
cpshr.us

TRAINING CENTER

Analytical Skills

Diversity, Equity, and Inclusion

Technology

Teleperformance

Leadership

Supervisor/Manager

Your Path to Performance

Conflict Resolution
Instructor: Sylvette Wake

Good Morning☺

CPS HR Consulting is committed to bringing the 

public sector best-in-class training solutions to help 

your organization increase knowledge, skills and abilities.
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Agenda

• Introduction to conflict 

• Manage conflict with 

CALM
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That’s The Way To Do It

Chris Hadfield

Commander, International 

Space Station 2014
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To Ourselves and Others

• Kind

• Generous

• Grateful

• Forgiving

Which do you 

do most?
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Conflict Definition

An active disagreement between people with 

opposing opinions or principles.

A person has a need of another and that need is not 

being met.
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Conflict Resolution Definition

Conflict resolution is a way for opposing parties to find 

a peaceful solution to their disagreement that leaves 

all parties reasonably satisfied.
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Conflict in the Workplace
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Reasons for Conflict at Work

Different personalities or perspectives

Unresolved problems from the past

Feeling of competition with one another

Poor communication skills

Uncertainty about roles or responsibilities
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The Big Problem?

• Destructive

• Attacking 

personalities 

and not the 

issue at hand
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Conflict Management Styles
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Agenda

• Introduction to 

conflict 

• Manage conflict 

with CALM
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CALM

12

1. Clarify

2. Address the problem

3. Listen

4. Manage your way to 

resolution
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5-Step Model
1. What I want

I want him to start working on time every day. 

3. What he wants

He wants to have a more flexible schedule. 

2. 

a. Why I need it

He staffs our customer service desk and it 

needs to be opened by 8:00 A.M.

b. What are my needs and fears

Others will want to come in late.

I will be reprimanded if there is no coverage.

4. 

a. Why he needs it

He is a single parent and has to get his child to 

daycare every morning. 

b. What are his needs and fears?

He prefers a more flexible work environment. 

He’s afraid that he can’t find a different day 

care closer to home.

5. Options

• Rotating the reception duties so everyone shares in the responsibility. 

• Allowing for flexibility on the other end of his shift. 

• Looking into the possibility of an onsite or closer daycare to save time in the morning. 
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CALM
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1. Clarify

2. Address the problem

3. Listen

4. Manage your way to 

resolution
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Debate

People listen to 

plan their counter 

comments; they 

listen for 

weaknesses in 

someone’s 

position, they listen 

to find fault. 

Discussion

Ideas are free 

flowing. Varying 

degrees of 

listening and 

understanding. 

More talk, less 

inquiry.

Dialogue

Deeper 

understanding with 

empathic listening 

and generative 

questions to create 

collective 

intelligence and 

new possibilities.

p. 19



Where is your mindset? Where is their mindset?

WE
Open

Curious
Committed to learning

WE
Collaborative

Desires to understand others’ 
perspectives

Creates shared goals and action plans

ME
Closed

Defensive
Committed to being right

ME
Cling to opinions

Place blame
Avoid or pursue conflict

Defensive, argumentative
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“Me

”

“We”



cpshr.us

CALM

18

1. Clarify

2. Address the problem

3. Listen

4. Manage your way to 

resolution
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Listen

Ears Eyes

Heart

Undivided 
Attention
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Empathy   

“Everyone is fighting 
a battle you know 
nothing about. Be 
kind…always.”

Ian MacClaren
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Use “I” language
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CALM

22

1. Clarify

2. Address the problem

3. Listen

4. Manage your way to 

resolution
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Aim for 

Win Win
24
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“Whenever you're in conflict 
with someone, there is one 
factor that can make the 
difference between damaging 
your relationship and 
deepening it. That factor is 

attitude.”
William James
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Summary

• Introduction to conflict 

• Manage conflict with 

CALM
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Join Me For More Fun And 

Learning 

• Conflict Resolution

• Communicating Effectively

• Emotional Intelligence

• Stress Management

• 7 Habits Of Highly Effective People

Got questions?

sylvettewake@gmail.com
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“Be the 

change you 

want to see 

in the world.”

