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F
ru

strated
? Irritated

? A
n

g
ry? R

ead
y

to
 exp

lo
d

e? Yo
u

’re n
o

t alo
n

e.

W
h

eth
er it’s an

 arg
u

m
en

t w
ith

 a

frien
d

, ag
g

ravatio
n

 b
ecau

se a d
river cu

t

in
 fro

n
t o

f yo
u

, o
r rag

e b
ecau

se yo
u

r 

ex-g
irlfrien

d
 o

r ex-b
o

yfrien
d

 is g
o

in
g

 o
u

t

w
ith

 yo
u

r b
est frien

d
, co

n
flict is p

art o
f

everyd
ay life.  A

n
g

er lead
s to

 co
n

flict,

p
ro

d
u

ces stress, h
u

rts frien
d

sh
ip

s, an
d

can
 lead

 to
 vio

len
ce. W

e can
’t alw

ays

avo
id

 an
g

er o
r co

n
flict, b

u
t w

e can
 learn

to
 m

an
ag

e it w
ith

o
u

t vio
len

ce.

Steps To M
anaging Conflict

U
n

d
erstan

d
 yo

u
r o

w
n

 feelin
g

s ab
o

u
t co

n
flict.

Th
is

m
ean

s reco
g

n
izin

g
 yo

u
r trig

g
ers—

w
o

rd
s o

r
actio

n
s th

at im
m

ed
iately cau

se an
 an

g
ry o

r o
th

er
em

o
tio

n
al resp

o
n

se. Yo
u

r trig
g

er m
ig

h
t b

e a facial
exp

ressio
n

, a to
n

e o
f vo

ice, a fin
g

er b
ein

g
p

o
in

ted
, a stereo

typ
e, o

r a certain
 p

h
rase. O

n
ce

yo
u

 kn
o

w
 yo

u
r trig

g
ers, yo

u
 can

 im
p

ro
ve co

n
tro

l
o

ver yo
u

r reactio
n

s.

Practice active listen
in

g
. G

o
 b

eyo
n

d
 h

earin
g

 o
n

ly
w

o
rd

s; lo
o

k fo
r to

n
e, b

o
d

y lan
g

u
ag

e, an
d

 o
th

er
clu

es to
 w

h
at th

e o
th

er p
erso

n
 is sayin

g
. Pay

atten
tio

n
 in

stead
 o

f th
in

kin
g

 ab
o

u
t w

h
at yo

u
’re

g
o

in
g

 to
 say n

ext. D
em

o
n

strate yo
u

r
co

n
cen

tratio
n

 b
y u

sin
g

 b
o

d
y lan

g
u

ag
e th

at says
yo

u
 are p

ayin
g

 atten
tio

n
. Lo

o
kin

g
 at th

e g
ro

u
n

d
w

ith
 yo

u
r arm

s cro
ssed

 says yo
u

’re u
n

in
terested

in
 w

h
at th

e o
th

er p
erso

n
 is tellin

g
 yo

u
. Lo

o
k th

e
o

th
er p

erso
n

 in
 th

e eye, n
o

d
 yo

u
r h

ead
, an

d
 keep

yo
u

r b
o

d
y relaxed

 an
d

 yo
u

r p
o

stu
re o

p
en

.

C
o

m
e u

p
 w

ith
 su

g
g

estio
n

s fo
r so

lvin
g

 th
e

p
ro

b
lem

. M
an

y p
eo

p
le can

 th
in

k o
f o

n
ly tw

o
w

ays to
 m

an
ag

e co
n

flict—
fig

h
tin

g
 o

r avo
id

in
g

th
e p

ro
b

lem
. G

et th
e facts straig

h
t. U

se yo
u

r
im

ag
in

atio
n

 to
 th

in
k u

p
 w

ays th
at m

ig
h

t h
elp

reso
lve th

e arg
u

m
en

t.

M
oving Tow

ard A
greem

ent
◗

A
g

ree to
 sit d

o
w

n
 to

g
eth

er in
 a n

eu
tral p

lace
to

 d
iscu

ss th
e p

ro
b

lem
.

