
Frustration Elimination Through
Confrontation That’s Healthy

A proven process to help you eliminate frustration
by fearlessly and confidently managing

“high-stakes” conversations through confrontation
that’s rich in both grace and truth.



I have sat across the table from CEOs and business owners for thousands of hours over the past decade
and if there is one thing I’ve learned its: 

Look around your business, your home, your neighborhood, your community, your country, and society
in general, and tell me that’s not true. High-impact leadership seems both rare and fleeting. But it
doesn’t have to be. That’s why I started Acumen.

After I sold my outsourced payroll and HR tech business I wanted to build something I wish I had as a
high-stakes leader: Community, Sharpening, Inspiration, Safety, and Accountability. All of which would
have made me a higher-performing leader and my business more

In this tool and simple 8-step process, we affectionately call FETCH, I wanted to give you a tool that you
can use with what is likely one of your greatest and most common challenges. People. Because we are
messy human beings, you’ll always need to get better with how you deal with people. As leaders, we’re
called to a higher standard of impact and influence. We’re called to a higher level of leadership
excellence. successful.

FETCH is time-tested and quite literally THE MOST POWERFUL TOOL I’ve seen used to deal with high-
stakes challenges relating to people. Spouses. Children. Partners. Executives. Managers. Front-liners.
Anyone who matters in your life and business! While relationships and performance shouldn’t be
always measured numerically, I’ve seen it foster multi-million dollar outcomes. It works, and it’s bathed
in grace AND truth. Hard on the issue; soft on the person!

FETCH is a tool that highlights the “8 Steps to Effective Confrontation” originally architected by Dr. 
John Townsend and used with his permission to impact those we serve in our Acumen community. Dr.
Townsend is a business consultant, leadership coach, and psychologist and has written or co-written 
30 books, selling 10 million copies, including the New York times best-seller Boundaries series.

Drew Hiss
Founder

Hello and glad you are here!

How to Use This 
We’ve set this tool up so that you can use it individually or as a discussion and facilitation tool with your
executive team. We suggest your read it together and then answer the discussion questions as a group.

Note:  There is a special offer at the end so make sure you to check if you want this process in your 
pocket and at your disposal.

To a Higher Standard!

All things rise and fall on leadership!

Note:
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Frustration Elimination: Deep Impact 
Ken’s technology business had been on a respectably strong growth track. Since its founding 17
years ago, he’d seen and observed the rapid change technology brought his industry. He finally felt
poised to fully capitalize on growth opportunities and market share expansion opportunities. Their
technology platform was well-architected and optimized for scalability well into the foreseeable
future. They had invested millions in infrastructure to support it and competent players to build it.

The Challenge 
Ken knew that despite best-of-breed technology, it was still dependent upon getting the right people
on the bus and creating a fully engaged and drama-free people environment and culture. That’s
where he was somewhat troubled. Ken had been reading a book called “Crucial Conversations” by
Kerry Patterson, Joseph Grenny, Ron McMillan, and Al Switzler. In it, they talked about the everyday
“crucial conversations” that can change the trajectory of your life and business, whether it be wife,
kids, employees, or partners. This he thought could be a significant key to opening the floodgates to
their potential.

“Ken knew it was unhealthy 
and unproductive, but lacked a good
methodology to help lead with more

effectiveness and confrontational finesse."

His take on their communication style was that often it wasn’t very direct. “I’m not very direct most
of the time!” he thought. “Why should anybody else in the organization be. I feel like so often tough
topics or realities often get brushed over in our effort to “not hurt somebody’s feelings or offend
them”.

As result, Ken often harbored anger and bitterness because he lacked the skills to have these crucial
conversations and avoid the clumsiness that often resulted. It brought out the best in his “passive-



aggressive” personality. Often his executive leaders, managers, and even his wife called him out on
it. He knew it was unhealthy and unproductive, but lacked a good methodology to help lead with
more effectiveness and confrontational finesse.

The Process

“FETCH has helped create amazing breakthrough and
victory. It’s given me a way to deal with people without
belittling and hurting them. It’s enhanced our culture.”

During a recent lunch meeting with Kurt, a trusted peer of Ken’s who owned a paper shredding
company in the neighboring community, Kurt shared a couple of nuggets of advice.

“I’ve got a tool for you that I’d be happy to share,” Kurt said. “I call it my “Frustration Elimination
Through Confrontation that’s Healthy” process or 'FETCH'” he explained. “It has saved me immense
amounts of heartburn, stress, and aggravation. Further, it’s helped provide me, my family, and my
teammates with a tool and process to engage in healthy conversations and confrontations that help
eliminate frustration and deal with tough issues. As a Christ-follower, it’s loaded with truth and
grace. A tool to deal with tough realities and situations without deeply hurting another person or
individual.” 

Ken shared with Kurt how ironic it was to hear him use the words “frustration elimination”. 

Ken said, “as I think about it, FETCH conversations and confrontations should be a great way to
eliminate frustration! Ironically, avoiding crucial topics or sugar-coating them tends to create more
frustration”. “Uggh” he expressed with a tone of aggravation.

