Collaborative Conflict Management

1. Think carefully about how to phrase the issue before beginning.  Present the issue using “I” statements.  Avoid using “You.”

2. Describe, without judgment, the observable behaviors and events regarding the issue.
3. Use statements that explicitly identify your wants and needs.

4. Try to get the other to express his/her wants and needs.

5. Express understanding, acceptance, or positive regard for the other and the other’s needs.

6. Focus on mutual wants and needs.

7. Accept responsibility for your own behaviors which hinder the conflict management process. 

8. Listen not only for the other’s position statements, but also for the emotions behind the position

9. Control your defensiveness and anger.

10. Initiate problem-solving techniques:

a. redefine the problems

b. analyze the causes of the settlement difficulties

c. brainstorm alternative solutions by sharing 

information about both party’s needs and interests


d. select the best solution—mutually agreeable
