
NAVIGATING CONFLICTS



Agenda

Part I Part II

• Check-In

• Input: Let’s talk about conflict

• Exercise 1: Different behaviours in conflict

• Input: How to address a conflict

• Exercise 2: Address a conflict

• Transfer

• Summary & Check-Out



Learning goals

Understand what conflicts stand for and how they can be useful

Understand the role of empathy and a change of perspective in conflict situations

Get to know strategies for dealing with conflicts and experiment with new strategies



Let‘s talk about
conflict



Reasons for failure

42%
No market need

29%
Ran out of cash

23%
Not the right team

https://www.cbinsights.com/research/startup-failure-reasons-top/ (06.11.2019)



A conflict by definition

Conflicts are not just opposites, but the current inability of a system to
constructively deal with these differences.

Daniel Steinitz



Oh conflict, I need you so badly!

• Conflicts are natural and happen in every ongoing relationship (work environment, family, friendships ...).

• Since conflict is unavoidable we must learn to manage it.

Importance of conflict

https://clarke.edu/campus-life/health-wellness/counseling/articles-advice/tips-for-managing-conflict/



Oh conflict, I need you so badly!

• Conflicts are natural and happen in every ongoing relationship (work environment, family, friendships ...).

• Since conflict is unavoidable we must learn to manage it.

• Conflict is a sign of a need for change and an opportunity for growth, new understanding, and improved
communication.

Importance of conflict

https://clarke.edu/campus-life/health-wellness/counseling/articles-advice/tips-for-managing-conflict/



When problem becomes conflict

Problem

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

Conflict



Please meet…

• Flo and Max are co-workers

• They both freelance

• They are sharing an office together

• Their shared office also includes a 
shared kitchen

Our Protagonists Flo and Max

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

Max Flo



The problem

• For one month the water tab
in the kitchen has been
dripping…

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

Max Flo



The problem

• For one month the water tab
in the kitchen has been
dripping…

• All this time none of the two
has been taking care of it and 
it's starting to get worse

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

Max Flo



How could they take it from here?

Problem Conflict



The „dream scenario“

• Flo and Max have a short
meeting where one of them or
both state the problem of the
dripping tab

• They brainstorm, if a solution
could be to repair it
themselves

• After a quick look on their
very busy schedules they
decide to hire somebody to
come and fix it for them

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

Taking care of the problem as long as it’s a problem

Max Flo



But what happens a lot of times…

Problem Conflict



The „conflict scenario“

Flo gets super mad:

“Why isn‘t Max finally taking care 
of this? He‘s the more handy
person and he knows it. Is he 
trying to teach me a lesson here?

No way!“

The problem gets charged with a lot of emotions

Flo



The „conflict scenario“

Max gets mad as well:

„How is it possible that Flo is
always relying on me with those
things? I mean, it‘s really no
biggie to fix this. I‘m so busy this
month, doesn‘t Flo see?“

Can‘t she take care of it for
once?‘

The problem gets charged with a lot of emotions

Max



The „conflict scenario“
And what usually happens is this …

FloMax



Raise your hand …

... who recognizes this kind of
situation from their own life?



When problems become conflicts

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

unadressed problem + → conflictemotions
/needs



Getting back to problem-solving
mode

Source: Roland Kunkel-van Kaldenkerken, Carla van Kaldenkerken
in: Peter Knapp (Hrsg.), Konflikte lösen in Teams und großen Gruppen, ManagerSeminareVerlag

unadressed problem + → conflictemotions

Understanding and 
acknowledging



Behind the conflict

Conflicts often have structural „backgrounds“

Organisations are also designed to bring tensions in certain areas, e.g. 

… between different hierarchies

… between certain departments (e.g. finance and operation)

… in the play between stability and flexibility

Once you have cared for the emotions and needs it‘s usefull to look at the situation also from a structural
viewpoint.

