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ABC TRAINING SOLUTIONS
Conflict Resolution Tips and Tactics
________________________________________________________________________________________

TIPS AND TACTICS FOR DEALING WITH CONFLICT AND EMOTION

· Choose the moment

In practice this means:


· Introduce the issue

In practice this means:


· 3 Steps to Assertive Behaviour

· Challenging versus Confronting

In practice this means:


TIPS AND TACTICS FOR DEALING WITH CONFLICT AND EMOTION
· I statements

For example, when someone interrupts us, we could say: “I’m sick of you interrupting me” or “Whenever I start talking, you interrupt me and never let me finish”.

Try the WHEN – I FEEL – WHAT I’D LIKE approach........

“WHEN I’m not able to finish what I’m saying, I FEEL frustrated and WHAT I’D LIKE to be able to do is complete what I want to say”
When plans are changed at short notice:

“I do appreciate we need to react to changes beyond our control, it’s just that WHEN the deadlines are changed at short notice, I FEEL annoyed at having to change my plans at home, and WHAT I’D LIKE is a bit more notice if at all possible”
· Broken Record Technique

In practice this means:


· Reacting versus Responding

· Is it choice or habit – break the habit.
· Count to three to handle instant reactions – act not react.
· Delay the approach until you’re ready.
· Consider their motivations – put yourself in their shoes.
TIPS AND TACTICS FOR DEALING WITH CONFLICT AND EMOTION
· Self Disclosure

In practice this means:


· Suspend the ‘History’
In practice this means:

· Dealing with the other party’s anger
In practice this means:


· Avoiding absolutes
In practice this means:


· Use of silence
In practice this means:


· Fogging
In practice this means:


· Look for win-win approach and outcome
In practice this means:




HOW WELL DO YOU DO IN CONFLICTUAL SITUATIONS?
Think of conflictual situations you have been involved in and assess yourself against the following tips, tactics and approaches. 

	Tip or Tactic
	Use Currently? (√)
	Could Use More Of?

(√)

	1. Choose the moment

	
	

	2. Introduce the issue

	
	

	3. 3 steps to assertive behaviour

	
	

	4. Challenging versus confronting

	
	

	5. I statements

	
	

	6. Broken record technique

	
	

	7. Reacting versus responding

	
	

	8. Self disclosure

	
	

	9. Suspend the history

	
	

	10. Dealing with the other party’s anger

	
	

	11. Avoiding absolutes


	
	

	12. Use of silence


	
	

	13. Fogging


	
	

	14. Look for win-win approach and outcome

	
	

	Additional Tactics


	
	

	
	
	

	
	
	







































Stay silent – let them ‘get it off their chest’.





Use empathetic noises.





Apologise for the situation or that they feel that way.





Anti-mirror them e.g. medium volume voice / reasonable pace.
































Words like ‘always’, ‘never’ and ‘constantly’ are absolutes and should be avoided. For example:


“You’re always arriving late for appointments”


“You have constantly interrupted me in this interview”


“You always do what Jane wants to do”


“You never listen to a word I say”














“We cannot direct the wind, but we can adjust the sails.”


ANON























Suspending how you feel about their past behaviour, or what was said ‘in the heat of the moment’ last time.





Recognise that their poor behaviour last time was being driven by how emotional they were, and should be discounted.














































































































Use step 1 sincerely to balance your thoughts and feelings. For example:


“I know we all get stressed….”


“I know you’ve been under pressure recently……”


“I understand you needed a solution to that issue……”


“You probably don’t mean to come across in this way…..”





Avoid “You said”. Try “My understanding of our conversation was…..”





Don’t say: “You’re wrong”. Try “You may have thought that…….”





Avoid “Yeah, but…..” in response to the other party – it can say you’re not listening





Beware of body language – avoid pointing or clenched hands














Useful when the person is aggressive in nature i.e. isn’t listening.





Broken Record is simply repeating the same message, but using different words, during the conversation.  For example:





YOUR 1st RESPONSE:  “I cannot register you if you do not live in Newham.”





YOUR 2nd RESPONSE:  “I appreciate that you want to work in Newham, however I cannot register you here at Work Centre”





YOUR 3rd RESPONSE:  “I am really sorry but it is impossible to register you.  What I can do is pop onto the internet to see if there is an equivalent service in your own borough.”


  











‘Self Disclosure’ is expressing how you (or they) are feeling. 





When we continually suppress our feelings, and then they finally emerge, very often we lose control.  By actually saying what we feel, we can release the anxiety that interferes with clear thinking and communication. For example:


“I was really disappointed when my name wasn’t mentioned by the Chief executive in the meeting”


“This situation is really frustrating me because I can’t focus on what is important in this project”


Recognising the other party’s feelings can also be impactful. For example:


“I can imagine you may have felt pretty annoyed about it. I would have done too in your position” 




















When’s the best time/ place to tackle the issue.





Check your emotion – remaining calm and in control.





Better to get face-to-face (rather than telephone).











Explain the situation in a non-emotive way.





Get across the effect of what has happened.





Be positive in the introduction. For example:


“I do want a productive outcome for both of us”


“I really want to clear the air because it’s not good for either of us”




















Actively listen to the other party’s view.





Remain open minded as you listen – avoid judgements too early.





Reframe yourself in their shoes.





Consider what you both need from this situation.





Voice positiveness e.g. “There must be a way to solve this”.





Take time out to reflect on what they’ve said











Keeping quiet for a few seconds after the other parties’ last response.





Count to 3 slowly in your mind before countering with your response – it just may give an impetus to the discussion for the other party to give in to your request. You may think the silence is a little embarrassing, however skilled negotiators lay claim to its value.











Fogging involves training yourself to stay calm in the face of criticism, and agreeing with whatever may be fair and useful in it. By refusing to be provoked and upset by criticism, you remove its destructive power.





For example, if someone calls you stupid, you can agree that sometimes you are. After all, everyone does foolish things sometimes. If someone criticises your work, you can probably agree that it could be better. Even if it's already pretty good, there's likely to be some way in which you could make it better still. 





Phrases typically used when fogging include:


”That could be true”


“You could be right there”


”'Sometimes I think so myself”











“I am an optimist – it does not seem to be much use being anything else”


SIR WINSTON CHURCHILL








