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Leader’s Guide

Trainer’s Preparation
Things to do before
•

Read the Cooperative Problem Solving Guide

•

Make copies of the Risk and Opportunity scenarios to distribute

•

Arrange the training room to accommodate work in small groups

Materials
• PowerPoint presentation and projector
•

4 blank flipcharts

•

4 sets of different colored markers (Green, Black, Red, Blue)

•

Participant Workbooks

•

Self Assessments

•

Level 1 Evaluations

Instructor Note
There are several things you should emphasize throughout this course:
1. The basic premise of this course is that conflict is natural and is not necessarily a
bad thing.
2. The goals of this course are to develop a common vocabulary; provide a model
for how we are going to manage conflict - specifically, the language of interestbased communication and the VALUED approach for managing conflict
A Note on Delivery Methods
While acknowledging that conflict can be a serious issue, the material presented in this
Guide should be delivered in a safe, non-threatening, and positive way – beginning with
the training environment. Whenever possible, create a positive environment that helps
participants feel comfortable and that is conducive to participatory activities. Create an
up-beat setting and arrange table and chairs to facilitate discussion, not to focus on the
facilitator. Encourage creativity. This material will work best when participants are
actively involved.
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Icon Legend
Icon

Meaning

Use

Workbook

When referring participants to a
section of their workbook. A
number refers to the page in the
Participant’s Workbook.

Flipchart

When using a flipchart
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Individual work

Exercise

Course-related work performed
individually, in teams, or as a large
group

Group discussion

Anytime participants debrief an
exercise or engage in un-facilitated
discussions

Transition

Used to connect topics

The current slide

To prompt the leader - Numbers
under the slide refer to the number
of transitions on the slide

1-2
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Opening
Sequence of activities:
a. Opening & Overview (10 minutes)
b. Icebreaker (15 minutes or about 1 minute per participant)
c. Self Assessment (3 minutes)
d. Course Objectives (2 minutes)

Welcome participants as they enter.

Explain that the purpose of this short
workshop is to help everyone deal
better with the possible conflict that
come with change. The skills they learn
today will be useful in and outside of
work.
Agenda (2 minutes):
This short course is a basic course on
managing conflict through improved
communications. It provides a common
language and basic tools for managing
conflict in a productive way.
Ice Breaker
Explain that to start, we will go around
and make sure that we know each other
and get an idea of how we each prefer
to deal with conflict.
Ask each participant to provide his/her
name, position, and the animal or
Strategies for Improved Communication
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animals that represent his/her usual
approach to conflict:
• Ostrich (ignore it and hope it goes
away)
• Lion (go on the attack to get your
way)
• Puppy (just wants to make the
other person happy)
• Monkey (try to work out a mutual
agreement and live in harmony)
Point out that we tend to use more than
one, but to choose the one that tends to
be their first response.
Instructor note: Keep the introductions
brief – maximum 1 minute each.
Demonstrate this through the way you
introduce yourself. Mention that there
might be other animals or other
creatures that better represent a
participant’s sytle. Participant should
feel free to be creative.
Self Assessment
Explain that this will help think about
our perceptions of conflict. Participants
should not put their names on the
assessment. This will not be used to give
them a grade.
Explain that we will complete this
assessment at the end of the workshop
and see if some of our perceptions have
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changed
Allow 2 minutes to complete.

Course Objectives
Review the objectives of this course that
are on page 1 of the Workbook:
• Recognize the major causes of
conflict and that conflict can
present positive opportunities
• Respond to conflict by respecting
the person

1

• Resolve conflict by addressing the
problem
• Use Reflection to learn from
conflict
Refer participants to the illustration of
the 4 Rs of Conflict Management on
page 2 of their workbooks.
Review the bullet points under each R in
the workbook
Explain that this course is organized into
4 sections; one section for each of the 4
Rs.

