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Communication and Conflict Management


Why Is Communication So Important?


________________________________ is the way we interact with fellow humans, the way we get our message across.

“Good” communication and the ability to manage conflict effectively is a ______________________ , one that all of us can learn.

The ability to ____________________________ successfully and ‘get along with’ people is a critical ingredient to excellence in “people skills.”

The Role of Perception

Things that influence our perception:

 (
We see things:
not as 
they
 are
but as 
we
 are
)	





We want to develop our ability to listen well, so that the message __________________________ and the message _________________________ are interpreted for the mutual understanding of both.

A significant factor in improving our communication, reducing conflict and understanding the other person’s point of view is the recognition that our perceptions are always ___________________ to some extent, and perhaps even _____________________________.

Our Perception of Reality is Not Necessarily Reality

Recognizing our _________________________ is the basis for taking responsibility for how we think.

Taking responsibility for how we think means:

· Challenging the _____________________________________  of our perceptions
· Challenging the _____________________________________  of our perceptions
· Challenge the ______________________________________  of our perceptions

Our patterns or usual behaviors can be ___________________________, _________________________ and ________________________, or they can be frequent cause of _____________________________ communication experiences for us and for those with whom we communicate.
Examples of operating in a “reactive mode” to the circumstances in our life:

Own your perceptions – don’t let them own you!

· Take ___________________! Own _________________ role in relationships and circumstances.

· _____________________ your responses.

· _____________________ reactive patterns.

· Don’t react – ___________________________!

Communication Styles

We each develop a particular ____________________ of communication.

__________________________________ different styles of communication will help us interact and communicate with people who have very different styles of communication from our own.

· The Director

· The Party Person

· The Stabilizer

· The Accountant


The Role of Empathy in Communication

Empathy is ____________________________ another’s feelings and attitudes as if we had experienced them ourselves.  

Empathy is learning to listen with your __________________________ and 
_______________________.


Creating Empathy by What We Think

Take seriously the other person’s ___________________________ and __________________________.

We must ___________________________ their right to their feelings and attitudes.

Their ____________________, _____________________ and _______________________ may be foreign to us, even unacceptable, but they are integral to the other person’s viewpoint.

Reserve __________________________ and ___________________________. This is important if we are to achieve a worthwhile outcome.  


Creating Empathy by What We Do

Be __________________ of and _______________________ of any cultural differences.

_________________________ at the person and take an active _______________________ in what they are saying when communicating.

Ask relevant ___________________________ for _________________________

Use ______________________ body language

Be very aware of ____________________________________________________

Make ___________________ gestures

Use a ____________________ vocal tone


Empathy Blockers

Domination:
___________________________________

		___________________________________

		___________________________________

		___________________________________

		___________________________________
Manipulation

		___________________________________

		___________________________________

		___________________________________


Disempowerment
		____________________________________

		____________________________________

		____________________________________


Denial		
		____________________________________

The Communication Process

	_________________ VERBAL – What you said

	_________________ VOCAL – How you said it

	_________________ VISUAL – Body language/non verbal


We have to remember:

1. Much of what we communicate is ___________________________

2.   Much of what we communicate is ___________________________

3. Much of what we communicate is ___________________________


Communication is congruent when:

What we _________________ and what we ____________________ match.


Managing Conflict

Whatever the level of conflict, the _______________________________ we take steps to resolve the situation, the better the outcomes are likely to be.

Conflict can be dealt with _____________________, ___________________ and ___________________

by using certain skills and reacting in a _____________________, ________________________ manner.


In situations of crises and potential conflict always remember: __________________________________


We need to: 		__ TOP
			__ HINK
			__NALYZE
			__ESPOND


5 Conflict Resolution Strategies

	AVOID			______________ / _______________

	FORCE			______________ / _______________

	ACCOMMODATE	______________ / _______________

	COMPROMISE		______________ / _______________
	
	COLLABORATE		______________ / _______________


AVOID



FORCE



ACCOMMODATE



COMPROMISE



COLLABORATE
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The Five Steps in Resolving Conflicts


1. ___________________________________ about the problem _______________


2. ___________________ the issues: focus on the __________________ and 

_________________.

3. Understand each other’s _______________________________________________________.

4. Break the conflict into ___________________________________________________________.

5. ____________________________________ and 

______________________________________.
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