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Program

ÅConflicts

ÅMediation

ÅRole of facilitator

ÅTechniques that help in managing conflicts

ÅQ and A



Way of Working

ÅInteractive

ÅUse the chat to respond, 
ask questions and exercise skills

ÅShare your ideas and best practices!



The Stats

ÅEmployees in United States companies spend 
approximately 2.1 hours each week involved in conflict.

Å49% of workplace conflict happens as a result of 
personality clashes and egos. 

ÅHospitals with Workplace Interpersonal Conflicts 
experience lower-quality patient care, higher rates of 
medical errors, a higher level of staff burnout, and 
greater direct and indirect costs of care.

Source: CPP, INC., Hiscox, PLOS One.



More Stats

Å60% of employees never receive basic conflict 
management classes or lessons.

ÅOf those who do, 95% state that the training helps 
them navigate workplace conflict positively and 
helps them to seek mutually beneficial outcomes. 

Source: CPP, INC., Hiscox, PLOS One.



ConflictsHurt

ÅReduce
productivity

ÅReducework
satisfaction

ÅCausestress and
absence

ÅWaste time

ÅCostmoney

ÅLead to outflow



ConflictsHelp
Individually Organizationally

ÅGrowself-knowledge
(source of feedback)

ÅGrowinsightinto other
people

ÅChallenge our qualities
ÅHelp personal growth
ÅAre essentialfor the

development of 
relationships

ÅAccelerateperformance 
(competitionbetween
teams)

ÅMake latent problems
visible

ÅAvoidΨtheŜŀǎȅ ǿŀȅ ƻǳǘΩ 
androutines

ÅGrowthe qualityof 
problem-solving

ÅSupport team development



ά{ƻ ƭŜǘΩǎ ƎŜǘ ǇŜƻǇƭŜ 
talking about what 
really matters so that 
worthwhile solutions 
Ŏŀƴ ōŜ ŀŎƘƛŜǾŜŘΦέ



What is a Conflict?

ÅA struggleor clashbetweenopposingforces

ÅA stateof oppositionbetweenideas orinterests

ÅPsychological oppositionbetweentwo 
simultaneousbut incompatiblewishesor drives

ÅSometimesleads to emotionaltensionandthought to 
be responsiblefor neuroses.



Types of Conflicts

ÅInterdependence

ÅDifferencein style

ÅBackground

ÅLeadershipstyle

ÅPersonalityclashes



Issues

Emotions

Interests, Needs, 
Desires

Self-perception 
and Self-esteem

Hidden expectations

Unresolved issues

Conflicts

Personalities



Our Social Brain



Our Social Brain

TOWARDSAWAY



How We Deal With Fear



DƭŀǎƭΩǎLevels of Conflict Escalation









Chris Argyris



Mediativedialogue helps people 
check their perceptions against those 
of others



Mediation

A process where an 
impartial third party 
facilitates communication 
and negotiation, 
promoting voluntary 
decision making by the 
disputing parties.



Role of Mediator/Facilitator

ÅNeutral / Impartial

ÅLeads process

ÅEstablishes trust with and between the parties

ÅImproves Communication

ÅRole models effective communication

ÅEmpathetic listener 

ÅRisk taker 

ÅCreative and tenacious

ÅPromotes Voluntary Decision Making



Process of Mediation

Ground rules set 
By Mediator
Both Parties share
Mediator summarizes

Issues Explored
Mediator summarizes,
re-frames, asks linear 
questions

Positions to Interests
What is really important 
to each party?  
Mutual interests

Generate Alternatives
Enlarge the pie: What are 
the possibilities?

Develop Fairness Criteria 
to create sustainable 
solutions and 
agreements.

Negotiation/Give and 
take
Exploring what each party 
can contribute



Skills

ÅRecognizingconcerns, emotionsandneeds

ÅListening/Summarizing/ Deepeningquestions

ÅRe-framing

ÅPositionsto (mutual) interests

ÅLinearquestioning

ÅSeparatingissues from dynamics

ÅUnpackingpresents 



Recognize underlying needs & 
emotions



Understand Needs and Interests

ÅListening

ÅSummarizing 

ÅDeepening



Re-framing

ÅSeeing the current situation from 
a different perspective

ÅShift 

ÅFrom passive to active

ÅFrom negative to positive

ÅFrom past to future

ÅFrom future to past

ÅFrom others to oneself

ÅFrom liability to asset

ÅFrom victimization to empowerment



Positions to Interests


