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Conflict Resolution  
The Skill That Makes The Difference 

Instructor’s Guide 
 
 

Purpose: This course is designed to help participants become better managers 
of conflict so that they can build productive relationships in the 
workplace.  Participants have an opportunity to learn and develop 
their conflict resolution skills in a variety of different ways. 
Participants will have the opportunity to experience effective conflict 
resolution skills through a variety of learning models, including 
theory, practice and experiential learning activities. 

  
Audience: This class is designed for employees at all levels of development. 
  
Class Size: Approximately 8 to 24 participants. 
  
Prerequisite 
Material: 

None. 

  
Materials/ 
Equipment: 

The following materials are recommended for this course: 
♦  Video:  Edge “Conflict Resolution” 
♦  Flipchart stand and paper or dry erase board 
♦  Notepaper, Pens, Highlighters 
♦  Tent cards or name tags  
♦  Edge Conflict Resolution Participant Materials, PowerPoint & 

Projector 
 

  
Organization: The instructor’s guide is designed to be used with the supporting 

Participant Course Book. 
 

  
Duration: 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 
Class. 
 
 
 
2 Minutes 
 

Slide 2 Cover the agenda, distribute & explain 
participant workbooks. 
 
Link the topic to the prior workshop and 
elements of the leadership template. 
 
2 Minutes 
Page #1 
 

Slide 3 Cover the course objectives 
 
Explain to participants that this class will 
require participation from everyone 
 
2 Minutes 
Page #2 
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Slide 4 Ask the group what their definition of conflict is, 
then show this slide. Cover points such as, 
conflict is never easy, learning to disagree and 
working through conflict is an important 
interpersonal skill. 
 
4 Minutes 
Page #3 
 

Slide 5 Split the group into 2 groups, and assign each 
group a flip chart. 
 
Have participant’s flip chart their responses to 
the causes of conflict. When complete, debrief 
by covering each point. 
 
Some responses may include, 
miscommunication, inability to change, too 
competitive, differing points of view, etc. 
 
10 Minutes 
 

Slide 6 Direct participants to complete the self-
assessment, dealing with our emotions. 
 
10 Minutes 
Page #4 
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Slide 7 Explain that you will be discussing 5 common 
responses to Conflict 
 
Discuss core values / what happens to us 
when someone moves your core values? 
 

Slide 8 Explain Avoidance 
 
self-assessment page 4 items #1 & #2 are 
linked to the avoidance response 
 
 
Discuss core values / what happens to us 
when someone moves your core values? 
 

Slide 9 Explain Accommodate 
 
self-assessment page 4 items #3 & #4 are 
linked to the accommodate response 
 
 
Discuss core values / what happens to us 
when someone moves your core values? 
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Slide 10 Explain Compromise 
 
self-assessment page 4 items #5 & #6 are 
linked to the compromise response 
 
 
Discuss core values / what happens to us 
when someone moves your core values? 
 

Slide 11 Explain Competition 
 
self-assessment page 4 items #7 & #8 are 
linked to the competition response 
 
 
Discuss core values / what happens to us 
when someone moves your core values? 
 

Slide 12 Explain Collaboration 
 
self-assessment page 4 items #9 & #10 are 
linked to the collaboration response 
 
 
Discuss core values / what happens to us 
when someone moves your core values? 
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Slide 13 Have participants flip chart their current conflict 
situations, and keep them posted on the wall. 
 
Explain we will be using these later in the 
workshop to resolve real life conflict scenarios. 
 
10 Minutes 
Page #5 
 
Option for facilitator to ask; 
What ? ( …) really “sets me off at work” 
What ? ( …) really “sets me off at home” 
 

Slide 14 Pair up participants and have them pick one 
situation from the list they just created. As a 
pair, have them work to solve the conflict. 
 
Have them enter their responses on page #5. 
 
10 Minutes 
Page #5 
 

Slide 15 Introduce the video, “Conflict Resolution”. Have 
participants take notes on page #6. 
 
