
Managing Conflict 
in the Workplace

There is a time in every problem 
when it is big enough to see 
yet  small enough to solve.

~ Mike Leavitt
Former Secretary Health  
and Human Services

Managers Tell Us:
The Impact of Conflict on Managers

I get headaches and 
an upset stomach

It is so frustrating 
and distracting from 
what our mission is

I get so stressed 
that I can’t sleep

I get nervous… I mean it is SO much
responsibility to “fix it” for people

I just want to tell people to 
shut up and go back to work 
but that wouldn’t work too well

I don’t mind at all.  
It is part of my job 
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Conflict Resolution: 
A Continuum
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The Iceberg:                   
Looking Below the Surface
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Goals:
Gather enough information to identify concerns
Prepare employees for joint session

Stage I:  Hold Private Meetings

Tasks:
Clarify purpose
Clarify manager’s interests
Hear perspectives

Techniques:
Non- escalating language 
Questions 
Effective listening 

Stage I:  Hold Private Meetings

Welcome
Acknowledge work
Clarify purpose of meeting
Confidentiality and exceptions
Policy issues
Explain how process will work
Ground rules
State your interests as manager

How should the manager open the private meeting?

Stage I: Hold Private Meetings
Techniques

Non-Escalating 
Language

¿ Questions?

Effective Listening

• Demonstrate understanding

• Acknowledge impact 
of situation on person

• Identify interests



How should the manager close the meeting? 

Ask that they consider the other person’s interests

Reiterate the manager’s interests

Reinforce goal to find a solution

Homework:                                                       
Think of possible solutions that meet            
everyone’s interests

Stage I:  Hold Private Meetings
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We can’t solve problems by using the 
same kind of thinking that we used 
when we created them.

~   Albert Einstein
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