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Agenda  
 

ÅWhy We Experience Conflict  

ÅThe Role of a PM During Conflict  
o Leadership  

o Recognizing Conflict  

ÅTechniques for Conflict Resolution  

ÅSession Takeaways  

ÅQuestions  
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A Perspective on Conflict  

Conflict Style  Conflict Optionality  

11/14/2013  Conflict Resolution  3 

1. Competing (forcing, 
or dominating)  

2. Avoiding (inaction)  

3. Accommodating 
(yielding)  

4. Collaborating  

5. Compromising  

 

ÅConflict is Negative 
o Stress 

o Resignation 

o Disagreements/Sabotage 

o Other 

ÅConflict is Neutral  

ÅConflict is Positive 
o Pressure 

o Divergent thoughts  

o Advanced ideals 

o Out of the box innovation  

o Other 

 



Why We Experience Conflict 

ÅDifferent Ideas and Perspectives 

ÅPoor Communication  
o Assumptions  

o Expectations 

ÅDifferent Goals  

ÅCompeting Priorities  

ÅDifferent Styles  
o Unique Personalities  

ÅEmotions  

ÅProcessing Changes 

ÅDifferent opinions, thoughts, 
methodology, experiences  
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We See the World Through 
5ÌÙàɯ4ÕÐØÜÌɯ+ÌÕÚÌÚȱ 



Do You Ever Feel Like You Are 

Surrounded By This? 
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The Role of the PM During Conflict  

6ÏÈÛɀÚɯÛÏÌɯÙÖÓÌɯÖÍɯÓÌÈËÌÙÚÏÐ×ɯËÜÙÐÕÎɯÊÖÕÍÓÐÊÛȳ  

 

 

 

 

 

 

 

 

 

 

FULL CONTACT SPORT  
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The Role of the PM During Conflict  

ÅRecognizing Conflict  

o Withdrawn  

o Silence  

o Sarcasm 

o Arguments  

o False Agreement  

ÅSet the Environment  

ÅWork the Process 
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For Jobs, every project has a   
 D irectly  
 Responsible 
 Individual  



Principles of Conflict Resolution  

#ÖÕɀÛɯFear Conflict, Embrace I t ɬ (ÛɀÚɯYour Job  
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ÅFirst Priority: Build, Repair, Maintain Relationships  
 
ÅSeparate People from the Problems 

 
ÅHelp People Move From Positions to Interests  
Å,ÖÝÌɯ%ÙÖÔɯɁÞÏÈÛɂɯÛÖɯɁÞÏàɂ 

 
ÅDiscover the "%ÈÊÛÚɂɯwith the parties 
 
ÅCollaboratively Explore Options   



Conflict Resolution Cycle  

Set the 
Environment  

Gather 
Information  

Clarify the 
Issues 

Brainstorm 
Solutions 

Co-Negotiate 
a Solution 

11/14/2013  Conflict Resolution  9 



Technique for Conflict Resolution  
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Step One: Set the Environment  
 

ÅDetermine the best context to discuss the conflict 
 
ÅDetermine the best method to discuss the dispute  

 
ÅEncourage honest and professional thought expression  

 
ÅRemind the disputants about perceptions and 

perspectives 
 
 



Technique for Conflict Resolution  

11/14/2013  Conflict Resolution  11 

 
 
 
ÅALL = Active Listening Leverage 
 
üMove from Positions to 

Underlying Interests  
 

üCreate Learning 
Conversations 

 
Step Two: Gather Information  

 
 

 
 


