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Poor relationships cause 65% of 
performance problems. 





Managers deal with staff  

conflict 18% of their time.  



Impact of conflict  



Conflict comfort 



Your effectiveness 



Your confidence 



Rules of Behavior 



We are all 
victims 



The other can do no right 



Too much under the bridge 



Contemplate… 



Recap 

1) He broke my rules  
2) I’m a victim 
3) He did it on purpose 
4) It’s not about the initial issue 
5) The fire spreads 



“We are continually 

faced with a series of 

great opportunities 

brilliantly disguised 

as insoluble 

problems” 



Impartiality! 



People are 
generally better 
persuaded by the 
reasons which they 
have themselves 
discovered than by 
those which have 
come into the 
minds of others. 

 

-Blaise Pascal 

(1623-1662 ) 





Reveal 
the rules 



What, specifically, do you want her 

to do differently? 

 

What are alternative ways to do  

[a given activity or task]? 

 

You don’t have to agree with her, but 

what is she saying is important to 

her about this? 



Sow doubt 

? 



If you had that conversation to do 

over again, what would you change 

this time? 

 

When I talk to the other person 

what’s she going to say about you?  

 

Which aspects of her critique have 

merit? 



…or somewhere in between? 



What are some examples of how 

he’s changed his behavior in the 

past? 

 

If issue X was worked out, how 

would you feel about working with 

him? 

 

What do you appreciate about her? 



What’s really 
Important?  



What are your core concerns?  

 

Why is your suggested solution 

important to you? 

 

What were you hoping to achieve 

when this conflict began? 



They run in… …when others run out 





Get help 



Questions  

Review 

Wrap-Up 


