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If you have not 
completed the 
Personal Check-In 
worksheet, click 
here to download. 
Please complete 
this worksheet before 
continuing with the training.

https://ww2.uthouston.edu/dotAsset/3426117.pdf
https://ww2.uthouston.edu/dotAsset/3426117.pdf


“Why can’t you 
see things my 

way?!!”

“I don’t like 
the way you 
talk to me!”

javascript:PopImage('IMG_8','http://images.books24x7.com/bookimages/id_33998/fig14_01_0.jpg','906','439')


Objectives:
Better understand the nature of conflict
Become more aware of your own conflict 
handling style
Develop skills to effectively address conflict 
situations



Dynamic process reflecting the interaction of 
two or more parties who have differences that 
could negatively affect productivity, quality, 
service, morale or working relationships
Any situation in which your concerns or desires 
differ from those of another person



Two Perspectives







If you see only the old woman, 
your perspective is accurate, but 
incomplete
If you see only the young girl, your perspective 
is accurate, but incomplete
To see both images, you have to expend some 
effort by looking back and forth.

Young girl or old woman

*Weisstein, Eric W., "Young Girl-Old Woman Illusion." From MathWorld



Others see it differently and they may 
also have an accurate picture
In order to expand your thinking
If you can see his/her point of view, 
he/she is more likely to accept an 
invitation to see yours



Conflict

Resolution 
Strategies

Personal 
Styles 
(Who’s 

involved?)

Issues 
(Focus of 
Conflict)



• Focus of the conflict
• Many causes: 

- Misunderstanding
- Personality clashes
- Value/goal differences
- Competition for resources

• Different approaches to conflict

• Numerous ways to deal with conflict

Issues 
(Focus of 
Conflict)

Personal 
Styles 
(Who’s 

involved?)

Resolution 
Strategies



When conflict occurs at work, how do you usually handle it? 
After each of the following techniques, indicate whether you 
use it often, sometimes, or rarely:



The two-dimensional model of conflict-handling behavior is adapted from “Conflict and Conflict 
Management: by Kenneth Thomas in The Handbook of Industrial and Organizational Psychology, 
edited by Marvin Dunnette (Chicago: Rand McNally, 1976).

Competing Collaborating

Avoiding Accommodating

Compromising



Avoiding:  “Let’s discuss this later.”

Accommodating:  “Just do it your way.”

Competing:  “Do it MY way.”

Collaborating:  “Two heads are better than one.”

Compromising:  “Let’s Make A Deal.”



When conflict occurs at work, how do you usually handle it? 
After each of the following techniques, indicate whether you 
use it often, sometimes, or rarely:



Stella, a new manager, has set a goal to improve 
cleanliness of the cafeteria. The school has a long-
term and beloved custodian. The custodian 
believes that he does an excellent job with 
cleanliness. However, the principal and the 
manager agree that the custodian does not do a 
thorough job cleaning the floors. The custodian 
takes personally even the slightest criticism of his 
work. 

Using what you’ve learned about the five conflict handling styles…

1. Which one of the techniques that you indicated you utilize often, would you 
use in this situation?

2. Using what you’ve learned today, which conflict handling style do you think 
will be most effective in this situation?



Assess The Situation
Meet the difficult behavior head-on
Stay calm and objective
Be Direct
Make It a Two-Way Conversation
Be flexible



You have choices. All five styles are available 
to you. You can move conflicts in different 
directions by choosing different styles.
Take a moment. If you find yourself reacting 
quickly in a conflict situation, you may be 
operating out of old habits. Pause to consider 
which style would be most beneficial  in this 
particular situation.
Practice, practice, practice! 
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