Engaging in Conflict







Level of Expectation

Stress Gap

Capacity to Deliver
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Stages of Grief

Denial
Anger
Bargaining
Depression
Acceptance

Elizabeth Kubler-Ross
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If | blame you — then | have an excuse
If | take personal responsibility for my own needs — | can move forward



Some things in life are
absolutely necessary
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Commonly referred to as an ‘I’ Statement.

1. Action
When... etc
...must be objective
2. Response
l...
| feel...
...no blame
3. Outcome

What | would like is...
...must have a hook
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Assertive People are:
1. CLEAR about their boundaries

2.CLEAN In their communication.

Truly assertive people do not give out mixed
messages.

You always know where you stand.
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Alleged Victim Employee

D

Supervisor Alleged
Rescuer _ Persecutor
The Dilemma? Employee

Both employees want the supervisor to support them
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When others come to us for help we also need to make
sure that we are encouraging them to be assertive.

Otherwise we may be reinforcing their belief that they
are a victim or we may labelling someone else as a
persecutor.

Every time we fail to communicate our needs we have
the potential to express ourselves as a -

Victim — it is not my fault
Orasa -

Persecutor —itis okay for me to attack and justify
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Filters

We must keep an open mind

Sometimes we judge what people say by:
how we have come to know them or

by what we expect them to say

Sometimes we know we are right.

Sometimes we just stop listening.
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When | say | to you:
“What | heard you say is...”
This is past tense and positional.

You might deny this: “That is not what | said...”
We are now much too close to a stand off

This conversation could very quickly degenerate into:
“Yes you did.”
“No you didn’t”

This is a situation to avoid at all costs
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When | say | to you:
“What | am hearing you say is...”
This is present tense and negotiable.

You might contest this:
“That is not what | am saying.
What | am saying is...”

| now have an opportunity to correct myself
“I'm sorry. What | am hearing you say is...?”

If the answer is yes | am back on track.
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“What | am hearing you say is...”

And then list what you have heard.



Empathising

Good empathisers
never ever say.

“I know how you feel”.

Another critical skill. We recommend before you empathise that you
either say out aloud or too yourself.
“Sounds like...”

And then communicate the emotional content of what you have heard.
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COMPETING

COLLABORATING

COMPROMISING

AVOIDING

ACCOMMODATING



The Way It Is...
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Be upfront that you are stuck or,
Use a pretext — a break, a cup of tea

Cease all problem solving at once
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Use the time to reflect

Attempt to feedback accurately what
you have heard

Ask them what they heard you say
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Reflect on your needs and re-state
them

If you need to change them do so
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