-Gandhi
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Resources

• Conversations Worth Having by Stavros and Torres
– https://conversationsworthhaving.today/

• Dr. Joan Rosenberg TED Talk: 

https://www.youtube.com/watch?v=EKy19WzkPxE&t=1s

• Rick Hanson
– https://www.rickhanson.net/

• Dr. Stephen Covey: 7 Habits of Highly Effective People (CPS – HR 

Course)

29
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Q and A
Please note that the following is not meant as advice, but rather suggestions for your tool box. I don’t 

have all the details about each of your questions, and so these are just ideas. 

• Also remember – everything  DEPENDS on the person, the situation, the history. 

• Perhaps write out what you would like to say and try it out with a trusted advisor first.

• If you find yourself becoming anxious about a situation, consider EAP.

30
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Q and A
We can’t really do much about others except try to influence them with our own way of being and doing.

• First focus is on yourself.

o Recognize your innate goodness and model the way.

o Check your mindset – remove blame and judgement when speaking to the other person – just the facts.

o Understand, it really isn’t about you. 

• Next, focus on the other person

o Mindset: Try empathy – Everyone is fighting a battle you know nothing about – be kind- always. Ian McClellan

o Ask generative questions (GQs). (Book: Conversations Worth Having by Stavros and Torres and visit the website and 

download the toolkit: https://conversationsworthhaving.today/)

o Your needs must be met too.

▪ Now I have heard your point of view, can I share mine?

▪ Use I language: I feel concerned/unsafe/anxious/upset when you…..

• Use a neutral tone

o Involve a mediator if necessary.

o If all else fails, can you let it go?

o It takes independent maturity of two people to collaborate and reach a mutual goal. You may not be able to make much 

progress if the other person, because of life’s circumstances, is currently not mature enough to be involved in searching 

for possibilities.

o It takes (according to Dr. Stephen Covey – 7 Habits) courage (to say what is on your mind) and consideration (still be 

respectful) to interact with others.
31
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How to handle a person with victim mentality and negative

• See the general approaches in the previous lside.

What can you do when someone is saying something positive and their body language is not positive and gives off a 

defensive vibe.

• Lack of alignment leads to a lack of credibility– so your trust in the person will decrease. 

• Start with empathy

• Check your mindset and demeanor– radiate kindness.

• Ask GQs: What other thoughts do you have?  – and see if the reason for the body language comes out. Maybe 

there is nothing behind it.
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A specific question I have is in regards to higher education institution.  How can an individual manage conflict inside 

a department when the department head isn't a leader and favors other colleagues in the same department?

• Check in with yourself – what is concerning you most?

• Get to know the person’s drivers – what do they fear? What are their needs? Are you able to fill that need in 

some way? (Like anticipating a document they need and sending it early.)

• Demonstrate your learning mindset: Ask for feed forward – what one or two suggestions do you have for me 

on…?

• Participant suggestion: Ask them to mentor you

• Perhaps - Create a 5 Step Model for a possible conversation – and even if you don’t actually talk with the 

person, you can use it to sort out your thoughts.
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What can you do when you are dealing with a person who is older and stuck in their ways and unwilling to compromise?

• Empathy 

• Acknowledge their experience and listen to what they have to say.

• Recognize they are unlikely to change – but you can try influencing them by asking GQs and deep listening.

o I’m wondering about…. How do you see it?

o How might we…?

o Use I language

o What would be the pros and cons of…

o Would you be willing to explore…?

34
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Most often organizations that have not gone through positive changes and with resisting personnel, most often the 

clear communication and transparency is not welcomed and often taken personally because it does not sound well 

to their ears. how does one interact within the organization's personnel?

