
CONFLICT 
RESOLUTION

Friday Evening Session



WELCOME

• Introductions

• Key Topics: Friday Evening

• Definition of Conflict

• Costs of Conflict

• Our Perceptions

• Introduction to Conflict Management System



Let’s get started….



DEFINITION OF CONFLICT

What is conflict?

A condition between people

1. Who are task interdependent, and

2. Where one or both feel angry, and

3. Find fault with the other, and

4. Use behaviours that cause an 

organizational problem



WHAT IS CONFLICT?

Scenario 1: Members come to church and see 
that the new landscaper has put salt on all 
the walkways. They are quite upset because 
this has upset the neighbours who have 
dogs that cross the property.

Scenario 2:  Sunday school teacher wants to 
do a Christmas pageant; Rector was 
expecting a more traditional format (poems 
and songs) and tells the teacher to change 
their plans.



THE COST OF A CONFLICT

ANALYSIS

Conflict occurs everywhere in a human 

community. 

“Those who have to deal with each other often 

make life tough for each other.”



EFFECTS OF CONFLICT

 Wasted time

 Bad decisions

 Lost souls

 Unnecessary restructuring/rearranging

 Property damage and theft

 Lowered motivation

 Lost productivity

 Health costs

 Personal/Family costs

Why does it matter?



THE COST OF CONFLICT

How unresolved conflict ends…

PERSONAL EFFECTS:

 Diminished joy and enthusiasm

 Lack of interest

 Reduced self-sacrifice

 Mental and physical disorders and health 

problems



THE COST OF CONFLICT

How unresolved conflict ends…

TASK RELATED EFFECTS

 Loss of trust

 Impaired community; bad vibrations

 Paralysis of congregational life - activity slows 
down and may even stop

 No more communication - speechlessness

 Exclusion and wall-building

 Apathy (I don’t care anymore), resignation, 
aggressiveness



THE COST OF CONFLICT

The Reality of Conflict

 Conflicts are sometimes the result of 

unconscious errors.

 Conflicts are not the dramatic and extreme 

exception to everyday life, rather, they are 

part of our daily psychological reality.

 Conflicts are an opportunity to create new 

and better solutions!





OUR GOAL WITH THIS

SEMINAR

1. To identify conflicts

2. Create an awareness of our reactions to 

situations ~ our perceptions

3. To gain tools to handle conflicts



OUR PERCEPTIONS – HOW OUR

REACTIONS MAKE A DIFFERENCE

Differentness is not a threat.
• As opposed to…“If we are different, one of us is 
wrong / inferior.”

Feelings are information.
• Change your view of….“Some feelings (like anger) 
are „bad‟ and we should not have them.”

I choose my own feelings and reactions.
• Your role in “You make me angry / sad / upset.”



LENS OF COMMUNICATION: HOW

DIFFERENCES MAY ARISE

 Age differences: experiences that individuals 

bring

 Power differences: assumptions of rightness 

based on position

 Cultural differences: meanings of specific 

actions/situations





REFRAMING AN ISSUE

 Reframing: changing the way you understand 
a statement, situation or behavior to give it 
new meaning

 The frame you choose (the meaning you give) 
sets off a series of beliefs, thoughts and 
behaviors. Each frame leads in a somewhat 
different direction. 

It's important to choose the frame that 
will take you where you want to go. If 
you're not headed there, reframe.



REFRAMING PROCEDURES

1. Listen to the statement.

2. Ignore/Remove “noise” from the statement.

3. Re-state the message to the speaker (“So 

what is important to you is…” or “So you 

are concerned about…”), including the real 

interest, in neutral, positive terms.  

4. After the response, ask a question that leads 

to constructive action. 



THREE POSITIONS FOR RESOLVING

CONFLICT



THREE POSITIONS FOR RESOLVING

CONFLICT

 Power Someone always looses a power contest

◦ Disputants use their resources (physical size, 
strength, threats, loud noises, numbers) to force or 
intimidate the other side to comply with their 
wants. 

 Rights Someone always losses a rights contest

◦ Trying to win by appealing to legal or rules

◦ May look to authority, past precedent, or other 
external judge

 Interest No one losses

◦ Trying to satisfy one’s interests by reconciling them 
with the interests of opponents

*  William Ury, Jeanne Brett, and Stephen Goldberg originated this concept in 1988.



WAYS TO FACILITATE CONFLICT

RESOLUTION

#1  Third Party Mediation
Mediation without a professional mediator

#2 Self Mediation
Mediation without t a third party

#3 Preventive Mediation
Mediation without an event

#4 Professional Mediation
Mediation through a professional



Final thought

Enlightened self-interest:  

If I “win” fights with you 

today, I will lose you 

tomorrow.


