
[image: image1.png]THE GEORGE
WASHINGTON
UNIVERSITY

WASHINGTON. DC



Conflict Resolution
Steps to follow

	1. Set the Scene
	Emphasize the fact that you are presenting your perception of the issue or problem. Use active listening skills to ensure you hear and understand the other person’s positions and perceptions.

· Restate 
· Paraphrase 

· Summarize

	2. Gather Information
	Here you are trying to get to the underlying interests, needs, and concerns. Ask for the other person’s viewpoint and confirm that you respect his or her opinion and need his or her cooperation to resolve the issue.

· Seek to understand his or her motivations and goals, and see how your actions may be affecting these.
· Explore the conflict in objective terms: Is it affecting work performance? disrupting teamwork? hampering decision-making? or so on.

· Be sure to focus on work issues and leave personalities out of the discussion.

	3. Agree on the Issue or Problem
	This sounds like an obvious step, but often different underlying needs, interests and goals can cause people to perceive issues very differently.

· Agree on the issue/problem that you are trying to resolve.

· Sometimes different people will see different but interlocking issues - if you can't reach a common perception of the issue, then at the very least, you need to ensure both of you understand what the other person sees as the issue or problem.

	4. Explore Options and Possible Solutions
	· Be sure each person has the opportunity to suggest options and potential solutions.

· Take time to identify what you both agree on.

· Propose ideas to resolve the conflict.

· Share what you are willing to give and what you need from the other person.

	5. Agree on Next Steps
	· By this step, a mutually satisfactory resolution may be clear to all.  

· Agree on path forward as well as roles and responsibilities and how to communicate the solution to others.

· If you are not able to agree on next steps, involve a 3rd party to serve as a mediator.


Conflict Preparation
PLanning for Conflict resolution
Instructions: Use this tool to organize your thoughts before working to resolve conflict situations.

	1.
	Describe the conflict situation. Focus on the issue, problem or disagreement, not on personalities. Gather all the facts and identify clear examples.


	2.
	Identify the source of the conflict. What do you think the source of the conflict is? Different views of the issue? Different goals, priorities, or values? Could the parties have a different method for exploring issues that is creating the conflict? Are there shared resources involved? Are roles and responsibilities unclear?


	3.
	Downsize the conflict. What do you think you can agree on? What are you willing to “give” on? What common goals and priorities do you share that you can highlight during the discussion? If you might have an emotional reaction, what can you do to avoid that?


	4. 
	Be clear about what is important so you can engage as an active, empathic listener. What do you need from the other person? What aspects of the conflict are not “negotiable” to you and why? Why is it in the best interest of the team, department or GW to follow your path?
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