2
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Recognize Conflict
This section explores some typical workplace conflicts, the common causes of conflict,
and the opportunities that conflicts provide if we know how to handle them well.
Sequence of activities:
a) What is Conflict?
b) “Common Conflicts at Work” Exercise (25 minutes)
c) “Causes of Conflict” Exercise (25 minutes)
d) Transition to next Section

Explain that in order to recognize conflict we
need to be able to define what it is..

6

3

Ask for some possible definitions.
Refer to and review the definition of conflict
on page 3 of their workbook.
“Conflict” as used in this workshop means
differences that arise between people which
cause them concern.
Some important points about conflict:
• Conflicts between ourselves and coworkers are inevitable and normal, given
that each of us is different from everyone
else
• A conflict may arise without all of the
parties necessarily being aware that
there is a conflict
• Sometimes we even have internal
conflicts – we are “of two minds” about
something.
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•

2

4

Conflicts are not necessarily positive or
negative – they just are – and they
present opportunities to solve problems
collaboratively

Common Conflicts at Work
Explain that this workshop will use examples
of common workplace conflicts to explore how
we can prevent destructive conflict and
resolve those conflicts that do arise.
Instructions: as a table group, please identify
some common workplace conflicts. For
each example, identify the problem or
issue, the people who might be involved
(titles only, please – no actual names), and
what each person wants.
Refer to the “Common Workplace Conflicts
Worksheet” on page 4 of the workbook and
Explain that they should use it to come up
with 2 examples that they will present to the
rest of the class.
Explain that they will have 10 minutes to
create the examples and transfer them to
flipcharts. They will then have 2 minutes to
describe their examples to the entire group.
After 10 minutes, ask the groups to stop and,
one table at a time, present their examples –
the issue, the parties involved, and what each
party wants.
(Instructor note: Keep each group report to 2
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minutes or less.)
Ask the participants to write down a conflict in
their own personal life that they would like to
consider during this workshop. They should
use the same format that they used to identify
workplace conflicts (on page 4). This is for their
personal consideration only, and they will not
be required to describe it to anyone else.
Explain that to understand these and other
kinds of conflicts better we will are going to
consider the major causes of conflict.
Exercise: “Causes of Conflict”
(Instructor note: be sure to give specific
examples for each.)

4

(Instructor note: Refer participants to “Causes
of Conflict” on pages 5-6 of their Workbook for
more thorough descriptions.)
Facts: We can see the same facts differently,
or we can disagree over what the facts are in a
situation. Some people might receive new
information before others. Two people might
interpret information differently.

2

2

Methods: We often disagree on the
techniques and procedures for completing a
task or project. Supervisors may have different
ways of rewarding or disciplining employees.
Managers may have different opinions about
how to keep their staff up to date on current
information
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2

2

Goals: We can have conflicting or different
goals. (One employee sees her job as an
opportunity for advancement and promotion.
Another may see her job as what she does for
a living, is quite content to keep doing it, and
actually doesn’t look to advance. Another
might see her job as part of a patriotic duty.
Yet another might see her current job as a
chore that must be completed until she finds a
new job or retires. A manager’s goal might be
to achieve maximum efficiency while a
supervisor might be more interested in
accommodating the personal needs of his
team. The goal of a passenger might be to get
on his flight with as little hassle as possible. A
goal of the security screeners is to make sure
nothing that appears threatening gets past the
checkpoint.)
Values: We can disagree over values or basic
principles or beliefs. (One person might prefer
working part time as an opportunity to spend
more time with his family while another might
view it as a loss of income. Our cultural
background influences how we behave at
work. One person might have been brought up
to respect everyone and another might have
been brought up to expect other people to
earn respect.)
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Ask the participants to refer to the examples
that they just developed, and determine what
might have been the cause(s).
Ask them to identify the possible cause or
causes by writing the first letter of the cause
next to each conflict,
It’s ok to identify more than one cause for a
particular conflict – that is often the case in
real life.
Allow 5 minutes for the participants to identify
the possible causes of their conflicts.
After five minutes, ask for reactions to the
exercise:
• Was it easy to determine the cause?
• Did some conflicts have more than one
cause?
• Why is it important to think about what
causes conflict? (To shift the focus to
“fixing the problem” rather than “fixing
the blame”.)
(Instructor note: One of the reasons we
explore facts, methods, goals, and values as
possible causes of conflict is to de-personalize
the conflict; to focus on the cause of the
conflict rather than on blaming people
involved. When thinking about conflict, it is
easy to blame the other person and then never
really address or resolve the cause of the
conflict. Distinguish between the person and
the problem.)
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Transition to the “Respond with respect”
section (the second “R”) by asking what we
have learned so far.
Conflicts involve:
• Two or more people
• With a common problem or issue, but
• Different positions on how to solve the
problem or issue
Explain now that we have considered some of
the causes of common workplace conflicts, we
will move on to explore how to respond to
conflict in a positive way that demonstrates
respect for the other people involved.
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Respond with Respect
This section gives the participants an opportunity to explore the process of ‘responding
with respect’ in a conflict situation.
Sequence of activities:
a. Exercise: “Conflict: Risk or Opportunity?” Exercise (20 minutes)
b. Exercise: “Active Listening” (10 minutes)
c. Exercise: “Effective Speaking” (10 minutes)
d. Exercise: “How We Say It” (10 minutes)
e. Transition to the next Section

