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Welcome Back!



How Not to Handle Conflict…

 Video Clip



How Do You Handle Conflict?

How do you typically 
handle conflict? 

Conflict Resolution 
Questionnaire
 http://bit.ly/1vDjbAZ

What did you learn 
about your conflict 
resolution style? 
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Presentation Notes
PUSHY PAIRS
In pairs, get each person to stand facing each other. They put their arms straight out in front of them to shoulder level and touch palms with the other person. They are going to push as hard as they can against each other so get them to stand in a way that is safe.
Once they have pushed and felt what it was like – keep them pushing and then tell them suddenly to stop pushing and feel how much of a relief it is.
This is what happens when we are in conflict with someone. each of us trying to ‘push’ their message home. It makes for great discussions and learnings.  Posted online by Gail Page



http://bit.ly/1vDjbAZ


Our “Default” Conflict Styles

Competition
“Shark”

Collaboration 
“Owl”

Avoidance
“Turtle”

Accommodation
“Teddy Bear”

Compromise
“Fox”

Assertive

Unassertive

Uncooperative Cooperative

Sources: Thomas & Kilmann (1974); Wilmont, W.W., & Hocker, J. L. (2007) Interpersonal Conflict (7th ed.) New York, NY: McGraw-Hill
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Thomas and Kilmann’s styles are:
Competitive (Forcing): People who tend towards a competitive style take a firm stand, and know what they want. They usually operate from a position of power, drawn from things like position, rank, expertise, or persuasive ability. This style can be useful when there is an emergency and a decision needs to be make fast; when the decision is unpopular; or when defending against someone who is trying to exploit the situation selfishly. However it can often leave people feeling bruised, unsatisfied and resentful when overused.
Collaborative: People tending towards a collaborative style try to meet the needs of all people involved, including themselves. These people can be highly assertive but unlike the competitor, they cooperate effectively and acknowledge that everyone is important. This style is useful when you need to bring together a variety of viewpoints to get the best solution; when there have been previous conflicts in the group; or when the situation is too important for a simple trade-off. However it can become problematic in situations where decisions need to be made quickly or when engaging with someone who isn’t willing to collaborate on the issue.
Compromising: People who prefer a compromising style try to find a solution that will at least partially satisfy everyone. Everyone is expected to give up something, and the compromiser him- or herself also expects to relinquish something. Compromise is useful when the cost of conflict is higher than the cost of losing ground, when equal strength opponents are at a standstill and when there is a deadline looming. But if overused, it can create a culture of latent low-grade dissatisfaction where nobody ever really gets to “win.”
Accommodating: This style indicates a willingness to meet the needs of others at the expense of the person’s own needs. The accommodator often knows when to give in to others, but can be persuaded to surrender a position even when it is not warranted. This person is not assertive but is highly cooperative. Accommodation is appropriate when the issues matter more to the other party, when peace is more valuable than winning, or when you want to be in a position to collect on this “favor” you gave. However people may not return favors, and overall this approach is unlikely to give the best outcomes.
Avoiding: People tending towards this style seek to put off or evade the conflict entirely. This style is typified by delegating controversial decisions, putting off difficult conversations until they can no longer be avoided, and not wanting to hurt anyone’s feelings. It can be appropriate when victory is impossible, when the controversy is trivial, or when someone else is in a better position to solve the problem. However in many situations this is a weak and ineffective approach to take.





Questions to Ask Each Other

 What are some typical team conflicts you deal with, or expect 
to deal with as Captains? 

 How is the way we typically deal with conflict affecting our 
team culture?

 Which style do we need more of? What would using that style 
more often do for us?

 Which style do we need less of? What approach could we use 
instead?

 Which blend of styles best supports our core values (or) will 
help us create the kind of team culture we want to have?

