
CONFLICT 
MANAGEMENT 101

HOW TO DIFFUSE AND RESOLVE CONFLICT 

IN THE WORKPLACE AND BEYOND



SEEK TO UNDERSTAND.
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BACKGROUND
• Family

• Education

• Work



ICE BREAKER

Getting to know you!



WHAT IS CONFLICT?

•The Definition of Conflict is – A serious 

disagreement or argument, typically a 

protracted one.



CONFLICT IS BOUND TO HAPPEN
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ROOT CAUSES OF CONFLICT

• Needs 

• Styles

• Pressure

• Perceptions

• Values
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LISTEN TO WHAT I AM NOT SAYING…

What are their motivations?



STYLE



PRESSURE

Avoiding                                                 Autocratic

Acquiescing                                              Attacking

Flight Fight



DIFFERENT PERCEPTIONS

• Age

• Cultural

• Historical

• Hierarchal



VALUES

• Conservative

• Liberal

• Religious

• Secular



“MOST OF US DON’T LISTEN WITH THE 
INTENT TO UNDERSTAND.

WE LISTEN WITH THE INTENT TO REPLY.”

Stephen Covey



NOT ALL CONFLICT IS BAD

• Healthy expression or debate

• Helps people express their true feelings

• Enhanced engagement

• Better working relationships

• Collaboration



COMMUNICATING DURING CONFLICT!

• You never

• You always

• You people

• Whatever

• Just “never mind”

• Swearing



STRATEGY 1 – WHEN YOU ARE PERSONALLY 
INVOLVED IN THE CONFLICT “I MESSAGES” 

• I feel _________ (State your emotion)

• When you ________ (Tell what caused the feeling)

• And ______________ (State the effect)

• In the future ____________ (Explain what you want)



“LISTEN – PEOPLE START TO HEAL THE 
MOMENT THEY FEEL HEARD.”

Cheryl Richardson



GROUP BREAK OUT –
SHARE A CONFLICT AT HOME OR AT 
WORK USING “I MESSAGES”

Every time you want to have some cereal, that you bought, in the morning your spouse has 

already eaten it and left the empty box in the cupboard.

Your co-worker continues to monopolize the printer with personal print outs for his kids 

hockey team.  By the time you get to print out your work, there is no paper or the ink 

needs to be changed.  This is consistent with other situations where this co-worker is not 

pulling his weight at work.



WORDS THAT OPEN CONVERSATION TO 
LISTENING

• I can help you with that.

• Help me understand. 

• I can see how that can be frustrating.

• I am listening.

• Let me think about what you have said.

• Give me more information.

• Did you know?



STRATEGY 2 “ACKNOWLEDGE FEELINGS” – WHEN 
CONFLICT IS UNKOWN TO YOU 

• Acknowledge feelings or concerns

• “I can” statement or “I am sure we can figure this out”

• Help me understand – “May I ask you a few questions?”

• Propose a solution – Compromise.

• Gain acceptance

• Recap the situation and the solution.



SHARE AN EXAMPLE OF A CONFLICT AT 
WORK OR HOME

You get a call from an irate customer claiming that the product that was delivered to him 

was not correct .and this was the second time this has happened.  He is threatening to take 

his business elsewhere and leave a bad review on the website.

Your spouse walks into the room saying the credit card she just tried to use was declined.  

She wants to know what you have been buying?



STRATEGY 3 “MANAGING” CONFLICT – MANAGE 
THROUGH MODELING

• Set the expectation of  “Seek to understand” in the workplace or at home

• Train/educate employees/family on using “I feel” messages for expressing difficult 

messages.

• Train/educate employees/family on using  “acknowledge” statements for reacting to 

conflict being expressed to you.

• Add Conflict Management to goals and objectives in performance appraisals.

• Positive reinforcement



GROUP BREAK OUT –
MANAGE THROUGH MODELING

Brain storm how to implement this in your work place. Or….Do example

An employee comes to you because he does not think that the IT department is responding 

to his concerns in a timely fashion and every time he complains the IT manager just says his 

hands are tied. He is fed up and says the company is not being run like it used to be.



CONCLUSION

• Key point – Seek to understand

• Get to the root cause of the conflict

• I message statement

• Acknowledge statement

• Manage through modeling


