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What difference do you intend to make by doing this?



4

Why bother?
for taking notes if you wish

Introduction
Introduction
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Constructive conflict

Notes:

 © 2013 DPAR Consulting, Elise Sullivan PhD
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Your experience of conflict

What happened - who did/said what (briefly!)?

What did you want to achieve?

What could you have lived with?

What was the result?

How did you respond?

How did you feel during and afterwards?

Describe a recent conflict situation you were involved in 
(either at work or outside work):
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Your thoughts on conflict
Jot your key ideas here

What is conflict?

When does it occur - over what?

What are the inevitable outcomes?

Whose job is it to solve?

How do you feel about conflict?

What was done well?

How did you feel?

What were the outcomes?

What was done poorly?

How did you feel?

What were the outcomes?

Notes Well handled

Poorly handled
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Your mindset Module one
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Stimulus 
Briefly, what triggered the situation?

Thought 
What did you assume/think about 

this trigger?

Response 
How did you respond and feel?

Thinking makes it so...
Think about your example.  

What assumptions did you make and how did this 

work out for you?
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Thinking makes it so...
We are what we think 

All that we are arises with our thoughts 
With our thoughts we make the world 

BUDDA

Five steps to reduce worrying

1.	 Never worry alone – Talk to someone you trust to tease out how you are feeling and why.

2.	 Get the facts – What are you assuming and what do you actually know? 

3.	 Make a plan – Prepare to respond constructively.  

4.	 Take care of yourself – don't beat yourself up, eat well and get some exercise

5.	 Let it go – Your have three options – change it, accept it or leave it – but in the end you need to let it go.


(Adapted from Dr Edward Hallowell (1998) Worry Random House) 

Learned Optimism


A - Adversity - This is your objective description of the issue, problem or situation.   
You describe what happened without any judgment or evaluation.

B - Beliefs - Your beliefs are how you interpret the issue, problem or situation.  These are thoughts, which can be evaluated. Which 
style of conflict is influencing your beliefs about conflict?

C - Consequences - This is the step where you consider the feelings you had and the subsequent actions you took in response to 
this.

D - Disputation - This is the step where you argue, challenge and dispute your own beliefs and feelings.

What is an alternative, more balanced/constructive view?

What would you tell at friend who was in this situation?

E - Energisation - This is where you feel the energy from the dispute to move toward positive action – changing the way you 
respond.


 (Seligman,R (1992) Learned Optimism. Random House, Sydney

Edelman, S (2008) Change your thinking. ABC Books)


FIT/S/ACE – Human Synergistic’s Key to Change model


F - Feelings - Become aware of your emotions

I - Internal physical state - Pay attention to your physical reactions

T - Thoughts - Examine your thinking


S - STOP 

A - Assumptions - Test your assumptions against the facts

C - Choices - Consider all the choices/options you have to respond (that you can control).

E - End result - Envision a satisfactory conclusion (goal oriented).


(Human Synergistics Model of FIT/S/ACE)


Putting it into perspective


We tend to exaggerate consequences of undesirable situations - this is often called ‘catastrophising’. To help put impeding or 
existing conflict into perspective, try answering the following questions honestly:


•	 Does it really matter?

•	 Will this matter in five years time?

•	 On an ‘Awfulness scale’ of 0 to 100, how bad is this really? (How does it compare to really, really bad stuff such as personal 

or family illness?)

•	 How would a constructive/positive person see this?

•	 What can I be grateful for about this situation – or what gifts is this person offering?

•	 Is this within my control? What can I do about it?

•	 What is most likely to happen?

•	 Is there anything good about this situation?

•	 What can I learn from this experience?


(Edelman, S (2008) Change your thinking. ABC Books)
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What is your current primary style? This is the style that extends the most from the centre.  It is the style you are likely to use the 
most consistently in conflict situations.

What is your backup style? This is the next biggest extension – this is the style you use in conjunction with or instead of the primary style – 
particularly when the primary one isn’t getting you what you want.

Which style is the least like you?  This is the style that has the smallest extension of all.
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How is it working for you?

What was surprising?

What was not surprising?

What are the costs and benefits to you of using these styles?

How does your conflict feedback relate to the example you described earlier?

Based on the LSI conflict model, how might you approach the same situation differently? What would you change your ‘T’ to?
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Collaboration & conscious communication
Module two
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Conditions of safety

How do you want to respond?

Where is your line?

What assumptions are you making?

Seek first to understand

Acknowledge and validate

Ask open, encouraging and non-judgmental questions

Listen intently for meaning 

Don’t load up

Have a dependable, consistent approach - share this with the other

“The most destructive consequences of any conflict is not its 
material cost – it’s to have lost all and to have stood for nothing 
in the process”



Opening up questions 
These are good for putting people at ease and inviting them to share more information at a greater depth.


