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Agenda:

ü Define Conflicts and Disputes

ü Look at three considerations 

ü What to do when things donôt work









Handling Conflicts

ÁGive up 

ÁShut up

Áand Run



Where does conflict grow?



(   Conflict                I                  Dispute     )

ongoing escalates 

begins inside open/spoken 

natural state less control 

non verbal more history 

more control dealt with*

perceptions & emotions        





Stay focused on interest





Thrive at becoming a professional problem 

solver, and an understanding person.

Just by not allowing issues to become so BIG

Learn How to Thrive and Survive  

Tough Times



Interactions can begin 

with primitive reactions



You have to be willing to 

meander in your process

Curious not Judgmental
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Conflicts and Disputes can be good or bad, and are a sign 

of quality relationships with strong values colliding.

Mediator 

Disputant Disputant 



You want to work 

towards:

Mediator 

Disputant Disputant 

  



First Consideration

Know yourself 

Know the other side

What are the BATNAôs 



BATNA

ÁBest 

ÁAlternatives 

ÁTo a

ÁNegotiated 

ÁAgreement



Creativity and innovation



Lets have fun in the snow

The Great ______ Toboggan

Company

Negotiations go down hill



Second Consideration

Finding your GAME



Find your Game

Be curious and not judgmental: Allow 

yourself to find out more about the person 

or underlying issues.  This will help you 

find the interest and needs beneath the 

positions.   Ask open-ended questions.

Stay away from emotion driven beliefs.
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òThe What If ?ó Game 



Third consideration

Finding your timing and technique



ÁñAQBQLò:

`Ask Questions, Be Quiet and Listen.  Give 
them time to answer.  The real issue may 
not be visible at first.  

ÁSlow down.  

Listen to the questions as well as the 
answers.



Most powerful tool in 

Communicating 

Silence



Make use of Perceptions and 

Emotions
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