Explain that in this section we will explore why
the way we respond to conflict has a significant
impact on achieving a successful resolution.

Ask the participants to think back to the
conflicts they identified in the previous sections
of the course.
Ask, what are some of the ways people
typically respond to those
conflicts/problems/issues/concerns?
• Avoid it
• Complain to each other, take it home
• Blame someone or something
• Let the other person have their way
• Just get angry
Explain that we often respond to conflict by
avoiding it or blaming someone because we see
conflict as a negative thing, something to be
avoided. That might be an appropriate reaction
sometimes, but we are more likely to try to
Strategies for Improved Communication
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resolve a conflict if we can see some potential
benefit in addressing it.

2




Refer participants to the Chinese character for
conflict on page 7 of their Workbook.
Explain that the ancient Chinese character for
conflict is made up of two separate characters;
one of the characters stands for “risk” and the
other for “opportunity”. For thousands of years
people have realized that conflicts can present
opportunities.
Ask, how can a conflict be both a risk and an
opportunity?
Use a flipchart to record responses.
Examples:
Risks
• feelings might get hurt
• retribution
• might get fired
Opportunities
• might improve a relationship
• might get a better job
Explain that we now have an exercise that will
help us see both the risk and the opportunity in
conflict.
Give each group one of the “Risk and
Opportunity” scenarios.
Explain that they have 6 minutes to list all of
the possible risks and opportunities they can
come up with for their scenario. Be sure to
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consider the risks or costs of not trying to
resolve the conflict.
There is a worksheet on page 8 in the
Workbook to record your discussion.
Stop after 6 minutes.
Ask each group to read their scenario and then
their list of risks and opportunities. (Allow 2-3
minutes for each group).
Ask what can we do to influence whether a
conflict will result in a risk or an opportunity?
How we respond to it; how we communicate
through speaking and listening.
Explain that Effective Communication is the key
to conflict management. We cannot begin to
address our differences unless we are able to
communicate how we feel
Ask what are the keys to effective
communications?
The 2 primary elements of communication are:
1. Effective speaking, and
2. Active listening
Explain that the following exercise explores
how communications can influence a conflict.
Ask the participants to form up into pairs, and
to decide who is “A” and who is “B”.
Ask all of the “A’s” to come together into one
group, and the “B’s” to come together into
another group. Separate each group so that the
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people in one group cannot hear the
instructions given to the other group.
Give group A these instructions:
Your task is to try to convince your partner that
he or she wants to read a great book or see a
really great movie that you have just seen. You
should begin by asking them if they have a
minute to listen because you think that they
will think that it is a great book/movie, too,
once they’ve seen it. Explain that everything
about the book/movie is great – there is plenty
of action, enough romance. You will have 2
minutes.
Give group B these instructions:
You partner wants to tell you about something
that interests him/her and you say OK. Your
task is to do whatever you can to avoid
listening to what he or she has to say. Try
things like fidgeting, avoiding eye contact,
interrupting, ‘hijacking’ the conversation in
favor of your own. You pretend you are
interested but your actions demonstrate you
are not. You will have 2 minutes to do this.
Ask the participants to form up into their pairs
again, and tell them to start.
Stop them after 2 minutes.
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Debrief by asking what was happening during
that exercise? How did you know?
Ask listeners, how did it feel? What about the
