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CONFLICT

X Sample One-Day Agenda
Overview
The times listad below are approximate and should be used only 25 2 basic guideline. It's more
Conflict is 2 maining program that provides you with the essential information and skills importat to allow the participants to spend time in the exercises that benefit them the most. You
needed to help you deal with conflict in your personal and prefessional life can easily modiy these times. Try 5ot ta let the clock run your workshop. Observe the partici-

pants and make your time decisions accordingly.
“This prozram will help you respend to anger i others, aspecially when it's directsd.
persamaly. You will undsrstand how 1o mara ge your own anzer, and you will leam ta Opening the Warkshop 20 mimates 8:30- 850

[ ] [ ]
Tecogaize e des with somons who challengs vl Sl s, D, IS
etc. Vou will alzo leam what to do when someans sees the facts cifferently than you And Working With An Angry Person 15 mimutes 8:50- 805
nally. you will gain a basic understanding of how t manage conflict in others when you
arzin  third party role Controlling Your Anzar 15 mimares 9:05- 920

Canttcrss ﬂe;lgned foryousnscvely ariciar withyour pers e iniog workshap
Thi you to improve your g2 and <kilk by inegating
wort et ations s the workdhop Bresk 15 mimutes o4 - 955

Course Objectives Listsning Acknowlsdzments 15 mimutes 9:55 - 1010
tmxgmmmbmhg:wpam],hﬂmdmnﬁdmemwammmmhﬂm- o I o o Skill Practice 45 mimutes 10:10 - 10:55
Tt e org by focasng ontheasas Ktk Dealing With Challenges to Valuss 15 mimares 10:35-11:10

u Working Wik an Angry Person

Using Self-Talk 20 mimates e20- 40

& LioitngPor epone o rge Value Challenge Exercise W mimtes 1L:10- 1130
» Managing Four Own Emotion ) . ]
Tiing Kot Litenong Ackmoledgpments Skill Practice 30 miutes 11:30-1200
Deaimg with Challenges ta Values a n )
. lswfvn!g!whmr_ﬁhfqm Lunch 60 mimures 1200 - 1:00
 Managing Canflier in @ Third Party Rale - e . F— Lo 13
Personal Objectives ‘i/ ° Resolving Differences in Facts 10 mizates 130- 140
In this section of your workbook. Ut one or o personal objectives you would like , Resolving Differences in Facrs Exarcise 15 minuras 140 - 153
ml[mmphshbvﬂumdo[(mﬂm Use these objective: 25 YOUT measunng tools 1o hely
o0 st whars o fcs vou i dsicg b wockdop. Ty ot vou il Bresk 15 e Lss- 220
objective to about 10 to 15 words and maybe one or two bullet: you gef mnio the exar-
cises and talk to other participants, fw\l[mlmﬂ.l‘ffwnrub]amvs Skill Practice 60 mimres 210- 310
Manazing Confict in a Third Parry Rele 10 mimras 310- 320
Skill Practice 60 minutes IN- 40
Identifying Oppornurities and Werkshop Cloca 15 mimras 4. 435

CONELICT

Working With An Angry Person
1) State the following and direct participant: to page 1.

An important skl for you to master is the ability to work with people in negative emotions.
This is hard to do, especially whe it gets pretty beated. When a person gels angry, if's

Identfied below and on the following page are several examples of self-talk that ofher
peopls use when confronted with anger o another negative emotion. Talk our-loud with
vour small group and see what other phrases o words you can develop. Maybe a few of
the words are similar o ones you already use

easy to forget about collabaration and move into an anger mode. The number-one skill in
collaborating is the abiity to deal with an angry person without getting anery ourselves.
Tdenified on page 1 are several of the most common responses when confronted with
anger.

1. Take-Charge of Your Emotions
Take-charze statements help you focss on your own emotions and help you avoid gening

3 Review “Retum Anzer With Anger™
Once you're in charge of your emotions, you can be at your best during the confrontation.

Doss matching anger with anger happen around here? Someone give me an example.
* T can manage this sinaion. 1inaw how

il it tha punches. S1ay in cantrol
empioyee isn'tworth geting angry aver. I can deai with thiz.”

handia my anger. "

Gain respanses.

