
Navigating Workplace Conflict 
 
We all know when we are in a dysfunctional relationship, it drains our energy and we 
anticipate and, dread interacting. To move successfully through conflict, all parties need 
to firstly, want to and, secondly, take responsibility for their part in the conflict. 

Conflict at a Glance*

Types 
1. Relationship 
2. Task 
3. Process 
4. Status 

 
Considerations 
1. Past experiences 
2. Cultural norms 
3. Office context 
4. Gender norms

 
Options 
1. Do nothing 
2. Directly address 
3. Indirectly address 
4. Leave the relationship

 
Natural Tendency
1. Avoiders 
2. Seekers 

*This is taken from the HBR Guide to Dealing with Conflict, written by Amy Gallo 
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Key roots of conflict
• Gaps in knowledge and understanding 
• Ineffective communication 
• Unexpressed and unmet expectations 
• Assumptions and judgments 
• Unconscious and conscious bias 
• Personal triggers 
 
What do I do when dealing with a toxic relationship? 

It is challenging to move through conflict when parties are blaming the other person's defective 
personality. He’s lazy, dishonest, mean, not very bright... 

Labeling the other person creates a dynamic where the party feels powerless to impact the 
situation.

When people are in conflict they become entrenched in their point of view. It is important to 
create an opportunity to interrupt conscious and, unconscious assumptions, and process new 
information.

Slow it down and shift the focus from the personalities and historical stories to the desired be-
haviors and motivation to work well together.  

Biases that stop the processing of new information 

Confirmation bias: Cognitive dissonance: 
• Selective listening and only process things that support our preconceived ideas 

Reactive devaluation: 
• Devalues information because it comes from the opponent 

Selective perception and memory:  
• Only see information that validates what they think they should see and remember 

Fundamental attribution error: 
• Attributes a decision to the character of the other person 

Need to slow down, how do we do that? 

• Open-ended questions - yes/no questions trigger defensive behavior 
• Information gathering questions 
• Problem-solving questions 
• Reality-changing questions 
• Hypothetical questions  
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Tools	During	Dif-icult	Conversations

• Actively	and	Empathetically	listen	
*	Restate	and	Re-lect	back	emotion	

• Acknowledge	
*	The	I	statement	

• Focus	on	ideas	and	behaviors	rather	than	personality	
• Be	solution-oriented	
• Brainstorm	
• Take	a	break	
• Focus	on	your	breath	
• Stay	on	track	using	your	answers	to	logical	questions	

Blocks	to	Empathetic	Listening*

Advising:	“I	think	you	should…”	“How	come	you	didn’t…?”

One-upping:	“That’s	nothing;	wait’ll	you	hear	what	happened	to	me.”

Educating:	“This	could	turn	into	a	very	positive	experience	for	you	if	you	

just…”

Consoling:	“It	wasn’t	your	fault;	you	did	the	best	you	could”.

Story-telling:	“That	reminds	me	of	the	time…”

Shutting	down:	“Cheer	up.	Don’t	feel	so	bad.”

Sympathizing:	“Oh,	you	poor	thing…”

Interrogating:	“When	did	this	begin?”

Explaining:	“I	would	have	called	but…”

Correcting:	“That’s	not	how	it	happened.”

*Nonviolent Communication by Marshall B. Rosenberg
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Not	Feelings: I	feel	good/great	-	(satis-ied,	excited,	happy,	jubilant), I	feel	rejected	-	(lonely,	
hostile,	dejected), I	feel	liked/hated	-	(contented,	lonely,	ashamed), I	feel	manipulated	-	
(angry,	brokenhearted,	despairing), I	feel	attacked	-	(sad/terri-ied/shocked).
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My Notes:
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