people doing the talking, how did it feel?
(Acknowledge that you instructed the “B”
group to exhibit “bad listening” behavior).
Ask what could they have done differently to
have a more productive conversation? Some
possible answers/examples:
• Speakers: Ask what the problem is, or ask
if this is really a good time.
• Listeners: Focus on what is being said, ask
any questions you might have, watch your
body language (that you are facing the
person, sitting still, making eye contact).
Refer participant to the “Guidelines for
Responding” on pages 10 and 11 of their
workbook, and ask them to review the
guidelines.
Ask for examples of each guideline. Some
examples are: Validate/Be respectful: “You’ve
worked hard to get this done.”, “This has been
a high pressure hour for you.”, or “I can see
that this is very important for you.”
Ask open-ended questions
Explain that an open ended question is one
that cannot be answered by ‘yes’ or ‘no’. An
example of a ‘closed question’ is: “Will you
speak to Ronald?” A yes or no question causes
the person answering to take a position- yes or
no. An example of an open end question would
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be, “How do you feel about talking to Ronald?”
Open ended questions are also useful to test
assumptions, to show respect for the speaker
by being curious, and to uncover interests:
“Can you tell me more?” What is important to
you about having a conversation with Ronald?”
“Help me to understand why you would prefer
not to speak with Ronald?”
Point out that some other examples of openended questions are given on page 10 of their
workbook.
Paraphrase:
Explain that paraphrasing is a way of giving
feedback, of touching in to make sure that you
understood, and of showing you are listening.
“What you’re saying is that you would prefer
not to speak with Ronald” “What I think I heard
you say is . . ”
Point out that some ways of paraphrasing are
listed on page 10 of their workbook.

11

Refer participants to page 11 of their
workbook, “Active Listening Skills” and review.
Active Listening Skills
• Listen with respect – give the other
person time to talk
• Don’t challenge or interrupt
• Check for understanding
• Don’t problem-solve Ask
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Ask the participants to get back together in the
same pair, and repeat the previous exercise
with one difference: this time, the person doing
the listening (group B) must use active listening
skills.
Stop after 2 minutes.
Debrief: How was that different? Did it feel
better? How did the listener demonstrate good
listening skills?
Explain that one part of communications is
listening and there are things we can do to
improve our listening skills.
The other part of communications is what we
say.

2

3

There are 3 basic elements of our
communication: words, tone of voice and body
language.
Ask which of these 3 elements do you think
most influences how the other person hears
what we are saying?
Flipchart responses.
Explain that according to one study the words
we use convey only 7% of our message. Our
tone of voice conveys 38%, and our body
language conveys 55%. Other studies
consistently show that our tone of voice and
body language are much more important than
our words in how others hear what we’re
saying.
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Transition to the Tone of Voice exercise by
explaining that we are going to explore how
just one of those factors -- our tone of voice -can completely change the meaning of what we
say.
Ask for a volunteer to read the sentence on the
slide without any emphasis.
Ask for volunteers to read the sentence on the
slide with each volunteer placing emphasis on
just one of the words that appears in red (total
of 5 volunteers). For two or three of the slides,
ask what the differences in tone might mean?
Raising an Issue
Ask what are some of the ways we can raise an
issue that contributes to a beneficial
resolution?
Review page 11 of their workbook, “Raising an
Issue”, and ask them to give examples of
preparing, putting it on the table, and inviting
cooperation.
Transition
Transition to the next section by summarizing
the “Respond with respect” section.

