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Embracing  Conflict  in  a  
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How	
  can	
  we	
  be*er	
  
handle	
  conflict	
  as	
  

leaders?	
  Photo	
  by	
  Lauri	
  Väin	
  	
  



People	
  are	
  
messy	
  

www.babble.com	
  

www.demeterclarc.com	
  

therefore	
  conflict	
  is	
  
normal	
  



Conflict	
  is	
  almost	
  always	
  stressful	
  
but	
  stress	
  isn't	
  always	
  a	
  bad	
  thing	
  

Conflict	
  breeds	
  uncertainty...	
  

and	
  vice	
  versa	
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Conflict	
  comes	
  in	
  many	
  different	
  flavours	
  

Conflict	
  isn't	
  always	
  bad	
  

Destruc<ve	
   Construc<ve	
  

www.jisc.ac.uk	
  



Listening 



•  Silence	
  is	
  important-­‐try	
  it!	
  
•  Prepare	
  to	
  listen	
  
•  Get	
  the	
  full	
  story	
  
•  Reframe-­‐	
  check	
  in,	
  check	
  out	
  
•  Create	
  the	
  space-­‐	
  put	
  talker	
  at	
  ease,	
  
avoid	
  distracCons,	
  be	
  non-­‐
judgemental,	
  watch	
  for	
  non-­‐verbal	
  
cues	
  

	
  
	
  
	
   www.4thestate.co.uk	
  



Iceberg  Model


•  Surfacing	
  the	
  
moCve	
  and	
  
impact	
  (Harper,	
  
2004)	
  



Maslow's	
  Hierarchy	
  of	
  
Needs	
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Data  and  InterpretaEon


Ladder	
  of	
  Inference	
  
(From	
  TKI,	
  adapted	
  	
  

from	
  Argyris	
  &	
  Schon)	
  

	
  



Think  about  a  common  
conflict  you  have  seen  in  
your  office  or  family.  Try  to  
think  about  what  might  be  
the  underlying  needs  at  

play.




Photo	
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Use	
  your	
  big	
  
brain	
  and	
  get	
  
curious	
  not	
  
furious!	
  

~	
  Jon	
  Kabat-­‐Zinn	
  



Think  about  yourself  in  a  conflict.  
How  well  do  you  know  yourself?  
What  are  your  needs?  What  are  
your  triggers?  What  can  you  do  to  
help  yourself  embrace  conflict  in  a  
healthier  way?




Thomas-­‐Kilmann  
Conflict  Styles


Pixabay.com	
  



People	
  react	
  differently	
  to	
  conflict…	
  

Pixabay.com	
  



Key  Ep  –  beware  of  the  crisis  period  
Anger  Arousal  Cycle  (Harper,  2004)


Trigger	
  

EscalaCon	
  

Crisis	
  

Recovery	
  

Post	
  
Crisis	
  

Quality	
  of	
  judgement	
  
Ability	
  to	
  communicate/reason	
  



Top  12  QuesEons  for  Change  
(Adams,  2004)


1.  What	
  do	
  I	
  want?	
  
2.  What	
  are	
  my	
  choices?	
  

3.  What	
  assumpCons	
  am	
  I	
  making?	
  
4.  What	
  am	
  I	
  responsible	
  for?	
  

5.  How	
  else	
  can	
  I	
  think	
  about	
  this?	
  
7.  What	
  is	
  the	
  other	
  person	
  thinking,	
  feeling,	
  needing	
  and	
  wanCng?	
  What	
  am	
  

I	
  missing	
  or	
  avoiding?	
  
8.  What	
  can	
  I	
  learn?	
  (from	
  this	
  person,	
  situaCon,	
  mistake,	
  failure,	
  success)	
  

9.  What	
  quesCons	
  should	
  I	
  ask	
  myself	
  and	
  others?	
  
10. What	
  acCon	
  steps	
  make	
  the	
  most	
  sense?	
  

11. How	
  can	
  I	
  turn	
  this	
  into	
  a	
  win-­‐win?	
  
12. What	
  is	
  possible?	
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