How does that impact the situation?

Gain respanses.

Eow do you espend foa peson when w0t are pset or ange, and e peron you're upsel
oF angry at, refurns those emotions right back at yo

Createa discussion and model an example

2. Take-Charge of Your Phiysical Renctions Through Self-Contral Getting augry wou't wsually help selve a problem. Kusually damage: 3 relatiouskip,

creates resentment, and  whole host of other negative things. Our next poor response s o

Self-control statements help you manage your angry reactions. They focus your atiention ignore the person.
on what your body is doing 50 Yo can bring it uader control.
Review “Iemore the Person
- “Take if eazy, a doap broath will halp.”
* "Stay calm, look cancamad, the empiayee will alk & out.” Are It might sppea uatnral many imes fofocws on he tsk and ignare the prevaling e
« "Kesp my voice caim, speak siowiy and careily. Use good wards.” Hum 40 708 resgond o SumEvne when 700 are angry, and foe stber perion Tou've angy Al

focuses only on the situation, and ignores your sbions mmm

Create a discussion and model an esample

@ When you ignore the emotion, and focus ealy on the situatio, it gives the impression to the
other person bis or ber anger isn’t valid. This tactic usually oaly intensifies the anger. In
fact, one of the best ways to make someome angry is fv iznere him or Ler.

Our third poor response to anger is fo patronize the person.

Review “Patronize the Person ™

| Microsoft WORD ‘°
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CONFLICT

Overview

Caonflict is a fraining proeram that provides you with the essential information and skills
pesded o help vou deal with conflict in your personal and professional life

This program will help you respond to anger in athers, especially when it"s directed
persomally. Voo will undsrstand how fo manage your own anger, and yvou will lsam to
recognize and deal with someone who challenzes a vabe such as faimess, tnust, integmity,
etc. You will also leam what to do when someons sees the facts differently than you. And
finally, you will gain a basic understanding of how to manage conflict in others when you
are in a third party role.

Short-Term Meetings

3 ), L

Canflict is designed for you to actively participate with your pears in the fraining workshaop. -y 15
This raining program encourages you o improve your knowledes and skilks by integrating - - - . N
your work-related sinmations into the warkshop.

Course Objectives

Cnur poal is to build preater personal skill and confidence in yoor abiity to deal with con-
flict in the organizaton by focusing oo the areas listed below.

Skill Practice

n Working With an Angry Person

n fmfns.r Responses o Anger

n Managing Four (hen Emotions

n Using Key Listening Acknowledgments

u Dealmg with Challemges fo Falues

u Resolving Differemces im Facrs

n Managing ConfTier im @ Third Pargy Role —

Personal Objectives QM B Skl Practice Conchine _

In thiz section of your workbook, write out ons or two personal ohjectives you would like
to accomplish by the end of Conflict. Use these objectives as vour measuring toels to help
you determine whers to focus your energies during the wadkshop. Try to limit your initial
objectve o about 10 to 15 words and maybe one or two bullets. Az you get into the exer-
cizes and talk to other participants, you can modify yoor objectives.

an Effective Leader Exercise

What W

What Could Use [mprovement?

€ 1011 Brainstoms Dhzoomics
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Canflict is a fraining prog
needed 1o help you deal v

recognize and deal with so
etc. You will also laam v
finally. you will zain a bag]
are in a third party role.
Canflict is desiznad for yol

This training program encd

u Resofving Diffe
n Managing Con

In thiz section of your war
to accomplish by the end o
vou determine whers to fif
objectve to about 10 ta 15
cizes and talk to other part|

CONFLICT
Using Self-Talk ’%/

Identified below and on the following page are several examples of self-talk that other
peoplz use when confonted with anger or another negative emotion. Talk out-loud with
vor small group and see what other phrases or words you can develop. Maybe a few of
the words are similar fo ones vou already uss.

1. Take-Charge of Your Emotions

Take-charge statements belp you focus on vour own emaotions and help you aveid genins
“booked” by a person’s abuse. Instead of letting the person control your emetions, you

de-couple yourself from what the person is saying. Vou fake charge of your ovn feelings.
Omee you're M charge of your emaotions, yon can be at your best during the confrontation.