• Get out of jail free card

• Involve personnel from the very beginning in problem solving and identifying solutions.

• Get the naysayers on board early on – hopefully they will then bring others on board

• Ensure a change management plan is incorporated into a project management plan.
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I have crew member that has a negative outlook their entire career they highjack every convo negatively, and also 

think everything is wrong.

• Are they highly analytical perhaps? Fearful?

• Acknowledge their strengths. Show them you are listening and ask GQs about their thoughts: When you 

say…about, what exactly do you mean? Tell me more about…How might we look at this differently? What ideas 

do you have to move this forward?

• If they hijack a conversation: You may need to interrupt and say, thank you – now I’ve heard your point of view, 

may I share mine. Or, I listened to you without interrupting, would you do the same for me please? (Remember 

non-judgmental tone)
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I have a staff member who explodes every few weeks and makes everyone very uncomfortable, including me. She 

becomes irrational, and I have found myself walking on egg shells around her.

• Everyone deserves to feel safe at work.

• It takes (according to Dr. Stephen Covey – 7 Habits) courage (to say what is on your mind) and consideration 

(still be respectful).

• Have a meeting with the whole team to discuss psychological safety
• –https://www.ccl.org/articles/leading-effectively-articles/what-is-psychological-safety-at-work/

• Again, this is not about you – check your mindset and focus on how you can best move forward.

• It takes 3-5 minutes for someone to calm down. Let them finish and quietly observe. Then, perhaps try - I

understand you are upset and I deserve to be spoken to in a respectful way.

• A mediator might be needed.
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How do we deal when there is a point being said by a team member and it gets ignored so another team member rephrases it and 

it is agreed on?

• Take a look at how you are presenting the point – perhaps try to be more succinct and follow up with a question that gets 

others thoughts- so the discussion arises from the original thinker.

o …your idea…then…how does this resonate with you?

• Participant suggestion: make sure to somehow acknowledge that the other person has brought it up. “Yes, Peter was saying 

this earlier. That’s a good point!”
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How do you handle unresolved matters within an organization from the past that were thought to be resolved, but make their 

way present in current conflict?

• Instead of looking back – look forward  

• See positive framing in Conversations Worth Having

o Flip the conversation to – what do we want to see happening
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How do you prevent someone from hijacking the conversation?

• Set meeting ground rules (if this is in a group setting)

• Be fully present and listen to their thoughts and ask questions.

• Then, interrupt – if need be- with:

o Thanks for your sharing your insights, let’s hear other peoples ‘thoughts.

o I listened to you without interrupting, would you be willing to do the same for me?

40
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I came into this webinar late because I was dealing with a conflict where an employee takes my words and translate and interpret

it, where is creates conflict between me and another employee. How do I deal with this?

• Summarize what the other person said:

o So we both understand each other, can I repeat back what I think you meant?

• Then, ask the person to repeat back what you said:

o Would you like to summarize what you thought you heard me say.

o This way the person is saying the right thing now and it “might” carry over into the next conversation.
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How about when someone is apparently unhappy with you but just quits communicating rather than telling you a going on?

• The person is using avoidance technique – and it’s not about you – there is something deeper.

• If it’s a work situation –

o perhaps try the 5-step model to work things out in your own mind first.

o If you think you did something – own it and apologize – and ask: How can we best move forward

o Ask GQs: It seems we have a had a misunderstanding – would you like to share what is going on? (neutral tone)

o Communicate in writing

o Ask for assistance – it doesn’t mean it will make it better – but you have to have a way to communicate and work 

together
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QUESTION: how to let coworkers know they are making backhanded compliments?

• Again – focus on your innate goodness and be kind.

• If it is ongoing, try the 5-step model and decide if you want to talk to them about it.

o Thank you for the compliment. When you added that piece on the end, I felt …hurt.

• Check out this site for some more ideas.

o https://www.today.com/health/backhanded-compliments-5-ways-handle-snarky-praise-t105322
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