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I experience conflict in the health-care setting…

1. Never
2. Sometimes
3. Frequently
4. Daily
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I believe the largest source of workplace 
conflict is...

1. Organizational – work style, pay, power 
struggles, changes, etc.

2. Interpersonal – politics, gossip, rumors, 
personality styles, external pressures
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Discuss the cost and causes of conflict.
Understand stages and resolution (action) 
tactics for conflict.
Understand the most important behaviors to 
use as a leader when dealing with conflict.
Work on case studies.
Leave with a view of who you are in conflict.
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When two or more people’s differences 
escalate to a level that negatively affects (or 
might affect) productivity, quality, service, 
morale, or working relationships 
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1. Organizational – work style, pay, power 
struggles, changes, etc.

2. Interpersonal – politics, gossip, rumors, 
personality styles, external pressures

opens issues,
leads to problem solving,
increases involvement,
causes honest communication,
allows release of emotion,
helps build team spirit, and
helps individuals grow.



10/20/2011

6

There is a cost...

• diverts energy away from goals,
• destroys morale,
• reduces cooperation,
• intensifies value differences, and
• produces irresponsible behavior

Wasted time and money
Poor customer service
Reduced productivity
Poor decisions
Labor disputes
Lawsuits
Loss of customers
Absenteeism
Turnover
Theft
No cooperation or creativity
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AGAIN!

Recognize the signs of conflict and 
appropriately guide people toward resolving 
it, leading to discovery not damage. 
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Differences Discord Dispute

Hanging on to own ideas
More telling and less asking
Discounting others
Less tolerance of others
Defensiveness
Rising tone of voice
Blame
Anger
Common goals are replaced by personal goals
Deteriorating relationship
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Take no action
Coach 
Mediate
Take charge

Regardless of the action 
you take, you need some 
good behaviors to use.
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Power in your words:  
Carefully select words to use that effectively 
manage conflict:

Damage:

Discovery:  
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“You have to, 
you must…”

“It’s our 
policy.”  

“You should 
have…”

“What’s your 
problem?”

“Which do 
you prefer?”

“It’s may 
work well 
if…” 

“How can I 
help?”

“What are the 
options?”

“Let me share 
this information 
with you.”



10/20/2011

12

Face-to-face
Eye contact
Lean slightly toward the speaker.
Concentrate only on the speaker so as not to 
be distracted.
Relax your arms.
Nod and smile, if appropriate.
Empathize with feelings.
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What two communication 
words can you unscramble out 
of this word?

NITLES

The power of silence
The power of listening
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Actions

No action

Coach.

Mediate.

Take charge.

Behaviors

Use good words.

Good body language 
and tone

Be silent.

Listen.

Discovery
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Joe is quiet, analytical, and thorough.
He is withdrawing from meetings.
He is working on a new project with Marcos, 
who is outgoing.
They are using an approach that Marcos likes 
– lots of brainstorming and out of the box 
ideas.  

TAKE NO ACTION.
COACH.

MEDIATE.
TAKE CHARGE.
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Two nurses are friends
and work on the same wing
Sue does her work slowly and diligently.
Judy does her work quickly and always forgets 
something.
Sue and Judy are now fighting.  
◦ Sue refuses to work with Judy, saying she is 

incompetent.  
◦ Judy has now turned all the CNAs against Sue.  

TAKE NO ACTION.
COACH.

MEDIATE.
TAKE CHARGE.
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You probably learned a little about yourself 
as you did the case studies or when in 
conflict:  

avoid it.
accommodate others neglecting my concerns. 
collaborate by fully satisfying the concerns of 
both persons.  
exert my opinion or try to get people to see it 
my way.
compromise on solutions, which partially 
satisfies both parties.    
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Thomas- Kilmann Conflict Mode Instrument

◦ Assessment that assists you in 
determining which of the five conflict 
handling modes you usually choose.  

◦ Compete – collaborate
◦ Compromise
◦ Avoid or accommodate

Discuss the cost and causes of conflict.
Understand stages.
Understand resolution (action) tactics for 
conflict.
Understand the most important behaviors to 
use as a leader when dealing with conflict.
Have a view of yourself in conflict. 