= "I can manage this simatan. T naw how te handle my anger.™
= “Jhstrodl with the pumches. Sy in coantrol. ™
* "This employee isn 't worth gening angry over. I coan deal with this.

1. Take-Charge of Your Physical Reaction: Through Self-Control

Self-contel statements help you manage vour angry reactions. They foous your attention
on what your body is doms so you can brng it under contral.

» "Take it easy, a deep bremsh will haelp. ™~
= "Sray calm, look cancerned, the empiayes will falk it out.™
» "Keap my voire calm, speak towly and cargfully. Le pood wards.™

Skill Practice

&kill Practice Coachine
o E— T

Ton e acticing T dowall Covestio s

Skill Practice Coaching Checklist

What Could Use [mprovement?
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Canflict is a fraining prog
peeded o help vou deal v

recognize and deal with so
etc. You will also laam v
finally. you will zain a bag]
are in a third party role.
Canflict is desiznad for yol

This training program encd

u Resofving Diffe
n Managing Con

In thiz section of your war
to accomplish by the end o
vou determine whers to fif
objectve to about 10 ta 15
cizes and talk to other part|
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Identified below and on thy
peoplz use when confontd
vir small group and see 1
the waords are similar to on|

1. Take-Charge of Yq

Take-charge statements hef
“hooked” by a person’s ab
de-couple yourself from w)
O you're i charge of 3

= "I can mangge this sin
= “Jhest roll with the punch
* "This employee isn'T wail

1. Take-Charge of Vo
Self-control statements hel
on what your bady is doiny

» "Take it easy, a deep hra
= "Sray calm, loak cancer]
» "Keap my voire calm, 5p|

YValue Challe: Exercise %/

Your strategy in dealing with a person who challenges your vabees is to eventoally prove to
that parson you are not what he ar she is suggesting. If vou are unabls to do that, then in his
or ber eves, and maybe others, you are what's beins suzgested  The other thing to consider
is maybe the person isright Maybe wou have inadversently done what be ar she has ndi-
cated to you. Eesp an open-mind, and remember to ask for clarification and examples.

The way to prove to the person challensing you that you're nat what he or she is suggesting
is to endarss the value Endorsing valees is really fairly easy. It requires listening to the
othar person’s concems, and then answering the concem.

Endorsing a person’s values works because we all share most basic walues. We can muth-
fually endorsz the value and pat the other persen’s concems to rest

5 That Endorse Values

Listed below are a few examples of staements that endorse values. These statements begin
tha critical process of proving to the ether person that you are not what he ar she is suz-
gesting by his or her valne challengs.

= “Treally aroreciate the gffars you e putin. . .~
* “I'm committed to workmg withyou .. "

= “I'm commined ro being jiir ...~

= “I share your concern abaur thiz ... "

In wour small group, decide what you might say to a person who challenzes ane of more
of the values indicated in the words below and on the following page This is a two-part
exercise. First, azree on the value(s) being challenged. Second, develop the wards to en-
dorse the vahie being challenzed so you begn the “proving” procass.

For the purpose of the exarciza, you can assume the statements are valid and the persan
wonld be able to provide you with vivid examples when you ask for clarification.

1. “You fname the deparimens| people think the whole world revolves around you. Well it
do=sn't 5o don't come to me with your special requests.”

11 Practice

actice Coaching
rr— Bedideean ©

ce Coaching Checklist
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Caonflict is a fraining prog
peeded o help vou deal v

This program will help
persomally. Yoo will
recognize and deal with =
etc. You will also leam wh
fimally. you will gain a bas|
are in a third party role.

