How to say no - TalkWise worksheet VoicePrint
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Saying No is something that many of us find difficult. We may be worried about putting a
relationship at risk, or being a poor team player, or speaking up about our own needs and
priorities. Or maybe we just like to be helpful and demonstrate a positive can-do attitude. But
sometimes it’s necessary to say No. Otherwise we can end up over-stretched, resentful towards
others and irritated with ourselves, neglecting our own responsibilities or simply doing the wrong
thing.

The VoicePrint model can help us identify four thoughtful ways of saying No. Each of these Nos
uses a different voice: either Direct, Challenge, Advise or Advocate. These are the relatively closed
voices that range along VoicePrint’s ‘axis of decidedness.’ That’s useful for saying No, because
rather than inviting an opening up or expansion of any discussion, they tend either to control or fix
a position in it.
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The four forms of No still need to be used with skill. Without that, you won’t manage the boundary
between being Direct and sounding too bossy, or keep your Challenge from sounding aggressive,
your Advice from sounding condescending and your Advocacy from sounding too forceful.

Work through the flowchart below to explore the four ways of saying No.
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Why am | saying No?
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Because there is a
rule, requirement or
standard that means

No is the answer

Because an important
piece of information is
missing

Because | have
relevant know-how to
offer

Because | have other
priorities, needs, or
opinions on the matter

A

\

Y

\J

Use the Direct voice.
Invoke the requirement
and make it explicit. This
explains your No,
de-personalises your
No, and emphasises the
finality of your No.

Use the Challenge
voice.

Use this No promptly
and always combine it
with an invite to re-think
or check, or with the
introduction of another
consideration.

Use the Advise voice.
Only use this option if
you have a suggestion
to make based on
legitimate know-how.
This is likely to invite
questions so expect
further discussion.

Use the Advocate
voice.
Making use of this option
requires prioritising your
own needs, which is not
always easy. Be concise
and polite; you might just
find this No empowering!
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How might this sound?

“l can't do that, because
company policy does not
permit it.”

“I don’t have the
authority to do what
you're asking.”

“No. The procedure
requires that before |
can do that, you need
to...”

How might this sound?

“No. The problem with
what you're asking is...”
“Sorry, | have to interrupt
you before you go any
further.”

“There’s a difficulty that |
have to point out.”

How might this sound?

Rather than what you're
asking, I'd suggest that it
would be better to...”
“No. I'm not sure that's
what should be done.
My recommendation
would be...”

“That’s one option. But
my advice would be
different. 1 think you
should...”

How might this sound?

“That’s not something
I'm prepared to do.”
“I'm not in a position to
help with that.”

“No, sorry. I'm afraid |
have more immediate
issues of my own at the
moment.”

The following reflection exercises are designed to help you prepare for the next time you
need to say No.

1. Reflect on past episodes where you wish in retrospect that you had said No. Which would
have been the best way of saying it in each of those instances?

2. You probably already know the people who are most likely to interrupt you with
unreasonable requests. Before it happens again, think about the most appropriate way to
respond.

3. Prepare exactly what you will say to deal with any unreasonable interruptions next time
you have an important piece of your own work to do. Choose your words now so that you’re
comfortable uttering them when the moment comes .

© TalkWise Ltd, All Rights Reserved Page 2 of 2



