LESSON 3

Apply conflict resolution techniques

Build your capacity for life-long learning
active listening
apologize
compromise
conflict
consequences

Communicate using verbal, non-verbal, visual, and
written techniques
Take responsibility for your actions and choices
Treat self and others with respect
Apply critical thinking techniques

effective speaking
either-or fallacy
escalate
harassment
mutual
negotiate
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Resolving Conflicts

Explain how conflict affects relationships
Describe the causes and types of conflicts
Evaluate options and consequences for dealing with
conflict
Use communication skills to respond positively to a
conflict

How can you manage and
resolve conflicts to maintain
healthy relationships?

Apply the six steps for conflict resolution
Apply knowledge of Winning Colors® to resolve conflict
Define key words: active listening, apologize, compromise, conflict,
consequences, effective speaking, either-or fallacy, escalate, harassment,
mutual, negotiate

Introduction
What does conflict mean to you? Is it frightening or exciting? Is it
interesting or unpleasant? Do you typically avoid it, or are you more likely
to confront it?
This lesson introduces basic guidelines for resolving and managing
conflicts. You will learn about the causes of conflict and what you can do
to prevent them. You’ll also use your knowledge of Winning Colors® to
prevent and resolve conflicts.

Conflict and How It Affects Us
Conflict is defined as any situation where incompatible activities, feelings,
or intentions occur together. It is an everyday occurrence at home, at
school, on the job, or anywhere there are people with different beliefs,
values, and experiences.

conflict:
A disagreement or
argument
escalate:
To cause a situation to
become more intense or
serious

If not carefully managed, conflict can escalate to violence and harm your
personal relationships, creating wounds that will never heal. When
conflict is avoided and important issues are left unresolved, it may lead to
resentment, creating a tense environment. However, if you take the
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necessary steps to resolve a
conflict, you may find that “clearing
the air” reduces tension and brings
about an understanding that makes
the relationship more open and
honest in the future.
We most often find ourselves in
conflict with those we spend the
most time: parents, friends,
coworkers, teammates, and so on.
You must learn to recognize that
your long-term relationships with
these people are more important
than the result of any short-term
conflict. Calmly discussing issues
may often bring about a quick
resolution or a realization that a
problem doesn’t actually exist.

Figure 4.3 1

Causes of Conflict
There are many ways in which conflicts can
begin: misunderstandings, embarrassment,
hurt pride, prejudice, and peer pressures
are just a few. Most of the factors or
situations that lead to conflict can be
classified as resulting from differences in:
Opinions or perspectives on the
situation
Belief systems and values resulting
from personal background and
accumulated life experiences;
differing cultures
Goals and interests
Personalities or styles of
communication
If you recognize a potential conflict situation
early, you may be able to prevent it from
escalating into a dangerous fighting
situation. By applying conflict management
techniques, you will be able to reduce the
levels of anger and frustration, which will
make it easier to resolve the problem.

Figure 4.3.2

Types of Conflict
To make good decisions and effectively manage conflict in your life, you must be able to
recognize the warning signs of a potential conflict situation.
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Figure 4.3.3

CONFLICT TYPES
Most types of conflicts belong to one of the five categories presented
in the following list:
Relationship—Conflicts that occur because of strong negative
emotions, stereotypes, miscommunications, or repetitive
negative behaviors; harassment is a relationship conflict.
Data—Conflicts that occur because people are misinformed
or lack information to make good decisions. If you are late to
the drama club meeting because you thought it started at 2
p.m., but it actually began at 1 p.m., then you might find
yourself in a data conflict.

harassment:
The act of repeated
unwanted and annoying
actions, including threats
and demands

Interest—Conflicts that result when one party believes that in
order to satisfy his or her needs, the needs of an opponent
must be sacrificed. A conflict over what you perceive to be an
“unfair situation” would be an interest conflict. For example,
if your whole soccer team had to run an extra five miles at
practice because John, a teammate of yours, was late for the
second time this week, you would have an interest conflict.
Structural—Conflicts that arise out of limited physical
resources (including time), authority, geographic constraints,
organizational changes, or other external forces. A territorial
dispute is a structural kind of conflict. Similarly, if you are
scheduled to begin work at your part time job at 3 p.m. on
Wednesdays, but band practice is not over until 4 p.m., then
you have a structural conflict.
Value—When people attempt to force their own personal
beliefs or values on others. For example, if a friend keeps
asking you to help him cheat on his chemistry exam, you
might have a value conflict on your hands. Another example
of a value conflict would be the debate over capital
punishment.
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Skills for Dealing with Conflict

compromise:
An agreement or a
settlement of a dispute that
is reached by each side
getting part of what each
one wants

