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What do we know about conflict?
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t 1I0evitable

Common causes of
conflict

A Lack of information

A Poor
communication

A Differences in role
expectations

A Unresolved prior
conflict
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| t tgational

How do we respond to confllct’?
A Avoidance 838

A Accommodation
A Compromise
A Competition

A Collaboration

'3 PennState Extension



Your response to conflict is different,
depending on the situation:

o How Iimportant is the issue to you?

o Who will be affected?

o Do you need to win?

o WIll this issue go away, or will it resurface?
o What history and baggage Is involved?
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| t em®tional

Wedore each built di ffere
A How we react to change

A What we believe in

A How deeply we believe |t

A Cultural differences = £
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Food, art, music,
clothing, language

Beliefs, values,
history, heritage
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| t 0s not neceéhsngari |y

A Supports authentic dialogue
A Provides opportunity to grow
A Recognizes our differences
AAvoi ds 1 gor o
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But it IS messy!

A Examine your own role first
A Be authentic

A Learn tips and tools
A Know when to ask for help




Use ground rules

A Ask the group for a few ground rules
A Make sure everyone agrees with the
A Make sure everyone can see them

A If someone violates a ground rule,
remind him/her of the rule.
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Use an agenda

One-on-one

A Createasharedunder st andi ng of
be discussed

In a group
A Keep everyone focused on the topic or task

AConsiderputting times on th
need to control the length of discussion.
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Be a good listener

A Show genuine interest
A Make eye contact

A Us e-Mdéssageso

A Probe: ask for more information
A Paraphrase

A Summarize
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Reframe the issue

A Transform
conflict-laden
statements Into
guestions

A Avoid yes-or-no
guestions

A Allow room for

multiple
perspectives
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Separate myths, facts and values

A Throw out the myths

A ldentify the facts
o what you need to know
o credible sources

A Understand (and accept) differing values
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Myth, Fact or Value?

A Donald Trump did not receive the majority of the
popular vote.

A The electoral college is unconstitutional.

A The electoral college is unfair.
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Make room for emotions

Alf emotions are running
feelings.

A Do it carefully

| can tell that the discussion of our new
policy Is making you uncomfortable.

A Leave room for rational discussion

What specific aspects of the policy are you
concerned about?
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Slow down

A Break the momentum i you may have to interrupt

A Repeat the discussion

AOr
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Validate: show you understand

ASometi mes people just w:
been heard.

A Paraphrase the speaker: So youdr e su
that . . .

A Focus group attention on the speaker: Does
everyone understand what Ms. Sanchez is
saying?

A Write the idea down, preferably where everyone
can see It.

'3 PennState Extension



Make a parking lot

A For good ideas, important topics or questions
that should be addressed, just not right now

A6Par ko the items wher e

A Before you leave, figure out what to do with the
parking lot

o Another meeting? Committee? Bring in
another party?
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Add structure

Even in the middle of a discussion T stop to add
some order

ALet ds talk about this f|

ALet 6s give everyone a cl
can decide.
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Recruit the group

If there Is disruptive behavior,
ask the group for help

A Mr. Jones is making it hard
for others to speak. Is this
alright with the rest of you?

Al 6m finding
conversations very
distracting. Does anyone
else mind them?
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