In regards to the workplace



Different behaviour
in conflict



Conflict behaviours

• Increase your self-awareness

• Improve your communication skills

• Be more flexible and adaptable in the conflict resolution

• Reduce stress and anxiety because it helps to handle disputes more confidently and calmly

Understanding your own conflict behaviour pattern can help you



Thomas Kilmann Conflict Model

Thomas Kilmann Model of Conflict



Thomas Kilmann Conflict Model

Competing WIN : LOSE

I‘m right, you‘re wrong.

Collaborating WIN : WIN

Let‘s work together. 

Avoiding LOSE : LOSE

After you, no after you

Accomodating LOSE : WIN

You‘re right, I‘m wrong.

Compromising

WIN : WiIN

Let‘s find the middle ground.

Thomas Kilmann Model of Conflict



EXERCISE
Different behaviours
in conflicts



How it works…

                     
                     

Stay in the main room. 

Take notes for yourself

Step 1: Self-reflection Me, Myself & Conflicts

Have a look at the five conflict handling modes.

Think back to past conflicts and…

1. For each quadrant, find a situation in which you
behaved in that mode.

2. If you were not happy with how you dealt in one of
the situations: How would you rather have reacted? 
What could help you to do so?

5 min



Thomas Kilmann Conflict Model

Competing WIN : LOSE

I‘m right, you‘re wrong.

Collaborating WIN : WIN

Let‘s work together. 

Avoiding LOSE : LOSE

After you, no after you

Accomodating LOSE : WIN

You‘re right, I‘m wrong.

Compromising

WIN : WiIN

Let‘s find the middle ground.

Thomas Kilmann Model of Conflict



How it works…

In breakouts of 3

Step 2: Exchange in 
Groups

Me, Myself & Conflicts

Together, share and exchange
(only what feels comfortable!)

1. What came up for you in the self reflection?

2. How would you characterize your general
behavior in conflicts?

3. How do you go about resolving the conflict?

15 min



Let us know, if you’re with us:

Raise your emoji thumb!

Welcome back



How was the exercise for you?
Any insights or questions you would like to share? 

Sharing…



COFFEE BREAK



Let us know, if you’re with us:

Raise your emoji thumb!

Welcome back



Agenda

Part I Part II

• Check-In

• Input: Let’s talk about conflict

• Exercise 1: Different behaviours in conflict

• Input: How to address a conflict

• Exercise 2: Address a conflict

• Input: Being confronted with criticism

• Transfer

• Summary & Check-Out



Dealing with
conflicts



Tools to deal with conflicts

• First: calm strong emotions by understanding and 

acknowledging their significance and message

• Then you can switch to problem-solving mode

The Challenge: A conflict can hardly be solved on a fact basis.

Tool 1: Changing perspectives

Tool 2: Addressing a conflict



TOOL 1
Changing
perspectives



Changing perspectives

• Most people know their
own island best

• Every interaction between
two participants differs
depending on the context in 
which it takes place. 

The two islands

Thomas Kilmann Model of Conflict

Conflict Party A: Max Conflict Party B: Flo



Conflict Party A: Max Conflict Party B: Flo

Changing perspectives

Step 1: Think of your common goal

• Why is it worth having the conflict?

• What is our common goal?

The two islands

Thomas Kilmann Model of Conflict

We both want to
have a well

functioning office
that we can enjoy

together.



Conflict Party A: Max Conflict Party B: Flo

Changing perspectives

Step 1: Think of your common goal

Step 2: Reflect your own side

• What goals and positions do you
state?

• What lies behind it?  Which values, 
interests, needs, emotions, 
fears/concerns are affected?

The two islands

Thomas Kilmann Model of Conflict



Conflict Party A: Max Conflict Party B: Flo

Changing perspectives

Step 1: Think of your common goal

Step 2: Reflect your own side

• What goals and positions do you
state?

• What lies behind it?  Which values, 
interests, needs, emotions, 
fears/concerns are affected?

The two islands

Thomas Kilmann Model of Conflict

I always have to take care of everything. It's
annoying. I really wish we could share things

better and it wouldn't always be my
responsibility. That doesn't feel fair.



Conflict Party A: Max Conflict Party B: Flo

Changing perspectives

Step 1: Think of your common goal

Step 2: Reflect your own side

Step 3: Reflect the other side

• What goals and positions do you hear?