The skills for dealing with conflict are also skills you will use throughout
your life in different situations. Everyone deals with conflict at some
point. You may not have control over the conflict, but you can have
control over your own response to the situation. Your actions can either
diffuse or escalate the conflict. Remember that reacting defensively or
judgmentally can trigger the same response in others. As you learn about
reacting to conflict, consider your level of interpersonal skill in the
following:
Awareness of others
Awareness of the distinctions between self and others
Listening skills
Compromise
Ability to express one’s own thoughts and feelings
Ability to respond to the feelings of others

Options for Dealing with Conflict
RECOGNIZE A CONFLICT EARLY
When people who know each other fight, there is usually a history of
events that led to the fight. Events such as name-calling or rumorspreading may go on for a day, a week, or more before a fight breaks out.
By recognizing that a potential fight situation is building, you may be able
to prevent it. The earlier you deal with problems, the lower the levels of
anger, and the easier it can be to resolve the problem.

EIAG PROCESS
The EIAG (Experience, Identify, Analyze, Generalize) is a process you
can use to help you understand conflict. After you’ve experienced a
conflict, ask yourself these questions:
What was your role in the conflict?
What did you do? How did you react?
Why did you react a certain way?
What would you do differently if
you were in the situation again?
Figure 4.3.4
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LEARN TO IGNORE SOME CONFLICTS
Not all conflicts require that you respond. In some situations, it may be smartest to walk
away and do nothing at all. You may decide it is best to ignore a situation if:
It is unlikely you will ever see the person again
The person or situation is not very important to you
The conflict is based on rumors that may not be true
The conflict is over something trivial or silly
The person is just trying to make you angry so you will fight and get into trouble
Some people think that ignoring a conflict is a sign of cowardice. Actually, it is a sign of
maturity and self-control to walk away from some situations. Fighting out of pride or
fighting to “save face” may instead be an act of cowardice. Walking away is one option.

Figure 4.3.5

In deciding how to deal with any conflict, your safety should always be your first concern.
If you think that a person might be more angered if you ignore the situation, you need to
proceed carefully. It is important to trust your judgment and be prepared to try a new
tactic if your first choice does not diffuse the situation.

DO THE UNEXPECTED
If, instead of being hostile, you are friendly, confident, and caring, the other person may
relax his or her guard. Try to make the situation seem as if it is not serious enough to fight
about. The person may agree and decide to work with you to resolve things.

PROVIDE A WAY OUT
Sometimes fighting breaks out simply because people see no other way to resolve things
without losing pride. To avoid fighting, present the person with compromise solutions
that you both can live with. By saying something like, “Let’s try this for a week and see
how it goes,” you give the person an easy way out.
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DON’T CORRECT
No one likes to be told they are doing something wrong—even if they are
intentionally breaking the rules. If someone is doing something wrong,
you can ignore it or you can assume that the person just doesn’t know
what they are not supposed to do. Suppose someone is littering in a park.
In a friendly tone, you might say:
“You probably didn’t know this, but the park has trash cans by the
parking lot.”
“Oops, you accidentally dropped that empty can. Would you like
me to pick that up for you? There’s a trash can nearby.”

APOLOGIZE
In some situations, be willing to say, “I’m sorry” or “I didn’t mean to
embarrass you.” Apologizing does not mean that you were wrong or that
you are a coward. Instead, a sincere apology can be the quickest way to
diffuse a fight. Maybe you accidentally hit someone, or knocked someone
over. What if you are biking right behind a person who stops suddenly
and you run into them? Instead of arguing about who is at fault, you can
just say you are sorry and ask if the other person is okay.