Canflict is dasigned for yo
This raining program encd
your work-related sins

flict in the m‘gauluﬁmltl}'

u Resofving Diffe
n Managing Con

In thiz section of your war
to accomplish by the end o
vou determine whers to fif
objectve to about 10 ta 15
cizes and talk to other part|
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Identified below and on thy
peoplz use when confontd
vir small group and see 1
the waords are similar to on|

1. Take-Charge of Yo

Take-charge statements hef
“hooked” by a person’s ab
de-couple yourself from w)
O you're i charge of 3

= "I can mangge this sin
= “Jhest roll with the punch
* "This employee isn'T wail

1. Take-Charge of Vo
Self-control statements hel
on what your bady is doiny

» "Take it easy, a deep hra
= "Sray calm, loak cancer]
» "Keap my voire calm, 5p|

Al

Vour strategy in dealing wi
that parsan you are nat wh|
or ber eves, and maybe otl]
is maybe the person is righ
cated to you. Eesp an ops|

The way to prove to the p
is to endarss the value Ey
othar parson’s concems, af

Endorsing a person’s valu
fully mdncr;eihemluem

8

Listed below are a few exd
tha critical process of prov
gesting by his ar her valns|

= “Treally aorecid
= “I'm commitied of
= “I'm cammined o
= “I share your cav

In wour small group, decid|
of the values indicated in 1
exercize First, agree on
dorse the vahie being chall

For the purpose of the exey
wonld be able to provide ¥

1. “You (name the deparm|
do=sn't 5o don’t come to

CONETICT
" " ' ' b,
Resolving Differences in Facts Exercise V

In your small group, decide what you might say to a persen who sees the facts differently as
indicated in the situations below. Think about your words cansfully.

1. Your mamager says you have mizssed a deadline for the fifth time, vou never follow-up as
requested. and you always hawe excases. Vour facts are different. What do you say?

1. Yoo are sitting i a t=am meeting, and the t2am has just decided oot to do aoy cross-
maining hecause team members say ross-raining never works, and it &5 always a way to
overwork the staff. You see the sitnadon differently. What do you say?

3. You are meeting with an emploves who indicates that the facts and pumbers you have
arz wrang. She has the right fizures. and can't understand why you won't change yours.
What do you say”

4. Anemployes is complaining to you about always getting the wrong numbers and infor-
matson. Your facts and information doesn't indicate this. What do you say?
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- Sample One-Dav Agenda
The times listed below are approximate and shonld be used only as a basic puideline. It's mors
muportant to allow the participants to spend time in the exercises that benefit them the most. You
can easily modify thess times. Try oot to let the clock run vour workshop. Obsamve the parici- Short-Term Meetings
pants and make your time decisions accordingly.
Opening the Workshop 20 minates 8:30 - &S50
Cansequenres of Hirmg Derisions 15 minutes 8:30 - 903
Common Selection Problems 20 minutes B:05- 925
Gathering Information 15 minntes @25 - 940 . B B
] Break 15 minates Se4d - 253
Behavior Examples 30 minates 9:35 - 10:25 R
False Behavioral Information 20 minntes 10:25 - 10:45
Identifying Behavier Examples Exerrise 45 minutes 10:45 - 11:30
Plaoned Behavioral Questions 30 minntes 11:30 - 12:00
Lunch 6 minates 12:00 - 1:00
Plaoned Behavioral Questions Exercise 35 minntes 1:00- 1:3%
Fallow-Up Questions Exerciss 35 minates 1:35- 210
n Listening Acknowledzments 10 minates T10- X20 . el SRp—.
Break 15 minates LM- X33
Closing the Interview 15 mirates 1:35- 250 Skill Practice Coaching Checklist :ci
3kill Practice 80 minutes 250 - 420
Reviewine the Application 10 minates 420- 430
Pacing the Interview and Taking Notes 10 minates 430 - 440 —
ldentifving O sties Workshop Close 15 mintes 44 255 lls of an Effective Leader Exercise 7 What Went Well?
. Wihat Could Use [mprovement?
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3
The tmes listed below are
mpareant to allow the par
can easily modify thess oo
pants and make your time
Opening the Workshop
Cansequences of Hinmz D)
Common Selection Probley
Gathering Information
Break
Behavior Examples
Falze Behavioral Informat
Identifying Behavior Exan)
Planned Behavioral Cuest)
Lunch
Planned Behavioral Cuest)
Follow-Up Cuestions Exey
Listening Acknowladzmer
Break
Closing the Interview
5kill Practice
Pacing the Interview and 7]
Identifying Oppornumnities

Workine With An v Person

1) State the following and direct participants to page 1.