3

Strategies for Improved Communication

page 19

Leader’s Guide

Break
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Resolving Conflict
This section of the workshop will combine the “respect” skills we just practiced with
“resolve” skills.
Sequence of Activities:
b. “Exploring Options” exercise (20 minutes)
c. Transition to the next Section

Refer participants to the flipcharts that they
created for the first exercise – “Common
Conflicts at Work” - the issues, the people
involved, and what they wanted.
Explain that the next step in managing and
resolving conflicts is to uncover why the
people involved hold their positions. In order
to do that we must understand the difference
between positions and interests.

10

Explain the vacation dilemma:
A loving couple is planning a vacation.
One person wants to go to the beach and the
other wants to go to the mountains.
Ask if they stick to their positions, what kind of
vacation will they have?
What can they do if they want to get beyond
their positions and have an enjoyable
vacation?
Instructor Note: They can reach a compromise
and spend part of the time at the beach and
part of the time at the mountains but each
person might enjoy their time at the other’s
choice. A compromise is not necessarily the
best resolution of conflict. If we collaborate
and explore interests we might be able to
achieve a resolution that is mutually
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acceptable without having to compromise.
Explain that in order to get beyond their
positions – what each wants – they have to
explore why they have their wants
Once interests are identified, the parties can
shift their question from “Who gets their
way?” to “How do we meet as many of our
interests as possible?”

17

Ask what is the difference between positions
and interests?
Review the “Iceberg” graphic on page 12 of
their workbook.
Explain that positions are what we want.
Interests are why we have our positions – why
we want what we want. Our interests are our
underlying hopes, fears or needs; what’s
important to us.
Once interests are identified, the parties can
shift their question from “Who gets their
way?” to “How do we meet as many of our
interests as possible?”
Explain that we are going to do an exercise
that will provide us an opportunity to practice
uncovering interests.
Assign each group with one of the
“Position/Interests scenario beginning on
page 13 of their workbook
Ask each group to read their scenario and
write the positions and interests of each party,
using the same format as the “Uncovering
Interests Worksheet” on page 17 of their
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workbook. Allow each group about 5 minutes.
Explain that if they are having difficulty
identifying what is an interest and what is a
position, two good questions to identify
interests are “Why”? and “What is important
to you about….?”
Monitor and support the groups to ensure that
they have understood the instructions.
After 10 minutes, ask each group to present
their results (about 2 – 3 minutes each group).
Explain that their next exercise is to select one
of the more challenging scenarios from the
earlier “Common Conflicts at Work” exercise
and complete another “Uncovering Interests”
worksheet to list the possible interests of each
party. Allow each group about 10 minutes.
After 10 minutes, ask each group to present
their results (about 2-3 minutes each group).

19

Exploring Options
Explain that, now that we know what each
person’s interests might be, the next thing we
will do is to brainstorm some of the possible
options for resolving the conflict.
Explain that we’re not going to solve this
problem; just brainstorm possible options.
Refer participant to the Ideas for
Brainstorming on page 19 of their workbook.
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Instruct the groups to take 5 minutes to
identify as many options as possible that might
be ways to meet some of the interests of both
of the parties.
Explain that they will describe the options to
the entire group.
Ask each group to describe some of the
possible options for a resolution. Allow 2-3
minutes for each group.
Ask, what would be the next step in resolving
this conflict?
Deciding on an agreement.
Ask what makes an agreement a good
agreement?
Refer the participants to page 20 of the
workbook, and review the key elements of a
good agreement – a “SMART” agreement:
•Specific - must address the interests of
each party
•Mutually acceptable - should be
determined collaboratively so both
parties are satisfied
•Appropriate - should not contain
conditions outside the control of the
parties involved
• Realistic - it is practical and reasonable
•Time-based - has an estimated timeline
and contingencies
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Transition
Review what we covered in the third R:
• Positions
• Interests
• Exploring options



