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Conflict Resolution

A. Conflict Resolution Tips

1. Create a comfortable/neutral environment.  The discussion of the conflict should take place privately, only with the parties involved.  If the conflict arises in a more public setting, such as at a club meeting, you should firmly insist that the parties involved meet later to discuss the situation.  Select a comfortable and quiet setting for the discussion.  Often it’s preferable to hold the discussion in a more social setting, over a soda or snack, to eliminate the less comfortable business environment.

2. Establish negotiating rules.  Each person should have the opportunity to state his or her case, without being interrupted.  Each person’s opinion should be respected and heard.

3. Use “I” statements.  It’s important to express your opinion as your own.  Don’t try to project your opinion or views onto someone else and don’t assume someone else shares your opinion.  Say things like “I believe…” instead of “we believe…” or “she believes…”.

4. Identify the problem.  All persons need to come a consensus of what the problem is before the problem can be fixed.  Often there are underlying issues entering the picture, such as a past incident or situation that is still affecting how someone feels about the new situation.

5. Identify options.  What are the options for solving the conflict?  Identify all the options that the group can see, don’t throw any out because one person doesn’t agree.  You’re not at the point where you have to agree yet, just identify all the ways the problem can be solved.

6. Set a deadline.  Establish a mutually agreeable deadline by which the conflict will be solved.  

7. Identify criteria for decision.  What criteria are you all going to use to determine which of the options you identified as the best?  Number of club members that will be affected?  Financial impact?  How many current club operations, policies, or projects will have to be changed to accommodate the solution?

8. Make a decision.  Using the criteria established, select one of the options identified, by the deadline that was established.

Remember: FOCUS on the PROBLEM and SOLUTIONS to the problem.

(Source:  Circle K International Club Officer Leadership Training Leader’s Guide)

B. Mediating Conflict

1. Recognize your authority and your vulnerability.  When you are asked to help, you are in an authority position.  You have the right to make some demands about conditions under which you will help, however, you must use the authority judiciously.  Remember, you will also be a convenient scapegoat if things don’t work out well.

2. Use one-on-one discussion first.  Take some time to meet with each person involved in the conflict first.  This allows you the opportunity to get their side of the story and they will approach later joint meetings with less apprehension.

3. Take charge of the communication process.  Don’t allow the participants to ramble.  Ensure individuals are listening to one another.  Control interruptions.  Take notes.

4. Serve as a process observer.  Every now and then provide some feedback about how the parties are handling the process.

5. Manage the level of tension.  Sometimes you may have to call a halt to this discussion and do some more one-on-one work to allow the tension level to decrease.

6. Keep participants in the here and now.  Don’t let past history or predictions of future catastrophes enter into the discussion.  Keep the participants focused on the present situation.

(Source:  Circle K International Club Officer Leadership Training Leader’s Guide)

C. Some parting thoughts:

1. It’s ok to agree to disagree – get over it and move on!

2. Attack the behavior, not the person

3. Praise in public, criticize in private.

4. The spoken word can never be retrieved.  Remember the toothpaste effect.  How fast can you squeeze it out?  Now, how fast can you put it back?

5. “Some people just groove on drama.”  John Sandhofer

6. When problems arise have everyone write down what’s bothering them on paper, then rip it up and let it go.

a) This helps alleviate some of the frustration.

b) Helps all parties evaluate what is the cause of their emotions. 

7. Remain objective.

a) Try to help the parties involved work through the problem together

b) You are not there to solve the problem, but to listen, mediate, and suggest solutions.

8. Be patient.

a) If a club is experiencing problems it is important to take the time to work through them. Not recognizing problems decreases communication and teamwork.

b) Take the time to examine all aspects of the conflict.

9. Admit mistakes.

a) Acknowledge where you have gone wrong, so that others see you taking responsibility for your actions.

b) Admitting your mistakes makes you more aware of your actions and their implications, so that you can avoid those mistakes next time.

10. Follow the Golden Rule.

a) Respect is a fundamental aspect of any organization or relationship and must be maintained at all times.

b) Be aware of another’s differing opinion.  Allow them the right to their emotions, and ask that they allow you to have your emotions as well. 

11. Evaluate what arguments are really worth trying to win. 

a) Learn to ignore lesser issues.

b) Do not waste time splitting hairs.

c) Come to a fair compromise.

d) Too much stubbornness over small items can hold back the club.
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