
Key Points
Why Conflict Management Matters
•Conflict is natural in any team and, if handled well, can lead to growth, innovation, 
and stronger relationships.
•Poorly managed conflict can reduce morale, hurt productivity, and create a toxic 
work environment.
•Great leaders don’t avoid conflict—they manage it effectively to strengthen teams.
5 Steps to Managing Conflict Effectively
ʣ Identify the Root Cause
•Look beyond the surface issue—what’s the real problem?
•Ask questions to understand different perspectives.
•Common causes: miscommunication, competing priorities, personality clashes.
ʤ Listen Before Reacting
•Actively listen without interrupting.
•Paraphrase key points to show understanding.
•Ask clarifying questions: “What do you feel is the main issue?”
ʥ Stay Neutral and Keep Emotions in Check
•As a leader, remain calm and objective.
•Avoid blame and focus on problem-solving.
•Use phrases like, “Let’s work together to find a solution.”
ʦ Find Common Ground and Solutions
•Look for win-win outcomes where both sides feel heard.
•Encourage collaborative problem-solving.
•Example: If workload distribution is an issue, discuss ways to balance 
responsibilities fairly.
ʧ Follow Up and Reinforce Positive Behavior
•After resolution, check in to ensure tensions don’t resurface.
•Recognize and appreciate constructive communication.
•Build a culture of respectful disagreement and solution-driven dialogue.
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Step 2: Apply the Conflict Resolution Framework
Use the 5-step approach to analyze the conflict and develop a solution.

Step 3: Practice Active Listening
Choose a colleague, friend, or family member and practice active listening.
Have a short conversation where you:
Maintain eye contact.
Repeat or paraphrase key points they share.
Ask clarifying questions to understand their viewpoint.

Step 1: Identify a Conflict Situation
Think of a recent or ongoing conflict within your team.
•What was the conflict about?
•Who was involved and what emotions were involved?
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