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Strengthen Your Conflict 
Management Skills



S h a r e  i n  t h e  C h a t  B o x  

w i t h  A l l  P a r t i c i p a n t s

What is your 

word for conflict?

(You may have more 
than one response)

What’s the first word that comes to 

mind, when I say “conflict”?



Reframing our view of conflict

Challenge OpportunityOr



Differences about how expected needs will be 
met, usually manifesting in emotional tension 

and relational separation. 

Defining Conflict



Conflict Escalation Scale



Source: Chris Moore and 

Jolie Bains Pillsbury

S h a r e  i n  t h e  C h a t  B o x  w i t h  E v e r y o n e

Understanding the 
source of conflict 
helps us develop 

appropriate 
strategies.

What is one source 
that may be 

contributing to your 
situation or 
challenge?

Circle of Conflict



Spectrum of 
Conflict Management Options



Benefits of Upstream vs. 
Downstream Options

Less adversarial

More control over the decision

More inclusive with number of parties involved

More buy-in by people involved

Trust and communication is stronger

Saves time and money



Reflect: How did that go?Resolve: What do I do?

Respond: How do I feel?Recognize: What do I see?

The 4 R’s



Recognize
What do I see?



What do you see?

S h a r e  i n  t h e  C h a t  B o x  

w i t h  E v e r y o n e



Ladder of Inference

https://www.partnership-academy.net/resource/ladder-of-inference/

https://www.youtube.com/watch?v=IGQmdoK_ZfY


What are some other possible 
explanations for their behavior?

What data did you focus in on?

What is the first thing that popped into 
your head? 

What meaning did you assume?

Describe what happened. 

What did you do?

Walking Down: 
Check Your Assumptions

}

}



Photo: Meera Lee Sethi

YouMe

Something We All Do



"Your assumptions are your windows on the 

world.  Scrub them off every once in awhile, 

or the light won't come in." - Isaac Asimov 



Disentangling Impact and Intent

What am I Aware of:

• My Intentions

• Other person’s impact 

on me 

What am I Unaware of:

• My impact on other

person

• Other person’s intentions



Source: Conflict Resolution for Educators, Temple University

Example: 
1) When you left, the door slammed behind you. 

2) Were you upset, or just in a hurry? 

3) Can you please let me know what’s up?

3) Clarify: by asking them for their perspective 

and feedback 

2) Interpret: possible intent, with at least one 

generous option, assuming good will

1) Describe: what hurt you without blaming, 

shaming, or complaining

Perception Checking Technique



Respond
How do I feel?



Emotions are Powerful

• Emotions are made up of 

bodily sensations, context, 

and the meaning we add 

from our life experience. 

• At times, we get triggered 

or activated.

• The body gets flooded with 

neurochemicals.

• What happens in our 

bodies in this state?



Emotional Intensity

Ability to Reason

5

4

3

2
1

1 = Trigger  2 = Escalation   3 = Crisis   4 = Recovery   5 = Post-Crisis Depression

Emotion and Reason 



Self-Regulation

It can take time to 
unwind from a trigger

-from several hours to 

days or even longer

Activation lasts longer if 

we are continually re-

triggered



Calming ourse lves  and others

Emotional Management



Calming Ourselves

In the Moment:

Breathing

Time Away

Walk/Exercise

Engage the senses

Music, art, games

Self care

Connecting with family, 

friends, pets

Mindfulness, Journaling

Long Term Practices:

Meditation

Gratitude

Therapy

Exercise

Nature

Creative Endeavors

Volunteering

Good Sleep/Healthy Food



Calming Others

Take a break

Validate

Vent with care

Distract

Walk and talk

Acknowledge

Apologize

O t h e r  s t r a t e g i e s ?  S h a r e  i n  t h e  c h a t  o r  o n  t h e  l i n e .



Without acknowledgement 

of responsibility:

“I’m sorry to hear how 

this has hurt you.”

With acknowledgement of 

responsibility and regret: 

“I’m sorry, Sue, that I hurt you.”

The Power of Apologies



Elements of An Effective Apology

• “Yesterday on the telephone, I said….”
Describe what you 

did

• “I could have chosen other words.”

• “I spoke without thinking.”
Take responsibility

• “It’s understandable that was upsetting to you.” “If 
someone said that to me, I would not have liked it, 
either.”

Acknowledge impact

• “That was insensitive. I’m sorry I used those
words.”

State judgement and 
regret

• “In the future, I will try to think about the impact of 
my words before speaking.” “I hope we can have a 
relationship of mutual respect.”

Indicate intentions



QUESTIONS AND COMMENTS?



Speak to be 

Understood

Listen to 

Understand

Two Parts to Effective Communication



Getting More than a “Yes” or “No”

Ref lect ive  L i s ten ing wi th  

Open-Ended Quest ions



FACTS

+ FEEL INGS

+ CHECK- IN

Paraphrasing: 
Summarize and Validate 



Stop Complaining, 
Start Reframing

Negative

Past

Other

Positions

Blaming

Complaint

Positive

Future

You

Interests

Concerns

Request



So I would 

appreciate

your arriving 
at our 

agreed upon 

time in the 

future

Because

I miss the 

previews 
that I really 

love

When you 
are late 

meeting 
me at the 

movies

I get 

frustrated

I feel When you Because
I’d 

appreciate

“I” Statements Formula



For each 
statement we 

post:

• Reflect 

• Reframe  

• Share your new 
statement in the 
Chat Box

“I” Statements Practice

I feel When you Because
I’d 

appreciate



What do I do?
Resolve



• Who has the authority to 

resolve this dispute?

• Who has an interest or 

stake in the outcome?

• Who might be surprised?

• Who could sabotage the 

decisions made?

• Who are the affected 

bystanders?

• Who are the technical 

support staff?

Who is Involved?



Triangle of Satisfaction



Levels of Resolution

Physical

Stop Fighting

Cognitive

Settle on 
issues

Emotional

Resolve 
underlying 

tension

Spiritual

Reconcile



Conflict Resolution Process

RECOGNIZE early 
that tensions exist
and the situation is 

challenging. 

RECOGNIZE 
perceptions and 
separate impact 
from intention. 

RECOGNIZE how 
you might be 

contributing to the 
situation.

RESPOND after 
processing 

emotions and giving 
time to calm down. 

RESPOND with the 
appropriate strategy 
and communication 

skills.

RESOLVE to satisfy 
interests and 

needs. 

RESOLVE Listen to 
understand and 

speak to be 
understood. 

RESOLVE 
Determine next 

steps and options. 

REFLECT 

on how it went and 
what you learned. 

Source: Adapted from UC Berkeley



Reflect
How did that go?



Reflection

• What surprised you?

• Where did you get stuck?

• What went well?

• What would you do differently? 



Additional Resources

• Handouts: Circle of Conflict; 
Effective Apologies

• Video: Strengthening your 
Conflict Management Skills 

• Workbook: Getting to the Core 
of Conflict and 
Communications (GTC3) 
Participant Workbook, DOI 
CADR

• Homework: Preparing for a 
Challenging Conversation

• DOI CADR links

• ECCR network



QUESTIONS AND COMMENTS?
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