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Session Objectives

·Look at how to keep discussions as discussions

·Prepare & prevent discussions from escalading to damaging 

disagreements

·Know when a situation isa ôconflictõ and why that can be ok

·Consensus ðwhat it is for you & how to gauge it



Basic Premise
·Conflict & communication are inextricably linked

Basic òconflictó tools are communication tools, especially active 

listening & feedback

·Effectively managing & resolving conflict relies on a process, time & 

recognizing our own hot spots

·Conflict ðitõs not all bad

·We need differing opinions, viewpoints & perspectives

·We donõt need destructive or negative conflict

·We can manage conflict to minimize stress & adverse impacts



Both in prevention & in process

Clarity diffuses conflict.



·Conflict stems from differing opinions, beliefs, views & 

perspectives

·Beliefs drive behaviours

·Boards need to have differing opinions, beliefs, views & 

perspectives

Reframe conflict as discourse & 

dialogue imperative to understand 

different lens & come up with the 

best solutions



Reframing



What gives conflict such a bad rap?



Conflicts

Disagreements donõt need to become disruptive conflicts

·The negativity or destructiveness arrives when people introduce 
emotions, power plays, finger pointing, & blaming.

·Constructive is:
·Being open to otherõs ideas

·Staying objective 

·Focusing on facts & the problem

·Destructive is:
·Blaming people

·Taking a right/wrong approach



·To manage conflict, you must manage emotions

·Whose emotions?

·Balance fight & flight to maintain footing & focus



Managing òconflictó demands insight

·What do you mean you wonõt approve the plan?

·We canõt work with xxxx any longer ðwe canõt move beyond this impasse -

-- they are impossible.



Ensure we are looking 

through the same window



Managing òconflictó demands insight

·What do you mean you wonõt approve the plan?

·We canõt work with xxxx any longer ðwe canõt move 

beyond this impasse ---òtheyó are impossible.



Agreed-to Problem: we arenõt being productive 

because of the underlying tension

What do we agree on? What  do we see differently?

What are the implications of not

resolving this?

What are the opportunities when 

we resolvethis?
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Insight into others begins with ourselves

Know your own conflict handling style 
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Thomas-Kilmann 

Conflict Mode Instrument



Our focus

·Negative or disruptive conflict inhibits peopleõs abilities to work 

together effectively

·Causes meeting, work or business problems

·Disrupts meetings

·Tense, stressful environments

·Productivity &/or quality slippage

·Internal issues overshadow the real issues the Board needs to 

address



Negatively Impacting Work?

Yes?

Then address it, constructively.

Destructive conflict will not heal itself.



Clarity as a preventive measure

·Establish clear expectations, both performance-wise & other-wise

·Articulate whatõs acceptable

·Many organizations use ground rules for working groups or 

teams as well as for meetings

An ounce of 
prevention is 

worth a pound of 
cure.

Ben Franklin 

http://www.ushistory.org/franklin/quotable/quote69.htm


Boards in a conflict



Sample preventative ground rules
·We focus on the library as a whole and the entire community for which it 

makes a positive difference

·We recognize that only the board has the authority to act on behalf of the 

library; individual board members have no authority to act on their own

·We ensure the decisions we make support the libraryõs mission & strategies

·We all share in the responsibility for the effective functioning of the board

·We respect each otherõs opinions

·We have one conversation at a time

·We enjoy humour that is mutually funny

·We balance our hard-work with laughter

·Once decisions are taken, we support them
Consistently confirm 

these & the libraryõs 

mission



Clarity: a by-product of communication

Clarity diffuses conflict.

Insights develop clarity.

Listening and feedback produce insights.

We communicate to gain sight into each otherõs perceptions, 

intentions & approaches.



Thereõs no resolving without talking

·Active listening is hard work, but the send-receive bridge 

isnõt an obvious route for most people

·Most people prefer to stay on the SEND highway

·Use your own language

·Your intent is to find out what their perceptions are ð

what their view is



Road to resolution

·Purpose of a resolution is to 
lay the foundation for a 
better future

·Begin by defining the 
problem, agreeing to address 
it & arriving at an equal-gain 
solution.

·To travel toward that 
solution, people must 
converse using the send-
receive bridge.

Those involved may 
need help or 
guidance

a conductor to guide them 
through the process, protect 
their conversation & support 
them in giving the solution 
time to work.



òReaching consensusó

·Define it as a group before hand

·It does not mean everyone is in agreement

·It does mean everyone can live with the result

·Gauge the level of agreement

I agree
I agree with 
some mild 

reservations

I canõt live 
with it



Individuals in conflict