• SMART
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Reflect: Learn from Conflict
The 4th R is Reflect -- the opportunity to learn from conflict. The reflective aspect of
conflict management is a structured activity that can be used by individuals and groups.
It is a process for getting the most opportunity from conflict – the opportunity to learn
and grow.
Sequence of Activities:
1a. Reflecting on the Course

21

Explain that now we are going to use what we
have just learned by reflecting on the issue of
concern we identified in the beginning of the
class.
Explain that there are some good tools that we
can use to help us remember things. The ‘4 Rs’ is
a good example. It reminds us that we must first
recognize conflict and then use communication
skills to respond to and resolve the conflict.
The VALUED Approach
Explain that this is another tool that can help us
remember how to respond effectively: the
‘VALUED’ approach to conflict management.
Refer participant to the “A VALUED Approach”
model on page 21 of their workbook, and
explain: Everyone wants to be VALUED.
The VALUED model is an easy to remember
summary of the core elements of finding
common ground.
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Refer to and Review the Finding Common
Ground worksheet on page 22 of the workbook.
Explain that this is a simple tool that will help
remind us what to examine as we reflect on
conflict. It can be used by individuals and as a
group activity.

Learning from Conflict Exercise
Explain that for the next exercise they will use
what they have learned so far to analyze the
personal issued they wrote down at the
beginning of the class. They should use the
Finding Common Ground Worksheet on page 22
of their workbook and identify the issue or
problem, the people involved, what their
positions and interests are and then explore
some possible solutions. They might not know all
of the circumstances The goal is to use what they
know to analyze the situation and brainstorm
possible options to resolve the conflict. They may
volunteer to share their work with the group.
They have 5 minutes.
After 5 minutes ask if anyone wants to share
their work
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Summary
Ask now that we have completed the 4 Rs of
conflict management, what are some of the
things you’ve learned?
• A definition of conflict
• Common causes of conflict
• Elements of Communication
• Guidelines for Responding with Respect
• Interests v. Positions
• ”SMART” Agreements
• 4Rs
• A “VALUED” Approach

Strategies for Improved Communication

page 28

Leader’s Guide

Closing
Sequence of Activities:
a. Post-course assessment (5 minutes)
b. Level 1 evaluation (5 minutes)
c. Graduation (5 minutes)

Post-Course Self-Assessment
Review the Self Assessment as a group and
make sure there are no outstanding questions
about the proper answers.
Thank participants and add any finale comments
as you feel inclined.
Hand out the level-1 evaluations and ask
participants to complete and leave forms at a
specified location in the room on their way out.
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Resource Material
Additional Information on Conflict Management
Much of the material for this course has been adapted from the book Getting to Yes
(Fisher, R., Ury, W., and Patton, B. Getting to Yes: Negotiating Agreement without
Giving In (2nd Ed.). New York: Penguin, 1991.) and other online material available from
Search for Common Ground (www.sfcg.org)
Other resources:
Fisher, R. Beyond Machiavelli, New York: Penguin, 1991.
Lambert, J., and Myers, S. 50 Activities fir Conflict Resolution, Amherst, MA: HRD
Press, 1999.
Schon, D. The Reflective Practitioner: How Professionals Think in Action. BasicBook ,
1983.
Ury, W. The Third Side: Why we Fight and how we Can Stop. New York, Penguin,
2000.
Definitions
Conflict Differences that arise between people which cause them concern
Issues
Problems to be solved
Positions Demands or statements of what someone says they will do or not do; one
party’s solution
Interests Underlying needs, concerns, hopes, fears
Options Possible, often creative agreements or pieces of an agreement; Options are
not commitments
Prepared Flipcharts