What…?

Where…?

How…?


Examples:

What would you like to achieve?

What are you major concerns right now?

What is happening that you don’t like/want?

What do you want instead?

How badly do you want that?

What are the possible outcomes if you don’t get that?

What needs to happen before you decide to do something about this situation?

What other factors are relevant to this issue?

What ideas do you have about…?

How could you make that work this time?

What would you advise me if I was in your position/situation?

What are some of the options we could try?

Great – what else?

What support do you need?


Closing questions 
These are good to get specific facts, brief answers and to wind up the conversation.


When…?

Did you…?

Do you…?

Have you …?

Is …?

Can…?


Examples

Are the issues we don’t agree on these….?

Do we agree on these actions?

Precisely, when will you take your actions?

What do you need to do that?

What could get in the way of that?

When will we catch-up to review how this worked out?
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Non-threatening questions

What other questions could you ask?
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Notes:
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Conscious communication
for taking notes if you wish

The difference between a reaction and a response is the time and 
space you put in between the ‘S’ and the ‘R’

•	 Manage your state – are you OK with this conflict/

disagreement? 

•	 What are you thinking and feeling? 

•	 Are you prepared to deal with this in a constructive way now – 

or do you need more time to prepare?  

•	 Should you deal with it now or later? Do not feel pressured to 

react now.

Notice and name it – check for agreement that there is a disagreement or 
conflict.


•	 Agree on a process for dealing with the disagreement – should we discuss 
it now, or later – where would you like to do this? 

•	 Take turns to speak your truth.  Talk about: 

a.	 The issue – what happened objectively

b.	 Clarify what are assumptions and what are facts – theirs and you own 

c.	 How it is affecting you – How you feel, how it affects your work together

d.	 Your needs and interests


•	 Listen up – don’t load up!

•	 Respect each other’s interests. Reflect back your understanding of what they said – until 

they feel heard.

•	 Ask non-judgmental questions to clarify points you are confused about or 

misunderstandings.

•	 Identify the key points/issues of agreement and difference 

•	 Focus on the issue – not the person.

Own your part 
•	 Each person takes a turn of owning his or her part in the issue, disagreement or 

conflict.  

•	 Each responds to the assumption/issue/criticism made.  

•	 Apologies may be appropriate and all that is needed at this point for some issues.

•	 Reach agreement about the goal of the discussion you wish to achieve. 

•	 Set goals or objectives that are achievable regardless of the conflict outcome.

•	 Separate your personal worth from the outcome.

•	 For the issues that remain unresolved, together, identify realistic and practical 
alternatives or solutions to the disagreement/conflict that will be of mutual 
benefit.


•	 Agree on an action, and who is to do what by when.

•	 Agree to follow-up and review how things are – 
How did we go and how do we feel? 

 © 2013 DPAR Consulting, Elise Sullivan PhD
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Getting through it

To help them ride the curve to acceptance ....

You may need to keep supporting them and show them they are valued

You may need to leave the feedback session/conflict and come back to it when they are more ready

You may need to give them their feedback in smaller parts - rather than overwhelm them with the whole thing

Be clear that this is about their work and not about their value as an individual

Focus on things they can change

Be objective - make sure the feedback is linked to role and behaviour expectations that have been made clear previously

Be fair and consistent - be conscious of how you tend to treat those who you get along with well and those who you don’t - 
prepare to treat them in the same way.

Other ideas?
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Conscious communication
your turn!

Practice the new conversation using the scenarios you have been given.  


1.	 First person – practice using the new conversation and a constructive mind set.

2.	 Second person – Is the other party in the scenario and can display any of the three orientations they wish.

3.	 Observer – Observes and notes – how the first person uses empathy, non-judgmental questioning and the 

structured conversation.


The first person provides feedback from their perspective – how did they feel – what they did well and what they 
could they have done differently.

The second person provides feedback on how they felt – and what they noticed; and then the observer provides 
feedback on what they observed.


Notes:
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The system
Module three
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“...behavioural patterns that people believe are required 
to ‘fit in’ and ‘meet expectations’ within their 

organisation...” (Human Synergistics)

Culture

What are the behaviours you need to encourage to foster constructive approaches to conflict and difference?

What other levers for cultural change need to be pulled?
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Structure & processes

What comprises your conflict resolution system?

What would need to change to encourage constructive approaches to difference and conflict, open and honest 
communication?
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What is stopping you from dealing with more?

What is stopping your people from managing more on their own?

What are you going to do about?

What can you handle (assuming you take a constructive 
mindset and approach)? What may need to be escalated up?
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What do you need to do next?

What will you do to take a more constructive approach to 
conflict, and enable your team to do the same.
 When will you do it?



Join us and keep in touch

Mentoring and coaching 
elise@elisesullivan.com