Anp important skdill for yoo to master is the ability to work with people in negative emotions.
This iz hard to do, especially when if gets pretty heated When a person gets angry, it's
easy to forget abont collabaration and move into an anger mode. The nomber-ome skill m
collaborating is the ability to deal with an angry person withont getting angry ourselves.
Identified on page I are several of the most common responses when confronted with
AMPET.

Feview “Feturn Anger With Anger ™

Doe: matching amger with anger happen around here? Someome give me an example.
(Gain responzes.

How dioes that impact the situation?

(Gain responses.

How do yoo respond to a person when voun are npset or angry, and the person yow're npset
or angry at, Tefurns those emotions rizht back at you?

Create a dizcnssion and model an exampls.

Getting angry won't nsually help solve a problem. It wsnally damages a relationship,
creates resentment, and 3 whole host of other negative things. Our nert poar respanse is to
ignore the person.

Feview “Tenore the Person ™

It mizht appear natural many times to forns on the task and ignore the prevailing emotion.
How do yoo respond to someone when you are angry, and the other person you're angry at,
focmses only on the sitnation, and iznores your abvioms emotion?

Create a discussion and mode] an exampls.

When vou igmore the emotion, and focns cnly on the situation, it gives the impression to the
other person his or her anger isn’t valid. This tactic wsnally only intensifies the anger. In
fact, one of the best ways to make someone angry is to ignore him or her.

Our third peor response to anger is to patronize the person.

Feview “Pamronize the Person.”

Short-Term Meetings

n] ), L

Skill Practice

&kill Practice Coachine
Tona acticiac o E— Do fid el Cancshic 5

What Went

What Could Use [mprovement?
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9 Dealing With Challenges to Values
The ti ictad - Worl 1} State the following and direct participants to page 12,
wpartnt to allow the par 1) State the following and d One of the most difficolt sitnations o handle is when someone challenges you by stating
:uml}mndlffmzsgm Ap important skill fi that you are clearly vislating a common value. In these instances, yom may disagree with [eetings
pants and male your tme This & bard fo do, espec] his or her assessment. However, unil the challenge is dealf with, your ability to interact ;
Opening the Workshop nnhfurgﬁah-u,lt:nﬂ. with this person and others in the organization may be difficult.
. ;;ll“]!“"ﬁ I““js “"2']’“" T disagree with someone is to share a different view of the situation. Either you dow't
Cansequences of Hiring D Ol page - are share the facts, or you hold different values. To work through disagreements, vou must
c Sslection Proble AMEET share points of view until both parties share similar facts and valnes.
. ) Review “Retum Anger Wi Your first exercise is to identify some common values that are important for individmals
Gathering Information Does matchi il and teams to have in-place. These are the values that will most likely be challenged by
matching anger ofhers. Talk out-lond im your small groups to come up with 3 complete list. Don't Hmit
] Bredk Coain respanszs vourself. Vou want to be prepared to deal with any value challenge that might be thrown
Fespanzes. af vou
Behavior Examples . B A Pracrice
§ How does that impact th Some examples of commen valoes wounld be respect, frust, honesty, fairness, etc. When E—
Falz2 Behanvioral Informat) Gain - von lst the valoe, make sure you agree in your group fo the definition and how it would be
\dentifvine Behavior E FRApanEs. applied in the organization.
How do yoo respond to af .
Plarmed Behavioral Guest| or angry at, refurns thesy Do anpone have any questions?
Lunch Create a discnssion and md Answer any questios.
o 1B ioral Qe Cetfing angry won't wsu Walkk around and assist as neaded.
Elow-Up Guesions Exe i 2) State the following to debrief the exercise.
Listening Acknowledzmer Review “Tgnmore the Persan] What are some examples of common valnes? |
Bresk It might appear natural 3 Gain respanses.
How do von respond to s . .
Closing the Interview fnclssuj:i}'nltie:imi 'l:huemsmufﬂnﬂhuyulmstlw'lmdulmﬂx Whm_gulgetllh_wum— htice Coaching Checllist
cises, mse these values as examples to see how you do. Any question:?
%kill Practice Create a discossion and md A any questions.
Feviewing the Application When vou igmore the sm . .
other person his or her af 3) Diirect participants te page 13,
Pacing the Interview and 7] fact, one of the best ways|
e Ouflined on page 13 is a simple process for dealing with challenges to values. When han-
tifying Oppornmities/| Our third response dling these sitmations, deal with the anger first, before you move to the value being chal-
e poor e lemged. Look at number 3. If oo are being challenged have the personm clarify with easy
Feview “Pafromize the Per)
i)

