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What is conflict?

ÅActual or perceived opposition of needs, 

values and interests.

ÅWhen two or more parties, with perceived

incompatible goals, seek to undermine each 

other's goal-seeking capabilities

http://en.wikipedia.org/wiki/Need
http://en.wikipedia.org/wiki/Value_(personal_and_cultural)


Possible Result of conflict 

Without proper resolution, conflicts in social 

settings can result in stress or tensions among 

stakeholders. When conflict does occur, its effect 

is often broader than two individuals involved, 

and can affect many associate individuals and 

relationships, in more or less adverse, and 

sometimes a destructive way.

http://en.wikipedia.org/wiki/Stress_(medicine)


Possible Outcome of Conflict #1 

Lose ïWin where one party feels 

victorious and the other feels defeated



Possible Outcome of Conflict #2

ÅWin ïWin where both parties feel heard, 

understood and are agreeable to the outcome. 

Respect is built, future communication is 

strengthened and real peace is achieved.



An ounce of Prevention

ÅSet Team Guidelines

ÅBuild relationships

ÅCreate a positive environment for 

communication



Set Team Guidelines

ÅChain of command ïconcerns/complaints go up

ÅRespect for office and each other 

ÅCommunication guidelines - email

ÅConfidentiality 

ÅTeam building exercise ïthe importance of 

relationships

Officer Training Should include:
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The Evils of E-Mail
Studies show that 55% of the meaning people make in any 

communication about feelings and attitudes is based on 

what they see, 38% on how it sounds, 7% on the actual 

words. 

If you use email to communicate your disappointment, your 

anger, frustration, or any feeling other than 

encouragement, support or pleasure with someone:



Build Relationships

ÅAllow time for informal non business 

interaction in your team. 

ÅCreate team building activities

ÅValue your members/officers as

unique individuals



Create a Positive Environment for 

Communication 

ÅBe available 

ÅBe willing to be wrong 

ÅAssume the very best motivation from the 

other person 

ÅGive legitimate forums for opinions



When Conflict Occurs

ÅBe calm and know that this is inevitable. 

Donôt take it personally.

ÅKeep it as private as possible- go to the 

source



Conflict guidelines contôd

ÅStay focused on the issue at hand. Affirm your 

desire to find a solution and affirm the person

ÅListen , donôt wait to talk ïtake notes if 

possible and use listening phrases ñso you are 

sayingéò

ÅBe sincere ïthis is where relationship helps



Conflict guidelines contôd

ÅDo not be defensive ïits usually not just 

about you

ÅAvoid ñyouò phrases

ÅHave a possible solution in mind 

ÅWhen itôs over itôs over - let it go

ÅAnd rememberé.



ñé people will forget what you said, 

people will forget what you did, but people 

never forget how you made them feelò ï

Maya Angelou



When one on one doesnôt work

Bring in a neutral third party

Chapter Assistance Team 


