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Conflict Resolution

Confiict Resolution

The Skill That Makes The Difference

/nstructor's Guide

Purpose:

Audience:
Class Size:

Prerequisite
Material:

Materials/
Equipment:

This course is designed to help participants become bette rs
of conflict so that they can build productive relationships i R
workplace. Participants have an opportunity to learn an@e op
their conflict resolution skills in a variety of differe yS.
Participants will have the opportunity to experienc gtive conflict

resolution skills through a variety of learning models,"ificluding
theory, practice and experiential learning activities.

This class is designed for employees ata‘lals of development.

Approximately 8 to 24 participants. O

None.

The following mate &ommended for this course:
Video: Edge “Contliect Resolution”

Flipchart st and paper or dry erase board
Notepap s, Highlighters

Tent canels Or name tags
Edggo lict Resolution Participant Materials, PowerPoint &
I

* & o o o

Organization: ﬂ?nstructor’s guide is designed to be used with the supporting

Duratiob&

Q

rticipant Course Book.

3 to 4 hours. The exercises in this Course Book are designed to
allow the instructor to tailor the curriculum to fit specific class needs.
Some exercises teach the same skills in slightly different ways.
Depending on time allotment and participant needs, instructors may
wish to omit certain exercises. Additionally, certain exercises can be
expanded to include individual, partner, small group or whole class
options.
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Slide 1 Welcome the group to the Conflict Resolution
Conflict Class
The Skilf That Makes The Bitterence 2 Minutes
| 0\
Slide 2 Cover the agenda, @btﬁe & explain
CFourse Agends participant work
S i Link the tophe prior workshop and
= Rlentying Coricty element eadership template.
= Opportunitias WEh Contbct
= Frocess OF Confiat Rasalufion
=7 Resolving Comfict Hith Oifers
=7 SummanyDobner
R,
AN
Slide 3 Cover the course objectives
Course Objectives _ N ‘ _
e e Explgln to participants that this class will
require participation from everyone
d escover Mow T Respond T Convicr
O isan Aoie To Meeal ConSvaerions Haad' (n .
21 Effcpnly Respomt T Negapty 1 Ot 2 Minutes
O Tlew DiTerences Ik Qoperiwates Page #2
O Crwamiveale i Hay To Sesobyios
d femorepinmte The AT T Aesoive Covie?
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Slide 4 Ask the group what their definition of conflict is,
Definitign Of Cenfiict then show this slide. Cover points such as,
. conflict is never easy, learning to disagree and
Simply Put working through conflict is an important
Confiict Is Two Or More interpersonal skill.
Dvifering Points OF View 4 Minutes
ﬁ,g ﬁ Page #3
i £
= “
Slide 5 Split the group into 2,groups, and assign each
What Canses conflict? group a flip charc‘- :
Spiit Into Two Groups Have partici lip chart their responses to
At Your Fiip Charts the caus onflict. When complete, debrief
List The Causes Of Conflict by co ach point.
Be Prepared To Report Out %1 sponses may include,
Your Responses To The Group mmunication, inability to change, too
= (| COMpetitive, differing points of view, etc.
& 10 Minutes
R,
A \
Slide 6 Direct participants to complete the self-
self Assessment assessment, dealing with our emotions.
Dealing With Our Emotions 10 Minutes
A Spif-Assessment Page #4
Take A Moment To Complete
The Self-Assessment On Page £4
e
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Slide 7 Explain that you will be discussing 5 common
Commeon Responses responses to Conflict
0 Avoidance Discuss core values / what happens to us
JAccommodate TL when someone moves your core values?
O Compromise
U Competition
O Coffaboration
Slide 8 Explain Avoidance v
= A s_elf-assess %e 4 items #1 & #2 are
A Y linked to th nce response
pevTEmtiyy of cenfier. Gy fesings gef
e, wews oo pnepresTeg, an B oo
e gt s e G e A e i
[Ea L
s L Di core values / what happens to us
e, e AT e Covaned, meone mOoves your core values?
WIYATEAT H el marnp A @ rekaBorsty

Xy

WO

Slide 9 Explain Accommodate
Fonmmen Responses

U Accommodate
Absz drown 25 Srnodhng. & e oopoate of
rooyrebrg Py oo B st ek sl
needs b Mo of olfers, g i e
oiematic. ey fevd o adbwe fae neecls o