 What agreements can we make today that will help us 
engage with conflict more positively?
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Thomas and Kilmann’s styles are:
Competitive (Forcing): People who tend towards a competitive style take a firm stand, and know what they want. They usually operate from a position of power, drawn from things like position, rank, expertise, or persuasive ability. This style can be useful when there is an emergency and a decision needs to be make fast; when the decision is unpopular; or when defending against someone who is trying to exploit the situation selfishly. However it can often leave people feeling bruised, unsatisfied and resentful when overused.
Collaborative: People tending towards a collaborative style try to meet the needs of all people involved, including themselves. These people can be highly assertive but unlike the competitor, they cooperate effectively and acknowledge that everyone is important. This style is useful when you need to bring together a variety of viewpoints to get the best solution; when there have been previous conflicts in the group; or when the situation is too important for a simple trade-off. However it can become problematic in situations where decisions need to be made quickly or when engaging with someone who isn’t willing to collaborate on the issue.
Compromising: People who prefer a compromising style try to find a solution that will at least partially satisfy everyone. Everyone is expected to give up something, and the compromiser him- or herself also expects to relinquish something. Compromise is useful when the cost of conflict is higher than the cost of losing ground, when equal strength opponents are at a standstill and when there is a deadline looming. But if overused, it can create a culture of latent low-grade dissatisfaction where nobody ever really gets to “win.”
Accommodating: This style indicates a willingness to meet the needs of others at the expense of the person’s own needs. The accommodator often knows when to give in to others, but can be persuaded to surrender a position even when it is not warranted. This person is not assertive but is highly cooperative. Accommodation is appropriate when the issues matter more to the other party, when peace is more valuable than winning, or when you want to be in a position to collect on this “favor” you gave. However people may not return favors, and overall this approach is unlikely to give the best outcomes.
Avoiding: People tending towards this style seek to put off or evade the conflict entirely. This style is typified by delegating controversial decisions, putting off difficult conversations until they can no longer be avoided, and not wanting to hurt anyone’s feelings. It can be appropriate when victory is impossible, when the controversy is trivial, or when someone else is in a better position to solve the problem. However in many situations this is a weak and ineffective approach to take.




Conflict Resolution Exercise



Dealing with Conflict – Video Clip

 http://bit.ly/1Qy60vz

http://bit.ly/1Qy60vz


Helpful Phrases to Use…Part I

 Below are some phrases that can help you to resolve conflicts when they arise:

 “The last thing I want to say is no”
 This shows consideration for the other person's feelings and your willingness to take the 

other person’s perspective into consideration.

 “Having no secrets between us is critical. If we can't talk to each other, we will never be 
able to be productive.”
 This recognizes the importance of clear, open communications and can help break the 

ice before a difficult discussion.

 “It seems things are not running as smoothly as they have in the past.”
 This is a nonthreatening way to open a tough conversation that shows you want to 

explore the problem, not assign blame.

 “I really appreciate your input into our team.”
 This tells people they're valued and worthwhile even when you aren't using their ideas.



Helpful Phrases to Use…Part II

 Below are some phrases that can help you to resolve conflicts when they arise:

 “We may have a misunderstanding, since I may not have been clear about my 
expectations.”
 Again, this avoids assigning blame and also opens the door to you being the problem. 

This approach helps the other person feel less threatened and defensive.

 “What held you back from meeting your commitment?”
 Sometimes there's a good reason people don't get things done on schedule.

 “What can I do to support you?”
 This is a great phrase for a manager or team leader to use and can help you find out 

how to help your team do its best.

 “You're saying one thing and doing another.” 
 This points out a discrepancy between intentions and actions and makes someone 

think about where he or she may be going wrong.

Source: Moltz, 2013



Video Clip – Conflict Resolution

Link: http://bit.ly/1rN4e9C

http://bit.ly/1rN4e9C


How to Handle Conflict and 
Difficult Conversations…

 Do a reality check, don’t run on assumptions
 Ask questions and remember there’s always two sides to a story
 Your reaction could be based on missing information

 Use a neutral tone of voice, containing emotions long enough to decide 
what to do with them
 Charged tone of voice can evoke defensiveness or counter-attack

 Use “I” at the beginning of your sentences, not “You”
 Put the focus on yourself, not on the person whom you’re in conflict with
 “You” will escalate the conflict, not diffuse it (your goal)

 Don’t “Should” on people even if you know the answer
 “You should….” is a phrase that causes defensiveness. Instead, use phrases like, 

“have you thought about…” or “I wonder if….”

Source: Mackler, 2010



If You’d Like to Resolve Conflict Better


	John J. Sumanth, Ph.D.�James Farr Fellow & �Assistant Professor of Organizational Behavior��September 13, 2017
	Welcome Back!
	How Not to Handle Conflict…
	How Do You Handle Conflict?
	Our “Default” Conflict Styles
	Questions to Ask Each Other
	Conflict Resolution Exercise
	Dealing with Conflict – Video Clip
	Helpful Phrases to Use…Part I
	Helpful Phrases to Use…Part II
	Video Clip – Conflict Resolution
	How to Handle Conflict and Difficult Conversations… 
	If You’d Like to Resolve Conflict Better