Evaluating Consequences

apologize:
To express regret to another
person about your actions
or words
consequences:
The results or effects of an
action

Consider your goal. Your goal should be to agree on a nonviolent solution
in which both party’s needs are met. Remember, if the conflict is over
something trivial, or if you will not have contact with the person again,
you could choose to ignore the conflict or to apologize to settle it
peacefully.
Think it through. Your response to a conflict should not be an automatic
reaction, but rather a carefully considered response. It is important to
think through the consequences of your behaviors before you act on
them. If you act hastily
or in anger, your
behavior may add fuel
to the fire and conflict
could escalate to
violence.
Weigh the pros and
cons. One method of
analyzing a response to
a conflict is to list three
or more alternative
solutions at the top of
a sheet of paper; then
Figure 4.3.6
record all of the
positive and negative consequences of each option. This forces you to
take the time to brainstorm and predict all the possible outcomes you
could expect. The result will be a more reasonable and well thought out
response.
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Communication Skills
Successful conflict resolution depends on the use of positive communication skills.

VERBAL COMMUNICATION
Although miscommunication can lead to conflict, good communication is
the key to settling problems peacefully.
Language is extremely powerful. If you have ever heard the phrase,
“those are fighting words,” you know some words can escalate a conflict
and others can diffuse one. Good communication is blocked when either
party blames, insults, puts the other down, interrupts, or makes threats or
excuses. There are also words that may sound innocent, but can actually
make conflicts worse:
Never
Always
Unless
Can’t

Won’t
Don’t
Should
Shouldn’t

When you use these words, you may be closing down options for a
solution. The words imply that there is one right way to do things, or that
one side knows the right way to do it. A similar trap is the either-or
fallacy, where people think there are only two solutions, or two options.
either-or fallacy:
The false idea that there
are only two choices

Figure 4.3.7

On the other hand, words that can be used to de-escalate a conflict
include words such as:
Maybe
Perhaps
Sometimes
What if

Seems like
I feel
I think
I wonder

These words can make a conflict seem less “either-or.” Always use
language that keeps the door open for resolving the conflict.
Using “I” statements is another way to choose your words wisely in a
conflict. When you begin a sentence with “I”, you can stay focused on
expressing your feelings, instead of accusing or blaming the other person.
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HOW TO MAKE AN “I” STATEMENT
Use this sentence format: I feel (state feeling) when you (describe specific behavior)
because (state how it affects you).
Example: I feel hurt when you tell someone something I told you in secret because
I didn’t want anyone else to know.
“I” messages have three parts:
State your feelings
Describe a specific behavior
State how the behavior affects you
Verbal communication also includes how you say something, as well as what you say. If you
say, “I just love your idea!” with a sarcastic tone, you can make a conflict worse. Your tone
of voice can either escalate or calm a conflict.

NONVERBAL COMMUNICATION
Nonverbal communication, or body language, also has a tremendous impact on those who
observe and interpret it. It can encourage or discourage a fight. When trying to resolve a
conflict, be sure to maintain eye contact, and use a tone of voice that is sincere and not
intimidating or sarcastic. You should also keep your legs and arms uncrossed, and your fists
unclenched.

Strategies for Resolving Conflicts
In other cases, however, it is best to confront the conflict. Avoiding the issue will not
resolve it, and unresolved, lingering conflict can lead to resentment, hostility, and may even
escalate to violence. In these situations, using a process to manage the conflict and
establish certain ground rules will help you to resolve the issues peacefully. The basic steps
in managing conflict are as follows:
1. Prepare yourself to deal with the conflict.
2. Find a mutually agreeable time and place.
3. Define the conflict.
4. Communicate an understanding.
5. Brainstorm to find alternate solutions.
6. Agree on the most workable solution.
PREPARE YOURSELF TO DEAL WITH THE CONFLICT. We all experience
emotions in reaction to conflict. These emotions can include nervousness,
fear, embarrassment, anger, frustration, and anxiety. These are strong
feelings that can propel you into inappropriate or destructive behavior.
Take time to identify your feelings. If not acknowledged, these emotions
will become a barrier to resolving the conflict.
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Although it can be difficult to remain calm
when you are upset, it is important for
keeping peace. Try to keep your voice low
and calm. By avoiding screaming or namecalling, you can remain in control of the
situation and prevent a bad situation from
becoming worse.
Some techniques that people use to remain
calm and release tension in stressful
situations include: deep breathing, vigorous
exercise, counting to 10, pounding or
yelling into a pillow, and talking to a friend.