Kurt went on, “Its origins come from Dr. John Townsend and Dr. Henry Cloud. They wrote a book
called “How to Have That Difficult Conversation You’ve Been Avoiding” that covers the process but 
I heard Dr. Townsend speak at a conference where he unpacked the eight steps of the ”Effective
Confrontation” process contained in the book. I’ve used it ever since. I’ve coached others on how to
use it. It’s been amazing. It’s helped create amazing breakthroughs and victories. It’s given me a way
to deal with people without belittling and hurting them. It’s enhanced our culture. Would you like to
learn more?” 
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And Deal with diversion (e.g. “let me get back
to…”). “Townsend explained that these five

words will help you keep the conversation and
dialogue from getting off on a rabbit trail.
Often people will try to divert, blame, offer

excuses… Anything to avoid the truth. 
Very important to stay on track”

Ken said, “Are you kidding me? I would love a tool or process to help me personally, much less other
people in my life and business!”

Kurt shared a small plastic card with Ken that contained the eight steps that Dr. Townsend
prescribed. They were outlined below. Kurt took a moment to verbally outline and train Ken on how
to use them.

Kurt cited that it’s important to let them
know you are “for them… That you 

value them”

1. Let them know I am
“FOR” them

5. Request specifically
what I want

Be hard on the issue and soft on the person.
“This should be specific and something you
prepare in advance and articulate or outline

with clarity and specificity.”

2. State the problem
“State this early. People are catastrophic

thinkers so getting truth out there early is
actually grace-giving versus our typical

tendency to sugar-coat and delay reality.”

6. Give consequences
if needed

“Again prepare in advance. Be clear on what
could happen or will happen if what you 

want in number five above is not achieved”.

3. Own my part
“In other words, what part of the problem 
do I own? How have I contributed to the

problem at hand?

7. Reiterate that I am
“FOR” them

Grace leaves quickly. “Important to extend
grace… In light of truth”

4. Hear their side
“Please share your perspective of the

situation? Then listen.”
8. Check back with them

within 24 hours
“How are you feeling about the issue? Now that

you’ve slept on it, what is your reaction? It’s
important to circle back and check-in.” 
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Get Clear
Plus, it helped clear. Clear both internal frustrations (the passive aggressiveness or anger he often
harbored) and clear with the person with whom frustration or anger existed. King Solomon’s words
never rang truer. “Whoever conceals hatred with lying lips and spreads slander is a fool” 1 And the
Levites wrote, “Don’t secretly hate your neighbor. If you have something against him, get it out into
the open; otherwise, you are an accomplice in his guilt.” 

In the book “Crucial Conversations” Ken highlighted some research findings in which more than
20,000 people and hundreds of organizations were studied. The findings: “influential people were
those who had successfully achieved their goals, built strong personal and professional
relationships and had developed an ability to handle crucial conversations effectively (skilled in
discussing difficult, controversial, high-stakes topics)   Ken couldn’t wait to take FETCH back to his
leadership and management team. He was optimistic this could be a key to help unlock some of the
“frustration bottlenecks” that were inhibiting progress and momentum.

Notes:

1. Proverbs 10:18 (NIV)
2. Leviticus 19:17 (The Message)
3. Patterson, K., Grenny, J., McMillan, R., Switzler, A., Crucial Conversations: Tools for Talking
When Stakes Are High. McGraw Hill, 2012

2

3

Kurt gave it a handful of examples where he had been able to eliminate frustration by using FETCH.
Ken further stated that this very well could be the one most important tool he’s ever embraced. 
“It’s massively impacted my leadership effectiveness in an extremely important way. I don’t fear
dealing with issues or having tough conversations. And now others in our culture have the same
tool to deal with issues they have inside their teams.”

Ken marveled at the simplicity and effectiveness of FETCH. He couldn’t wait to give it a whirl. In
fact, that evening he talked to his teenage son about a work ethic issue involving homework. It
worked amazingly well. His son didn’t feel beat up and he felt they made positive progress without
massive meltdown or drama. 

Hard on the issue; soft on the person. Grace AND truth through love, a nod towards servant
leadership.
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What about others in your life? Spouse, kids, organization?
Who else might need FETCH tools?

What have been obstacles that prevented you from having
effective conversations and confrontations?

Who is someone you need to have a FETCH with?

Discussion Questions
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Application Exercise

What’s Next?

Pair up with another person. Each takes a turn role-playing with the FETCH tool. Prior to starting,
each identifies a fictitious topic, issue, or challenge you need to discuss with the other person.
Quickly prepare a “specific request” and “consequence” that you would communicate to this
individual.

Thanks for allowing us the opportunity to sharpen, challenge, and inspire you. We’d like to offer
you’re the opportunity to order FETCH cards for your entire team FREE of charge for you! These
business card-sized reminders fit in your wallet or folder or purse just like your other cards. It’s a
perfect way to recall the process before you need to have a crucial conversation. 

We’ll send you 10 cards free of charge (inside the U.S). Just click on the button and fill out the form. 
Please allow 7-10 days for delivery.

Copyright © 2021 Acumen
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GET FREE FETCH CARDS

  1.  I am “FOR” you. 
  2. State the problem. 
  3. Own my part. 
  4. Hear their side. Listen! 
            — And deal with diversion (“let me get back to…”).
  5. Request specifically what I want.
  6. Give consequences if needed. 
  7. Reiterate that I am “FOR” you.
  8. Check back with them within 24 hours.

https://acumenimpact.com/fetch/

