Hints for dealing with conflicts on a one-to-one basis

TAKE TIME TO COOL OFF. Issues can't be dealt with unless emotions are worked
through. In both individual and group situations, the long-term relationship is generally
more important than the conflict. Also, the process of conflict resolution is as important
as the content. A resolution in which one party is the winner and the other party is the
loser is no resolution.

THINK ABOUT THE PERSON AS A PERSON. This helps to break down role
stereotypes.

KNOW YOUR AIM. Knowing what is important to you in the conflict and stating it clearly
makes it more likely that your needs will be met and that the conflict will be resolved.

TRY TO UNDERSTAND WHAT THE OTHER PERSON IS SAYING. Listening,
paraphrasing, and good feedback show concern for the other person, which, in turn,
facilitates communication, defuses conflict, and lowers tension.

FIND SOMETHING YOU CAN AGREE ON. Use this as a basis from which to work
through the problem.

BE SPECIFIC WHEN YOU INTRODUCE A GRIPE. Don't just complain. Ask for
reasonable changes that will relieve the gripe. Confine yourself to one issue at a time.

ASK FOR AND GIVE FEEDBACK ON MAJOR POINTS. This serves to make sure you
are heard, and to assure the other person that you understand what he or she wants.

NEVER ASSUME that you know what the other person is thinking until you have
checked out the assumption. Do not predict how he or she will react or what he or she
will accept or reject.

FORGET THE PAST AND STAY WITH THE PRESENT. Changes can't be retroactive,
but you can have an impact on the future.