self-assessment page 4 items #3 & #4 are
linked to the accommodate response

e T I OREYHIET e ey, Wi Discuss core values / what happens to us
it ity o g when someone moves your core values?
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Slide 10 Explain Compromise
= . self-assessment page 4 items #5 & #6 are
Compromise : -
A A P I R linked to the compromise response
3 Earhrs ofF Draceos FhAs srakatlc
COMRTTTSRE B gl ol sl e
BT FEONINT A Dy OO Sy X
SRR 203 [T McEaty SaAan] Discuss core values / what happens to us
gyl Saregbisfnerfcenie (S when someone moves your core values?
o Coadabvralive Do
Slide 11 Explain Competitior@V
= " self-assessmen e 4 items #7 & #8 are
Competition : . "
e linked to th petition response
AfeCa iR gvier AN NondE oF ofevE. ITE ana
AN S OF OV, Y e
e S e sefaboneiios, oo’ e X
exevciie of coorchve power. Ths s &g B Di core values / what happens to us
S A T meone moves your core values?
[rph Ut VR T
‘O
_ AN _ _
Slide 12 Explain Collaboration
- self-assessment page 4 items #9 & #10 are
Colfaboration : :
e linked to the collaboration response
Soarard 3 covemaet poas e cakieg
“HlT ], ™ AN T LT
COONTINCADNN S0 COSOURAND @ ovndey f .
ActNwe 3 Detter SDNDON D et Discuss core values / what happens to us
ﬁ}“m""j‘h“’m% o m when someone moves your core values?
P T TR R
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Slide 13 Have participants flip chart their current conflict
Yeur Canflict Situations situations, and keep them posted on the wall.
Think Abouwt Conflict Situations . . . .
That You Are Currently Facing Explain we will be using these later in the

Break Into Groups

workshop to resolve real life conflict scenarios.

Flip Eharl: Your Haspurlsa 10 Minutes
e Page #5
'. '\..% g
| PRI 0 == | | Option for facilitator to ask; \
What ? ( ...) really “sets me off at
What ? (...) really “sets me@
Slide 14 Pair up partmpantﬂha’ve them pick one
Yeur Conflict Situations situation from the™i y just created. As a
= pair, have th to solve the conflict.
Usirig Your Conflict Situalions Q
Choose One To Sohve .
Have th their responses on page #5.
Howe Will ¥You Respond?
What Will Be The Outcome? 10 Mt
a
Ba Prigpaned Ta Raport Oul Te The Greip
=
R,
A
Slide 15 Introduce the video, “Conflict Resolution”. Have
Fonifict Resalution participants take notes on page #6.
As You Watch The Video 16 Minutes
Take Note Of The Guidelines Page #6
For Resolving Coniffict
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Slide 16 Debrief the video by recapping the guidelines
Videp Bebirier for conflict resolution.
Guidetines For Conflict Resolution -
o EWQEE“M Expéain Thev Skie Have participants report out what they learned
O Listen T Unolersknd, Mo Respon from the video.
O Sae Howr Disrsiandig
O Guily O Tine Ciay Persnd 5 Rasdeg 5Minutes
O Expian Four LW Postion Page #7
0O Forrs O Credes Sl
=== | | Option for facilitator to talk about corNes

How do conflict situations really feel?

Can you describe the vision or8 you
would like to see happen? @ puld you
describe that to a person yoWare/having a

conflict with? :

Slide 17 Break {2 ) ’
Time For A Break 15 Minutes %

S | [ Q
D
)

"

Slide 18 After reviewing the guidelines for resolving

Eoniiict Scenarie Practice conflict, direct participants to the practice
. scenarios on page #8, #9 and #10.
Pair Up With A Partner

Resd The Scerarias Amd Draft Have participants pair up with a partner,
Your Responses Using The discuss and role play the scenarios using the
Guidelines On Page #7

guidelines for conflict resolution.

e e kL
T e et B B
B Vi e i 3 o

s ealpazvad: After the role plays, have participants report out
== | t0 the group and debrief each resolution.

15 Minutes
Page #8, #9 & #10
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Slide 19 Discuss the benefits of conflict. Explain even
Fenefits 0f Conflict though we may not like conflict, you can find

Eomflict Can Ba A Positve Docurmence

Ol Conflicis can lasd fo tetier, more sfecive,
ORI el e S il SS e iaEs

O Cowlet £an B & GRS b Dl ivarealne
and crestive sphulions i ensting protlams

O Corfict can bring vs rey wergs of thinking sbook
A T we oo nd mhout EvErpone we Work sith

O Confict can aiow important Ezaes oo bsoome

o ekl Fery miy D risoheed

benefits from conflict.

