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About Conflict

· Conflict is inevitable.

· Conflict develops because of human nature.

· Conflict can be identified in its early stages, when it is easier to resolve.

· Conflict can be contained and/or resolved by applying proven strategies.

Types of Conflict

· Breach of confidentiality

· Members engaging in business dealings with one another

· Members engaging in competitive business dealings

· Members engaging in personal/romantic relationships with one another
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Members gossiping about each other (private discussions, talking behind each other’s back)

· Personality conflict, e.g. someone is overbearing or rude

· Members soliciting business from one another

Symptoms of Conflict

· Look for these signs of conflict: 

· Tense body language

· Open disagreement between members

· Behavioral changes such as withdrawal or antagonistic comments

· Lack of respect toward other members

· Failure to achieve consensus, even on simple matters

· Confusion about Forum goals (lack of clarity)

· Failure to achieve Forum goals

· The first step in resolving a conflict is to recognize that a conflict exists.  Awareness is key!

Risks of Conflict

· Conflict can negatively affect your Forum.

· Conflicts make Forum members uncomfortable and unwilling to open up and be vulnerable.

· Conflicts can keep the Forum from advancing to the next level of Forum development.

· If left unchecked, conflicts can lead to your Forum’s demise.

Conflict Resolution Process

When two members have a conflict with each other…

1. First, the two members should talk together privately.
· Typically, one member feels wronged— betrayed, compromised, embarrassed, hurt, angry or disagreeable.  The other member may, or may not, be aware of this.     

· The member who is upset should directly approach the other member, one-on-one, and explain their position and feelings.

· This method is least likely to cause embarrassment, discomfort, or additional stress for both parties. 

· Often times, the conflict can be resolved between the two members directly without going any further.

· If the conflict cannot be resolved through a direct, private conversation, proceed to step 2.

2. Next, the moderator should be invited to participate in a discussion with the opposing parties.

· The moderator functions as a mediator and listens to each party as they express their opinions and feelings.

· The moderator attempts to help each party clearly identify their needs and expectations relative to the situation.

· The moderator seeks to resolve the concerns of both parties.

· At times, the conflict can be resolved by having an independent third party bring impartial reasoning to the discussion.

· If the conflict cannot be resolved with the moderator’s help, proceed to step 3.

3. Finally, the Forum group is invited to participate in the discussion.

· The discussion should be introduced and mediated by the moderator.  

· As the moderator, be careful to remain impartial. 

· Encourage everyone to approach this as a team challenge to find a solution.

· Ten bright minds are better than two or three!  
Separate the Elements

Ask the opposing parties to state each of these elements separately.

· Facts – ask the different parties to state the absolute facts of the situation.

· Opinions – ask the different parties to share their opinion about the situation.

· Feelings – ask the different parties to share their feelings about the situation.

· Wants – ask the different parties to share their wants about the situation.
"I'm Clean" Clearing Exercise
Schedule at least quarterly.  This exercise is for anything affecting the group or a member negatively.  There are two reasons why we aren't clear:  Someone has done something I don't like, or I've done something I don't like.  In a perfect world, do it in real time, immediately when an issue arises.  The world, however, is not perfect.

This is to address little issues before they become big issues.  Each person has his or her own threshold and litmus test.  The second time a member comes late may be an issue for one person and not another.  If one person has a problem, there's a problem.
Who's problem is it?  The person who feels something is an issue must own the problem and takes responsibility for resolving it.  The person who is the target of the feedback does not necessarily have a problem.

This process is especially good for people in the group who avoid conflict.  Conflict-embracers may not see the same need for this.  This also avoids frustratedly opening up to a third party about the issue.

Quarterly, the group sits in a circle and each member takes a turn as Stick Holder.  The Stick Holder looks into each member's eyes and feels emotions for 3-5 seconds.  Then the Stick Holder states "I'm clean with you."  or "I'm not clean."  If not clean, the Stick Holder then states the facts of the behavior causing the problem and then sends an I-Message.  The Stick Holder is neither to make the issue about the person personally,  to judge, nor to speculate why it happens.  No one responds to the Stick Holder.
After everyone has taken a turn as Stick Holder, each person takes a turn a second time.  This gives all the recipients of feedback the chance to state if they are still clean or not.
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Conflict can be constructive!





Result in clarification of important issues


Involve people in resolving issues that are important to them


Inspire authentic communication


Help release pent up emotion, anxiety and stress


Enhance people’s understanding of each other


Result in creativity and new thought processes


Help individuals improve behavioral skills such as tolerance, compassion, patience 


Help individuals learn techniques and strategies for solving problems


Result in the development of successful solutions
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