16 Minutes 
Page #6 
 



Conflict Resolution 
 

 
 

Copyright© Edge Training Systems Inc. 2007  Page 7 

Slide 16 Debrief the video by recapping the guidelines 
for conflict resolution.  
 
Have participants report out what they learned 
from the video. 
 
5 Minutes 
Page #7 
 
Option for facilitator to talk about core values 
How do conflict situations really make you feel?
Can you describe the vision or outcome you 
would like to see happen?  How would you 
describe that to a person you are having a 
conflict with? 
 

Slide 17 Break 
15 Minutes 
 

Slide 18 After reviewing the guidelines for resolving 
conflict, direct participants to the practice 
scenarios on page #8, #9 and #10. 
 
Have participants pair up with a partner, 
discuss and role play the scenarios using the 
guidelines for conflict resolution. 
 
After the role plays, have participants report out 
to the group and debrief each resolution. 
 
15 Minutes 
Page #8, #9 & #10 
 



Conflict Resolution 
 

 
 

Copyright© Edge Training Systems Inc. 2007  Page 8 

Slide 19 Discuss the benefits of conflict. Explain even 
though we may not like conflict, you can find 
benefits from conflict. 
 
5 Minutes 
Page #11 
 
Option for facilitator to discuss  
Think of a conflict as an opportunity to coach. 
Discuss the best coaches you have known – 
why were they so great? 
Without the courage to be confronted we do 
not demonstrate leadership 
 
Without being willing to act and confront others 
in an effective non-accusatory manner we do 
not demonstrate effective leadership. 
 

Slide 20 Have participants break up into groups, each 
group should discuss past conflict situations 
and pull out the benefit or value it had in the 
overall scenario. 
 
Debrief as a group and share all findings. 
 
10 Minutes 
Page #12 
 

Slide 21 Move into the steps for resolving conflict with 
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? 
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Slide 22 Break participants into small groups and direct 
them to page # 14. Using the guidelines for 
resolving conflict with other, have participants 
discuss and resolve the stated conflict. 
 
When they are complete, have them share 
their resolution with the group and debrief. 
 
15 Minutes 
Page #14 
 

Slide 23 Explain the guidelines for avoiding defensive 
reactions. 
 
5 Minutes 
Page #15 
Option for facilitator to discuss  
we learned to use more effective listening skills 
in the communication workshop.  How would 
these skills help in reducing your defensive 
reactions? 
 
Can you describe situations/behaviors using 
non-accusatory terms? 
“state “When I see you / or / when you are 
observed …it makes me feel…? 
 

Slide 24 Have participants pair up, direct them to page 
#16 and read and rewrite the statements to 
have them sound less defensive than as 
written. 
 
Have participants share their rewrites with the 
class as a whole and discuss. 
 
15 Minutes 
Page #16 
Did you use non-accusatory language? 
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Slide 25 Using the real life conflict situations from the 
class in their earlier activity, have them pair up 
and begin to role play and solve the conflict 
situations of their choosing. Be sure to use the 
conflict resolution guidelines from page #7  
 
After they solve a situation have participants 
share with the group, ask for alternative 
solutions, and move on to the next one. 
 
Continue this as time allows 
 
40 Minutes 
Page #17 (Additional note pages #18, #19) 
 

Slide 26 Wrap up the session by reviewing the 
guidelines listed on the slide.  
 

Slide 27 Have participants go to pages #21, explain the 
quick reference sheets on conflict resolution. 
 
5 Minutes 
Page #21 
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Slide 28 Thank participants for attending. Hand out the 
class evaluation 
 

Slide 29 Solicit and respond to any questions the group 
may have. If you do not have an answer, list 
question with name of person and email or call 
them with the answer when you have the 
answer. 
 
Have participants complete course evaluations, 
stand in the back of the room while participants 
complete course evaluations and thank them 
for their participation as they exit the room. 
 
Course Evaluation Pages #23 & #24 
 

 


