
“Conflict is inevitable, but combat is 
optional.” — Max Lucade 













What is conflict?

• “It is one manifestation of the inevitable 
differences that define the human 
condition.” 

• It is the management of difference or the 
inability to manage differences 

• It  can be positive or negative.



What do we know about 
CONFLICT?

• It’s a part of life, a part of 
work. 

• It occurs when… 
   interdependent parties  

     perceive interference from  
     each other in achieving their  
     respective	goals.



What	feelings	do	you	have	when	you	are	in	
con5lict	situation?

Know Yourself



Your History with Conflict

How	was	con5lict	perceived	in	your	
family/community?	
How	did	your	family/community	
deal	with	con5lict?



Discussion Questions

• How might your previous experience 
managing conflict impact how you 
respond to conflict in the work place? 

• What rules about conflict have your 
learned from your personal, 
professional, and community life?



You Can Decide...

Understanding the impact of your 
family and community on your ideas 
about conGlict can allow you to make 
decisions about how you deal with 
conGlict now 
We are our history….. 
We make our history…..



You are part of the equation…

• The Girst question for you as an effective conGlict manager is not, 
How	am	I	going	to	,ix	the	other	person?	or	How	am	I	going	to	get	
this	person	to	give	up?	

• Instead ask,	What	is	causing	the	con,lict?		What	do	I	want	to	
happen	and	not	happen?		And,	how	am	I	going	to	conduct	myself	
in	this	con,lict?	

• Understanding conGlict management styles and their uses can 
assist you in solving this equation.



 
 5 Levels of Conflict 

 
  Level 1       A problem to be solved 

 Level  2      Serious Disagreement 

 Level 3       Contest      (outside/3rd party intervention) 

 Level  4      Fight/Flight      

 Level   5     Intractable 

  Levels	4	&	5	require	outside	consultant	



Remember:

• ConGlict is natural and to be expected. 

• ConGlict is about people and personality, as well as 
situations, facts, ideas, and tasks. 

• People tend to respond to conGlict in different – but 
individually consistent – ways. 



“Successful leaders manage	conflict; they don’t shy away from it 

or suppress it but see it as an  engine	of	creativity	and	
innovation. Some of the most creative ideas come out of 
people in conflict remaining in conversation with one another 
rather than flying into their own corners or staking out entrenched 
positions.  

The challenge for leaders is to develop structures and processes in 

which such conflicts	can	be	orchestrated	productively.” 
 

Ronald	Heifetz	and	Marty	Linsky	,	Leadership	on	the	Line:	Staying	Alive	Through	the	
Dangers	of	Leading		



Let’s Play a Game

LOST AT  SEA



Debrief…..



Thomas & Killman (2010)

Conflict Styles:  
Assertiveness and Cooperativeness
• In conGlict situations, we can describe a person’s behavior along two basic 

dimensions:  

1) assertiveness, the extent to which the individual attempts to satisfy	his	or	her	
own	concerns, and 

2) cooperativeness, the extent to which the individual attempts to satisfy	the	
other	person’s	concerns. 

• These two dimensions of behavior can be used to deGine the Give methods of 
dealing with conGlict as used in this model. 



Thomas-Kilmann  
ConGlict Mode Instrument

• Assesses	individual	preferences	
or	inclinations	in	handling	
con,lict	

• Compares	individual	styles	to	
those	of	other	managers	who	
have	taken	the	assessment	

• Suggests	ways	to	most	effectively	
use	and	expand	your	repertoire	
of	con,lict	management	skills



Thomas & Killman (2010)

• Most people use	some	styles	more	readily	than others, 
develop	more	skills	in those modes, and therefore tend to 
rely	on	them	more heavily. 

  
• Many of us have a clear	favorite.  

• The conGlict behaviors	you	use	are the result of both your 
personal	predispositions	and the requirements	of	the	
situations	in which you Gind yourself.
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Accommodating

People who accommodate are unassertive and very cooperative.  

• Give in during a conGlict  

• Acknowledge they made a mistake/decide it was no big deal 

• Put relationships Girst, ignore issues, and try to keep peace at 
any price 

• Effective when the other person or party has a better plan or 
solution



Possible Accommodating  
Style Uses 

When you realize you are wrong 

To learn from others 

When issue is more important to the other person than to 
yourself 

As a goodwill gesture to maintain cooperative relationship 

To allow others to experiment 



Avoiding

People who avoid conGlict are generally unassertive and 
uncooperative.  

• Avoid the conGlict entirely or delay their response instead of 
voicing concerns 

• Can create some space in an emotional environment 

• Not a good long-term strategy



Possible Uses for  
Avoiding Style

When	issue	is	trivial	

When	potential	damage	of	confrontation	outweighs	the	
bene5its	

To	let	people	cool	down	&	reduce	tension	

When	gathering	information	

When	others	can	resolve	the	con5lict	more	effectively



Collaborating

Collaborators are both assertive and cooperative. 

• Assert own views while also listening to other views and welcoming 
differences 

• Seek a “win-win” outcome 

• Identify underlying concerns of a conGlict 

• Create room for multiple ideas 

• Requires time and effort from both parties



Possible Uses for  
Collaborating Style

To	5ind	an	integrative	solution	when	both	sides	are	too	
important	to	compromise	

When	your	objective	is	to	learn	

To	work	through	hard	feelings	which	have	been	
interfering	with	a	relationship



Competing
People who approach conGlict in a competitive 

way assert themselves and do not cooperate 
while pursuing their own concerns at another’s 
expense.  

Takes on a “win-lose” approach where one person 
wins and one person loses 
Does not rely on cooperation with the other party 
to reach outcome 
May be appropriate for emergencies when time is 
important



Possible Uses of the Competing 
Style

When quick, decisive action is vital 
On important issues where unpopular 
actions need to be implemented 
To protect yourself against people who 
take advantage of noncompetitive 
behavior



Compromising
Compromisers are moderately assertive and moderately 

cooperative.  

• Try to find fast, mutually acceptable solutions to conflicts that 
par$ally satisfy both parties 

• Results in a “lose-lose” approach 

• Appropriate temporary solution 

• Considered an easy way out when you need more time to 
collaborate to find a better solution



Possible Use for the 
Compromising Style

When goals are important, but not worth the effort or 
disruption  

When opponents with equal power are strongly committed  

To achieve temporary settlements to complex issues



Which Style is best?

There is no BEST way to handle conGlict. Each conGlict 
is different and requires a different response. 

“Two heads are better than one.” (Collaborating) 
“Kill your enemies with kindness.” (Accommodating) 
“Split the difference.” (Compromising) 
“Leave well enough alone.” (Avoiding) 
“Might makes right.” (Competing)



Conclusion

Different conGlict management styles may be used 
when faced with different situations. 

Knowing yourself and fully understanding each 
situation will help you understand the conGlict 
management style needed. 

Try a scenario-based approach to test the 
effectiveness of different approaches to speciGic 
situations.