5 Minutes
Page #11

Option for facilitator to discuss

Think of a conflict as an opportunity #@.c
Discuss the best coaches you have kndwn —

—
why were they so great?
Without the courage to be ¢ t e do
not demonstrate leadershi
Without being willing to,act and confront others
in an effective non-a %)ry manner we do
not demonstrate er@ eadership.
Slide 20 Have participe %eak up into groups, each
Conflict Oppartunities group shoul @ uss past conflict situations
-  Efactivel and pul he benefit or value it had in the
overp rio
Confich Can Be A Positive Oocoerenoe '
In Your Table Groups, Discuss Past as a group and share all findings.
Comflicts And Describe Oppatiimbios
That Created Value In This Conflict ,
Bage #12 10 Minutes
Page #12
-
R,
Slide 21 Move into the steps for resolving conflict with

conflict With others

C Faparaie tbe Peopds from D Prodem
B Foon on B ey proonen. eel e indrddusis
T Focus an Faferesly, ol Pomfions

® Lo PErLis or orsTedL of reedn, G LR T
BETRE TN el @ e Pl e e

L= Trwsel Oplions for Mot Gar
B T irpedant Hei otk parbe: g = crsthing
Trrier on aping Givective Srifans
“

=]

W P S LGS FEGDTE OF BbpEcE ATy e
drie=rireg e bl o rewaee yEw s

others, taken from the video. Walk through the
steps explaining in more detail as you move
down the list.

10 Minutes
Page #13
Option for the facilitator to discuss

Is this a coaching process opportunity?

How would you coach a person through
conflict? How do you coach yourself through a
conflict?

What are the dynamics of the situation?

What behaviors could you use to be a more
effective coach in this situation?

Copyright© Edge Training Systems Inc. 2007
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Slide 22 Break participants into small groups and direct
Praclice Scenarios them to page # 14. Using the guidelines for
resolving conflict with other, have participants
ol bindsns o discuss and resolve the stated conflict.
Role Play The Scenario
Using The Provided Guidefines When they are complete, have them share
e Rs eyl o their resolution with the group and debrief.
deyet JNRAR Fov S | iR
Tesiet O Ciing CRsriivg s 15 Minutes
=g | | Page #14 0
Slide 23 Explain the guidelir@hﬁvoiding defensive
Avoid Defensive Reactions || reactions. Q :
T E:;h-q.-nuwi-q::d_'w'*"'m" 5 Minutes O
= Dernbs Safavior—ier T ferson, Desribog ie
::;r;::;:::mpﬂr Forr @ e mEnand g
= _‘I.wull.ll:]‘- FOAITR Tl O L l.III ilitator tO diSCUSS
e use more effective listening skills
givnie By vy e juh o far v i mmunication workshop. How would
iepa TRt t skills help in reducing your defensive
=g | reactions?
Can you describe situations/behaviors using
non-accusatory terms?
“state “When | see you / or / when you are
¢ @ observed ...it makes me feel...?
AN
Slide 24 Have participants pair up, direct them to page
Defensive Reactions #16 and read and rewrite the statements to
5 have them sound less defensive than as
FPair Up With A Fartner written.
e Gl = Have participants share their rewrites with the
Using defines class as a whole and discuss.
Rvechion 15 Minutes
=g | | Page #16
Did you use non-accusatory language?
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Slide 25 Using the real life conflict situations from the
Yeur Canflict Situations class in their earlier activity, have them pair up
. and begin to role play and solve the conflict
Refer To Your Conflict Situations | | i ations of their choosing. Be sure to use the
Pair Up With A Partner To Roke conflict resolution guidelines from page #7
Play The Situations
Be Prepared To Report Out After they solve a situation have participants
Your Solutions To The Group share with the group, ask for alternative
solutions, and move on to the next oAg.
—
Continue this as time allows
40 Minutes
Page #17 (Addltlonal note #18, #19)
Slide 26 Wrap up the sessio i’!ﬂlewmg the
Wrap Up / Bebrief guidelines Iisted% lide.
T l'-'l'l.'ﬂ-'!'lll' Fmsaiprann
Focawrags trhaor oo fualien Thair Sl

Crulra e Seates cleed il dessens?
Fave Fonr (ingleeyin saleyp

Baly a Ty Orier Mersan 5 Pestion
fapisd roos es Fodwais

Fima O [omaline Gaketinen

oong Ox

Armdrmg ool WS Pt

O

10

A

Slide 27

Ouwick Reference

O Cmportunitias With Confict m#ﬂ
O Conseguarces OF Somicd

O Gusdetines OF Conficd With Obhers
O Gusdetinas for Comficr Resofion

O Covwmon Responses To Coniflict

O Conwmon Caceses (F Comor

Have participants go to pages #21, explain the
quick reference sheets on conflict resolution.

5 Minutes
Page #21
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Thank participants for attending. Hand out the
class evaluation

>
&

Slide 29 Solicit and respond questions the group

ma! gﬂmm may have. If yo have an answer, list

question with_pame jof person and email or call

them with the answer when you have the
Do You Have? || oo 8opvernenvos e

Ha artigipants complete course evaluations,
%’s the back of the room while participants
' c ete course evaluations and thank them
=== | fOr their participation as they exit the room.

& Course Evaluation Pages #23 & #24

e,

@4\
'&Q’&
QQ
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