Figure 4.3.8

FIND A MUTUALLY AGREEABLE TIME AND PLACE.
Choose a place to discuss the conflict that is mutually
comfortable and nonthreatening.
It is always best to confront a person when the two of
you are alone. If others are present, the person may
think you are intentionally trying to embarrass him or her
in front of them. The person may feel pressured to start a fight to avoid
embarrassment. Choosing a time when the person is alone and when
both of you are calm and ready to talk can help avoid a fight.
It is also important to avoid a confrontation
when a person has been using alcohol or
drugs. Alcohol and drugs impair judgment
and may increase the likelihood of fighting.
Never use alcohol or drugs. If you suspect
the other person is under the influence of
drugs, postpone your discussion until
another time.

mutual:
A feeling or action
experienced by two or
more people
effective speaking:
Successful verbal
communication that has
the desired or intended
result
active listening:
Fully concentrating on
what is being said rather
than just passively
“hearing” the message of
the speaker

Note: If you are concerned about your
safety or have been threatened, do not
confront the person.
Figure 4.3.9

DEFINE THE CONFLICT.
Two of the most important
skills that you need to develop
in order to effectively manage
conflict are: effective speaking
and active listening. Each
person involved in the conflict must
communicate “their perspective or feelings on
the situation,” “what they want,” and “why.”
Be sure to describe the conflict in clear,
concrete terms, focusing on behaviors, feelings,
consequences, and desired changes. Be specific
and start your sentences with “I,” not “You.”

Figure 4.3.10
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COMMUNICATE AN UNDERSTANDING.
In addition to defining the conflict,
each party must also feel that they
have been heard and understood.
This is where active listening comes
into play. Request that the other
person describe how the situation looks and feels from
their perspective. Listen to really understand the
other person’s feelings and needs. Try to step back
and imagine how you would feel if you were in the
other person’s shoes. Make sure that the other
Figure 4.3.11
person knows that you are trying to understand his or
her point of view. You may want to repeat back your understanding of
what you have heard, or you could say something similar to, “I know this
issue is important to you because ____.” Sometimes, however, you will
find that it is necessary to agree to disagree.
BRAINSTORM TO FIND ALTERNATE SOLUTIONS.
To resolve a conflict,
both of you must
identify possible
solutions. When
identifying potential
solutions to the conflict, it is important
to remain positive and be open to
compromise. Remember that the
conflict is a problem for both of you to
solve together, not a battle to be won.
You should take turns offering alternate
solutions, examining the consequences
of each solution. Be creative and focus
on solutions rather than pass blame.
Figure 4.3.12
Do not be judgmental of the other
person’s ideas.

negotiate:
Try to reach an agreement
by discussion

AGREE ON THE MOST WORKABLE SOLUTION.
To reach an agreement on a solution, you both need to
be committed to resolving the conflict. The conflict
ends when both parties negotiate an agreement that
meets everyone’s needs and is fair to both of you.
Consider the following
phrases in Figure 4.3.14 to
help you remember the steps
for effectively managing
conflict in your life.

Figure 4.3.13
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CONFLICT RESOLUTION TIPS
Step

What to Say

How to Think About It

I want …

You both have the conflict. You must work
together to solve it constructively and
respectfully.

I feel …

You both have feelings. You must express
them to resolve the conflict. Keeping anger,
frustration, hurt, fear, or sadness inside only
makes the conflict more difficult to resolve.

3.

My reasons are …

You both have reasons for wanting what you
want and feeling as you do. Ask for each
other’s reasons and ensure you understand
them. Recall that at times you must agree to
disagree.

4.

My understanding of you is …

You both have viewpoints. To resolve the
conflict constructively, you must see the
conflict from both sides.

5.

Maybe we can try …

You both need to come up with wise
agreements that make both people happy.

Let’s choose and shake!

You both must select the agreement that
seems fair. You should not agree on a
solution that leaves one party happy and
the other unhappy.

1.

2.

6.

Figure 4.3.14

Using Winning Colors ® in Conflicts
Effective communication skills are a key factor in the conflict resolution process.
Sometimes to resolve a conflict, you need to go beyond your own comfort zone of
preferred behaviors to facilitate good communications with the other party.

®

© Stefan 2012 All rights reserved.