◗
C

o
m

e to
 th

e d
iscu

ssio
n

 w
ith

 a sin
cere

w
illin

g
n

ess to
 settle th

e p
ro

b
lem

.

◗
State yo

u
r n

eed
s—

w
h

at resu
lts are im

p
o

rtan
t

to
 yo

u
—

an
d

 d
efin

e th
e p

ro
b

lem
. Talk ab

o
u

t
issu

es w
ith

o
u

t in
su

ltin
g

 o
r b

lam
in

g
 th

e o
th

er
p

erso
n

.

◗
D

iscu
ss w

ays o
f m

eetin
g

 n
eed

s o
r so

lvin
g

 th
e

p
ro

b
lem

. B
e flexib

le an
d

 o
p

en
-m

in
d

ed
.

◗
D

ecid
e w

h
o

 w
ill b

e resp
o

n
sib

le fo
r sp

ecific
actio

n
s after reach

in
g

 ag
reem

en
t o

n
 a p

lan
.

W
rite th

e ag
reem

en
t d

o
w

n
 an

d
 g

ive b
o

th
p

eo
p

le a co
p

y.

Confronting the Issue
G

o
o

d
 co

m
m

u
n

icatio
n

 skills are a n
ecessity

th
ro

u
g

h
o

u
t o

u
r lives. Th

ey allo
w

 u
s to

 reso
lve

issu
es b

efo
re th

ey b
eco

m
e p

ro
b

lem
s an

d
 h

elp
keep

 u
s fro

m
 g

ettin
g

 an
g

ry. W
h

en
 talkin

g
 to

p
eo

p
le, esp

ecially th
o

se w
h

o
 are co

n
fro

n
tatio

n
al,

yo
u

 sh
o

u
ld

◗
lo

o
k an

d
 feel relaxed

.

◗
keep

 yo
u

r vo
ice calm

.

◗
b

e d
irect an

d
 sp

ecific ab
o

u
t w

h
at’s b

o
th

erin
g

yo
u

. U
se “I” statem

en
ts—

statem
en

ts th
at

em
p

h
asize h

o
w

 yo
u

 feel, rath
er th

an
 b

lam
in

g
th

e o
th

er p
erso

n
. In

stead
 o

f yellin
g

, “Yo
u

alw
ays in

terru
p

t m
e! Yo

u
 d

o
n

’t care w
h

at I
th

in
k,” try sayin

g
 “I feel fru

strated
 w

h
en

 I can
’t

fin
ish

 m
akin

g
 m

y p
o

in
t. I feel as th

o
u

g
h

 m
y

o
p

in
io

n
s d

o
n

’t m
atter.”

◗
ask—

d
o

n
’t d

em
an

d
. In

stead
 o

f sayin
g

, “G
et

aw
ay fro

m
 m

e,” try askin
g

, “W
o

u
ld

 yo
u

 p
lease

leave m
e alo

n
e rig

h
t n

o
w

? I am
 tryin

g
 to

 talk
to

 m
y frien

d
s.”

◗
m

ake yo
u

r statem
en

t o
n

ce, th
en

 g
ive it a rest.

D
o

n
’t rep

eat yo
u

r p
o

in
t en

d
lessly.

If You Can’t W
ork It O

ut,G
et H

elp
M

ed
iatio

n
. M

an
y sch

o
o

ls o
ffer p

ro
g

ram
s th

at
train

 stu
d

en
ts to

 act as m
ed

iato
rs fo

r th
eir p

eers.
M

ed
iato

rs d
o

 n
o

t m
ake d

ecisio
n

s fo
r p

eo
p

le—
th

ey h
elp

 p
eo

p
le m

ake th
eir o

w
n

 d
ecisio

n
s.

M
ed

iato
rs en

co
u

rag
e d

ialo
g

, p
ro

vid
e g

u
id

an
ce,

an
d

 h
elp

 th
e p

arties d
efin

e areas o
f ag

reem
en

t
an

d
 d

isag
reem

en
t.