Risks
Opportunities
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Sources of Conflict
Facts
People can see the same facts differently (difference of interpretation), or they can
disagree over the facts of a situation. Conflicts over facts are often the easiest to manage.
To explore differences over facts ask:
1• Do stakeholders have access to the same information? For example, are upper level
managers missing critical operating details or the most current data? Are less
informed employees missing part of the big picture?
2• Is the same information being interpreted differently? Cultural background, social
conditioning, personal history, and vested interests influence perceptions. One person
may interpret an event as a challenging opportunity, while another may see it as
obscure or ambiguous. For example, two people might interpret the shoe policy
differently. Sharing information or getting reliable data usually can resolve conflicts
over facts.
Methods
People often disagree on the techniques and procedures for completing a task or project.
To explore differences over methods, ask these questions:
1• Does good alignment exist between a task to be accomplished and the person asked
to perform it? That is, are the skills and interests of individuals well matched to the
jobs they are asked to perform?
2• Does it really matter which method we use? Is one way more effective than
another, or are we in conflict merely over using "our" method?
3• Is the required task well framed? Specifically, have clear and reasonable
boundaries been set?
4• Is enough support being provided? Do people have adequate resources, facilities,
training, and recognition?
5• Are acceptable set procedures and/or ethical standards being followed? For
example:
- Two employees might differ over the best way to conduct a pat-down;
- Supervisors may have different ways of rewarding or disciplining
employees;
- Managers may have different opinions about how to keep their staff up to
date on current information.
Conflict over methods can usually be resolved by the airing of differences and
collaboration—working together to come to an agreement on methods.
Goals
People can have incompatible or divergent goals. One party is trying to achieve one set of
outcomes, and another party wants something entirely different to happen. To explore
conflict over goals, ask:
1• What are our goals? What outcome does each of us want to achieve? Often,
articulating differences in goals goes a long way in understanding and reducing
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conflict.
2• Where is our common ground? What goals do we share? How can we best meet
our mutual goals? Disagreement over goals usually occurs at one level of concern.
However, a higher level can almost always be found where stakeholders share a
common vision or goal.
Like conflicts over methods, disagreement over goals can usually be resolved by
problem solving and finding common ground.
Values
People can disagree over values or basic principles or beliefs. This is the most difficult
kind of conflict to resolve. To explore conflict over values, ask the following:
1• Could cultural differences be operating here? If yes, how can we acknowledge and
respect one another's differences?
2• How do our values differ? An awareness and articulation of differences in values
can help each party understand the other.
3• Given our differences, how can we best work together?
4• Can we agree to disagree? Oftentimes, we must acknowledge our differences,
respect the other's position, and move on, knowing that long-held beliefs and values
will not change.
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Risk/Opportunity Scenarios

Risk & Opportunity Scenario 1
Your team member has the habit of humming and mimicking jazz
tunes, right down to playing the “air sax” and practically dancing,
which can get very annoying (especially since he has no musical
talent). You want him to stop. What are some risks? What are some
possible opportunities presented by this conflict?

Risk & Opportunity Scenario 2
You’re meeting an old friend for dinner. You haven’t seen each other
in quite a while and are really looking forward to bringing her to your
favorite Italian restaurant. When you mention your choice of
restaurants she asks to go to someplace that’s not Italian. What are
some risks? What are some possible opportunities presented by this
conflict?

Risk & Opportunity Scenario 3
You have deeply held religious views and your supervisor occasionally
uses words that offend you. You feel like you might be the only one
who feels offended and don’t want to cause trouble. On the other
hand, you like your supervisor and would like for him to respect your
feelings. What are some risks? What are some possible opportunities
presented by this conflict?
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Risk & Opportunity Scenario 4
You have been overhearing members of another team talk about
some changes that are about to happen in the organization. You
have heard them talking about several different changes that will
affect you and your team but no one has said anything to you or
anyone on your team. Naturally, you are concerned that your team is
being left out of the information loop. You discuss this with your
team and decide that your supervisor is not giving you the support
you need. What are some risks? What are some possible
opportunities presented by this conflict?

Risk & Opportunity Scenario 5
You have been doing your job for a while now and have been
recognized for your skills. One day you arrive at work to find that you
have a new supervisor. On her first day as your supervisor she asks
you to change the way you do one of your most important tasks. You
know that you have been doing it correctly and the way she wants
you to do it is faster but less accurate. What are some risks? What
are some possible opportunities presented by this conflict?
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