Figure 4.3.15
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Winning Colors is an assessment tool that is used to classify behaviors into four dominant
categories:
PLANNERS. Planners are quiet and introspective. They like to be correct and
are very detail oriented. They have excellent listening skills. They are calm,
cool, and collected on the outside. They are likely to hide their feelings.
BUILDERS. Builders are natural leaders. They are up-front with people,
expressing themselves openly and directly. They like rules, law, order, and
direction and do not hesitate to tell others what they should do. Builders are
typically punctual, dependable, and loyal.
RELATERS. Relaters are very social. They want to be liked and they love to
talk. Relaters share their ideas and feelings readily. They work well in teams
and need to be shown appreciation.
ADVENTURERS. Adventurers are action oriented. They are bored unless
there is fun, excitement, and things are moving. They live in the present.
They are flexible and thrive on spontaneity, and do not like structure.
© Stefan 2012. All rights reserved.

Figure 4.3.16

Winning Colors will not only help you evaluate your own behavioral strengths and weaknesses, it will also give you valuable insights into the behavioral characteristics of the
people you interact with on a daily basis. Surely no one is going to walk up to you and say,
“My name is Bob and I’m an adventurer,” so you will have to listen carefully and observe
clues in the other person’s body language and speech patterns.
With insight and awareness, you will be able to adapt your communication skills and
behavior to be able to negotiate a peaceful solution to a conflict.

Communication Keys
By observing and identifying
the behavioral characteristics
and tendencies in others, you
can determine the best way
to communicate with them
to resolve a conflict. For
example, some people
respond better to facts and
figures; others are more
concerned with feelings and
emotions.
Communication keys are
Figure 4.3.17
strategies that make it more
likely the other person will hear you, understand you, and respond positively to you. In
other words, it is important that both persons involved in a conflict speak the same
language. To illustrate this metaphor, imagine trying to negotiate a settlement if you were
speaking English and the other party was speaking Chinese. You would not get very far.
When you are speaking to someone who exhibits planner behaviors, you succeed by using
planner communication keys. The same is true if you want to communicate successfully
with those who most clearly exhibit builder, relater, and adventurer behaviors.
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COMMUNICATING WITH A PLANNER:
FREEDOM OF THOUGHT
Take a serious approach
Avoid silly talk and babbling
Show interest; be patient, calm, and collected
Be a good listener and sounding board
Give ample warning before confronting them with a conflict
Supply details and allow more time for decisions
Try not to impose time constraints
Respond in terms of causes rather than exterior effects
Be prepared for interior understanding rather than exterior caring
Show that you are competent and striving to understand the subject
Respond with new and innovative ideas
© Stefan 2012. All rights reserved.

Figure 4.3.18

COMMUNICATING WITH A BUILDER:
DOWN-TO EARTH AND TRADITIONAL
Take a bottom-line approach
Explain directions step-by-step
Let them know what is expected of them
Do not repeat unless requested to do so
Be concise and clear in your speech
Know the hierarchy of command and give it proper deference
Look for law, order, and routine
Make sure your actions deliver results
Be prepared
© Stefan 2012. All rights reserved.

Figure 4.3.19
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COMMUNICATING WITH A RELATER:
EMOTIONS, HARMONY, FRIENDLY, CARING, AND PERSONAL
Take a friendly approach
Talk in a personal way and volunteer to help out
Show genuine concern, smile, and be kind
Show personal appreciation
Give them opportunity to express themselves
Validate their emotions and feelings
Respect their feelings by not imposing your feelings on them
© Stefan 2012. All rights reserved.

Figure 4.3.2

COMMUNICATING WITH AN ADVENTURER:
FREEDOM OF ACTION, EXCITEMENT, AND FUN
Take a light-hearted/fun/action approach
Move it; be an action-centered person
Keep the discussion in the here and now
Be willing to change and be flexible
Show you are competitive and a winner
The more spontaneous you are, the more you will be appreciated
Have an easy-come-easy-go manner with good humor to win you
points
Give immediate results or feedback whenever possible
Avoid theoretic explanations
Create result-oriented action plans consistent with common goals
© Stefan 2012. All rights reserved.
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Figure 4.3.2

Conclusion
Effective communication is essential to successful conflict resolution and negotiation.
Sometimes we misinterpret what others say, or vice versa. However, if we practice
self-awareness and seek to understand others, we will be much more successful in
maintaining healthy relationships. Understanding your own communications style, being
able to appreciate others, and adjusting accordingly will enable you to resolve conflicts
successfully.

Explain how evaluating
consequences should be
important before responding to
a situation.
Why is it important to choose
the time and place to confront a
friend or family member about a
problem?
How would you summarize communication skills for resolving conflicts?
Include both verbal and non-verbal communication.
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