S
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Dealiy - . .
5 Wor Value Challenge Exercise
) . — 1) State the following and df
The times Lizted balow are ) ) 1) State the following and direct participants to page 14,
wwportant to 2llew the pary 1) State the following and df One of the most difficult ) o )
l:i!-‘llEiSll}mﬂ-dlffihE{Em i . that vou are clearly viola Your strategy in dealing with a person who challenges your values is to eventually prove to
pants and make your time An important skill for yo his or her assessment. H that persom you are not what ke or she is snggesting. If vou are unable to do that, then in
) . This is hard to do, especi with this person and ofhe his or her eves, and maybe others, you are what's being sugzested. The other thing to
Opening the Workshop easy to forget about colla consider is maybe the person is right. Maybe you have inadvertendly done what be or she
» ;;ﬂabmhﬂg]s “';hi“' To disagree with someon has indicated to you. Keep an open-mind, and remember to ask for clarification and
Cansequenres of Hiring D ““hf"'d“l“g' are3 share the facts, or you hol es.
) EeT- share peints of view until i . !
Commen Selaction Problay ) i The way to prove to the person challenging you that you're not what be or she is suggesting
) . Review “Retum Anzer W Your first exercize is fo i is to endorse the valne. Endorsing values is really fairly easy. It requires listening to the
Gathering Information . . and teams to have i other person’s concerns, and then answering the concern.
Does matching anger wif others Talk ont-dond in
Ereak . . vourself, You want to be Endorsing a person’s values works becanse we all share most basic values. We can truth-
Bet : Gain responses. at vow fully endorse the value and put the other person’s concerns to rest.
chavior Examples
) How does that impact th Some examples of commy Listed om page 14 are a few examples of statements that endorse values. These statements
Fals2 Behavioral Informaty i . vou list the value, make 3 begin the critical process of proving to the other person that you are not what he or she is
S ) Gain responses. applied in the arzaniratig sugzesting by his or ber valne challenge.
) How do you respond to Does anvone have u In vour small gronp, decide what yon might sa¥ to a person who challenges one of more
Plarmed Behavioral Quest or amgry at, returns thosy : e of the values indicated in the words on pages 14 and 15, This i a two-part exercise. First,
N Answer sstions. agree on the valoe(s) being challenged. Second, develop the words to endorse the valoe
Lunch Create a dizcussion and o e being challenged 50 you begin the “proving” process.
. | . . Walk around and assist as
Plarned Behavioral Cusst| Getting angry won't nsu For the purpose of the exercise, vou can assume the statements are valid, and the person
Pl g QueticnyEin) I";:::;f;'ﬂ::‘- amd 4 2) State the following to del] would be able to provide yom with vivid examples when vou ask for clarification.
Listeminz Acknowledsmed Feview “Tenors the Persa What are some examples| Does anyone have any questions?
Break It mizht appear natural J Gain responses. Answrer any questioes.
Closig e arm ﬂ:’:;::; ﬂ:;‘["ﬂi These are some of the vl Walk around and assist as naeded.
cises, mse these valwes as . . .
Skill Pracice Craste 3 dscassion 14 o 1) State the following to debrief the exercize.
Answer any questions.
e e i Let's go through each example to see first, what valwes youn believe are being challenged,
Reviewing the When vou ignore the sm . . i i
= the Application oﬂnﬁmfﬁsurhu N 3) Direct pa ans to pa and second, the words you would wse to handle each situation.
Paring the Interview and 7] fact, one of the best ways|
= e Outlined on page 13 s
tifying Opporunities’] Our third response dling these sitmations, de
en £ poor e lenged. Look at number
Review “Patronize the Per
i
N N
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