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Conflict Resolution Tips & Skills
Washington State Employee Assistance Program
Olympia (360) 753-3260 ○ Statewide Toll-free 877-313-4455
Tips

▪  Meet in a quiet and comfortable environment.
▪  Address each other by name, with respect and with sincerity.

▪  Don’t take it personally.  Focus on the situation, not the person.

▪  Let the person share his/her thoughts and feelings without interrupting.

▪  Listen and pay attention to words and body language (yours’ also).

▪  Maintain eye contact and be actively involved.

▪  Remain cool, calm and collected.  Take a break if necessary.

▪  Ask questions and try to understand the situation and his/her concerns.

▪  Take notes if appropriate.

▪  Practice negotiation and compromise.

▪  Take responsibility to help facilitate a solution.
▪  Hold yourself accountable for your part in the situation.

▪  End with an action plan and a “thank you.”

Skills
▪  Don’t take it personally.  A hostile person is usually angry at the situation, not at you.  Focus

   on the situation.

▪  Let the person vent his/her feelings.  The employee may have a need to be heard.

▪  Listen.  Listening can often be more important than talking.

▪  Maintain eye contact.  This will help you focus on the individual.

▪  Address the person by name.  He/she is worthy of your respect.

▪  Take notes if appropriate.  The person will feel you are serious about working on the problem.

▪  Ask questions.  Fill in the gaps.  Reconfirm details to make sure you have the correct
   information.  This communicates to the employee you take his/her problem seriously and are
   trying to find a workable solution.

▪  Take responsibility.  Help facilitate finding a solution to the problem.

▪  Do your best to solve the problem right away.

▪  Keep your promises.  Not doing so only makes things worse.











































































































































�








