ACTIVITY SHEET-Conflict 
Mediating Conflict
Establish ground rules
Treat all those involved with respect.
Keep emotions in check.
Focus on the issues, no personal attacks.
Follow framework
Allow each side to state his or her case.
Don’t interrupt or allow the other party to refute at this point.
Gather information. Ask questions to separate facts from perceptions.
Facts = objective, observable behaviors and events
Perceptions = individual perspectives on the situation
Agree on the facts and define the conflict.
Agree on the goal: solving the business-related problem.
How is the conflict affecting work performance?
Is the conflict damaging a client relationship?
Is it obstructing decision making?
Secondary goal: Reestablish constructive communication and trust between those involved.
Explore options together.
Ask each person to describe specific actions he or she thinks would resolve the situation. For example: “I’d like to take full responsibility for the Blackwell account. The way the work is divided now makes it difficult for either one of us to fully serve the client.”
Brainstorm solutions that will resolve the business-related problem and satisfy all involved.
Decide on a solution and how to implement it.




