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WHAT IS CONFLICT?

Awareness Opposition Insufficiency

Blockage Incompatibility

• Define it.
• What does 

it look/ 
sound like?

• Where have you 
experienced it?

• How would you 
deal with it?

• Management 
style?
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THE BENEFITS OF HEALTHY CONFLICT

Source: Mc Lean and CO https://hr.mcleanco.com/
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OPTIMAL CONFLICT

Source: Based on Hatch 1997
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DEFENCE MECHANISMS

• Where a situation  becomes too 
much to handle, you may cope by 
refusing to experience it. 

Denial

• Involves completely forgetting the 
experience ‘under the carpet’.Repression

• Acting out your frustrations on 
another who ‘just gets in the way’.Displacement

• Blaming the other party to avoid 
you facing your issues.Projection

• Beyond denial. Behaving in the 
opposite way of which you think 
or feel.

Reaction 
formation

•Going to emotional or childlike 
emotional state. Transactions analysis 
PAC.

Regression

•Trying to explain your (or their) bad 
behaviour away/justify it.Rationalisation

•Transforming your conflicted 
emotions into productive outlets 
(going for run to release the stress).

Sublimation

•Mentally separating yourself from the 
person or issue.Disassociation

•Physically steering clear of the person.

Avoidance

Source: Tony Robbins
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ATTITUDE: HOW DO YOU TEND TO RESPOND?
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WHERE DO WE SEE CONFLICT?

Work

HomeInternal

Other
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STAGES OF CONFLICT

Latent 
conflict

• No outright conflict exists, but there is a potential for conflict because of several 
latent factors.

Perceived 
conflict

• Awareness/analysis of conflict.

• Conflict escalates.

Felt conflict

• Emotional response to each other.

• Attitudes polarize into “us-v-them”.

Manifest 
conflict

• People try to get back at each other & organisational effectiveness suffers.

Conflict 
aftermath

• Conflict is resolved – positively or not.
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STAGES OF CONFLICT
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HOW DO YOU RESPOND TO RISING TESNION?
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YOUR/THEIR PERSONALITY

Might your conflict ‘just’ be a 
personality clash?
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ANY CLUES IN YOUR FEEDBACK?
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CONFLICT RESOLUTION STYLES

Source: Thomas Kilmann http://www.kilmanndiagnostics.com/overview-thomas-kilmann-conflict-mode-instrument-tki

Tests in your packs
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When to Use Competing When to Use Avoiding

• Stress is high or moderate
• Problem is simple: unidimensional
• Problem is more important to you than to others
• There is little time for discussion
• Low or moderate levels of trust exist
• People can communicate their views
• The culture and reward system support members who 

argue their positions in a win/lose manner
• People are not concerned with sustaining their 

relationships

• Stress is overwhelming
• Problem is simple: unidimensional
• Problem is not important
• There is little time for discussion
• Low levels of trust exist
• Interactions are ineffective
• The culture and reward system discourage confrontation
• People don’t particularly care about their relationships

When to Use Compromising When to Use Collaborating

• Stress is high or moderate
• Problem is simple: unidimensional
• Problem is moderately important to all
• There is little time for discussion
• Moderate or low levels of trust exist
• Interactions are respectful
• The culture and reward system encourage quick fixes
• People are indifferent about their relationships

• Stress is stimulating
• Problem is complex: multidimensional
• Problem is equally important to all
• There is much time for discussion
• High levels of trust exist
• Interactions are effective
• The culture and the reward system actively encourage 

exploration, cooperation, and teamwork
• People want their relationships to last
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WIN-WIN ROLE PLAY

• Ideally no increase in cost
• Sam to give as little away as possible but flexible 

to get outcome
• Find win-win
• Feedback
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10 types of difficult people

 The Tank  The Sniper  The Encyclopaedia            The Explosive           The Drama 
Queen

 The Yes Person  The Innocent          The Unresponsive  The Cynic  The Victim
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• ‘Own worst enemy’: must be demonstrated.

• Sapping energy from team: must be addressed.

• Deep listening is needed to help the victim understand 
where the negative self-obsession comes from.

• Teaching the use of positive language and positive self-talk 
is essential for this person to break free.

10. THE VICTIM
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THE MORE YOU DO IT, THE MORE NATURAL IT BECOMES…
Identify 
person

Context/

Trigger

Identify root 
cause

Stage of 
conflict

Resolution 
style

Your defence 
mechanism

What soft 
skills?

Focus on win 
win

Type of 
difficult 
person

Conclusions
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