a useful 
practice to ensure that everyone gets their 
air time. Most importantly, you want to 
give more room to the quiet voices over the 
louder ones.

When participants speak one-at-a-time in 
alternating turns, you can avoid 
interruptions and groupthink.

Senior leaders get to talk last, so they don’t 
influence or intimidate others.

https://liberationist.org/listen-to-the-power-of-quiet-people/


CELEBRATE 
THE 
MESSENGER!

Organizations need to increase their bad news 
tolerance. Divergent, dissident voices are crucial to 
driving innovation and growth. 

The doctor in Wuhan who tried to issue the first 
warning about the deadly coronavirus was fired. A US 
Navy Captain was let go for addressing the Covid-19 
outbreak in his ship. Hospitals put doctors on notice 
for speaking out about a lack of medical gear.

When someone steps forward with bad news, leaders 
must show appreciation and respect. Don’t kill the 
messenger because you don’t like the news; be 
thankful because they are bringing valuable 
information. As OpenTable former’s CEO, Christa 
Quarles, said, “No amount of ugly truth scares me. It’s 
just information to make a decision.”

Celebrate the messenger instead of demonizing those 
who bring issues forward.

https://liberationist.org/the-leadership-model-is-broken/
https://www.bloomberg.com/news/articles/2020-03-31/hospitals-tell-doctors-they-ll-be-fired-if-they-talk-to-press


TELL YOUR 
STORY!
 The more we get to know and understand our 

colleagues, the more we can trust each other.

 Belonging – the idea that we are close – is one 
of the three characteristics of successful 
teams, (We feel safe) and Alignment (We share 
a future).

 It never fails to amaze me how much people 
don’t know about their colleagues and how 
sharing personal stories deepens 
relationships.





WHAT’S YOUR STORY

1. My name is ___ and I am from___. 

2. One thing you cannot tell just by looking at me is 
___. 

3. This is important for me to tell you because ___.



YOUR STORY



WHAT’S YOUR STORY

1. My name is ___ and I am from___. 

2. One thing you cannot tell just by looking at me is 
___. 

3. This is important for me to tell you because ___.



“It’s hard to find meaning in what we do… if at 
some level it doesn’t help someone else or make 

someone happier.”

― Matthew D. Lieberman, 
Neuroscientist;

Director of UCLA’s Social Cognitive Neuroscience Lab 






WELL-BEING RESEARCH FROM HARVARD

Three Lessons on Well-Being  (Harvard Happiness Research Project: 1930’s over 75 years.  Harvard students and 
poorest children in Boston)

In his popular TED talk, which has garnered more than 20 million views, Robert Waldinger 
explains the three lessons the researchers learned. 

1. First, having social connections is better for our health and well being—and conversely, loneliness kills. 

2. Second, having higher-quality close connections is more important for our well-being than the number of 
connections. 

3. Third, having good relationships is not only good for our bodies but also for our brains.

Fame Fortune Hard Work



KEY LEARNING # 3

CHANGE 
ENVIRONMENT

=  CHANGE 
CULTURE



BUILDING AN CULTURE WHERE 
PEOPLE FEEL LIKE THEY BELONG

W H AT  IS 
C U LTU R E ?

H O W  DO W E  
T R A N S F O R M IT?

H O W DO W E  
S U S TA I N IT?

TOOLS



MOMENTS






DROPBOX
 “Smiling Cupcake” 

 One of Dropbox’s five core values is simply an image 
of a smiling cupcake.

 When Dropbox makes an offer to a new employee, 
the employee receives a special delivery at home: a 
cupcake kit in a beautifully designed box. 

 This ritual reflects Dropbox’s fun nature, and brings 
delight to its employees—even before they’ve joined 
the company.



GOOGLE
Many people join Google's ranks and 
they've their own special name: Nooglers. 

"Noogler" is a portmanteau of "new 
Googler."

On their first Friday, all Nooglers are 
obliged to wear a special propeller beanie 
hat that bears the Google colors, with the 
word "Noogler" written at the front.



AIRBNB
At Airbnb, employees form a 
human tunnel through 
which new employees run. 

This rite of passage is 
practiced at the end of all-
company meetings to make 
new employees feel that 
they belong. 



FIRST DAY



KEY LEARNING # 4

CHANGE
ROUTINES

=  
CHANGE 
CULTURE





LET ME KNOW HOW I CAN SUPPORT YOUR EFFORTS!

 www.devinchughes.com
 info@devinchughes.com
 @devinchughes

http://www.devinchughes.com/
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