• What could be behind it?  
Which values, interests, needs, 
emotions, fear/concern could be
affected?

The two islands

Thomas Kilmann Model of Conflict

Yes, I know, Flo has a lot on her mind at the
moment. I have the feeling that she‘s under a lot
of pressure right now. She seems stressed. And 
she doesn't find manual work easy. She has to

work hard to understand it.



Any questions?



TOOL 2
Addressing a conflict



How not to a conflict

• "You’re completely blind to how busy I am. 
You don’t care about how much I already have to do.

• If you can’t even handle a simple thing like this, 
why should I trust you with anything bigger?”

Based on Rosenbergs‘ "Non-violent communication"

Max Flo

Let‘s have a look on how Max should not address the conflict



Addressing a conflict

• First: Perception

• Second: Effect

• Third: Wish/Request

3 steps for addressing a conflict:



Addressing a conflict

• Describe what you perceive - without judgment

• Focus on specific observations that others could also notice. 

Example: 

“I noticed that the water tab had been running for weeks, and none of us took any action.”

Step 1: Describe your perception

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

Important: 

• Use numbers, data, and facts to ensure objectivity. Helpful question: "Am I really describing what others 
could also perceive?”

• Talk from your own perspective ( I - statements): “I observed that…” or “I noticed that…”, instead of “You did 
…”

No Assumptions, interpretations, or generalizations

Step 1: Describe your perception

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

• Explain the emotional impact the situation has/had on you

• Doing this connects the observation to your feelings and needs 

• In doing so you provide context and relevance (the invisible parts under your island)

Step 2: Explain the effect it has on you

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

• Explain the emotional impact the situation has/had on you

• Doing this connects the observation to your feelings and needs 

• In doing so you provide context and relevance (the invisible parts under your island)

Example: 

“The situation stresses me because I feel like I’m automatically made responsible for those (manual) 
tasks.”

Step 2: Explain the effect it has on you

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

• express a specific wish/request for future behavior

• focus on actionable changes that can improve the situation for the better

Step 3: Formulate a wish/request

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

• express a specific wish/request for future behavior

• focus on actionable changes that can improve the situation for the better

Example: 

“I would like us to discuss how we can reorganize responsibility for “handicrafts” in our office. Maybe 
one person can be responsible for the bath while one is responsible for the kitchen?”

Step 3: Formulate a wish/request

Based on Rosenbergs‘ "Non-violent communication"



Addressing a conflict

Tip: 
• Make sure that your wish isn’t a demand
• If reasonable ask: What do you need from me to improve the situation? „How can I support you?“

Step 3: Formulate a wish/request

Based on Rosenbergs‘ "Non-violent communication"



How to a conflict

• Perception: "I see that the faucet has been dripping 
for some time, and I haven’t been able to address it 
because of my workload this month.

• Effect: I feel overwhelmed and a bit uneasy about 
not being able to help as much as I’d like.

• Wish: Could we discuss how we might split these 
kinds of tasks in a way that feels fair for both of us?”

Based on Rosenbergs‘ "Non-violent communication"

Max Flo

Let‘s have a look on how Max could address the conflict



EXERCISE
Let‘s practice…



Exercise: Address the conflict

Scenario:

You are a doctoral student who has recently started working on a startup idea with a fellow

doctoral student. Both of you are passionate about developing a new product and are

sharing responsibilities for different aspects of the project. It has happened several times

now that your co-founder hasn't completed their tasks on time. You had agreed that they

would handle the market research and initial customer outreach, but they have missed

several deadlines. You are frustrated because these delays are impacting your ability to

move forward with the development and planning. Additionally, you are concerned that

the lack of market insights could negatively affect your product strategy.



How it works…

In Breakouts

Teams of 3 Address the conflict

Read the scenario

1. Discuss : What could be the common goal? Why is it worth
having the conflict? (3 min)

2. On your own: Think of how you would address the conflict
using the „perception, effect, wish/request“ logic (5 min)

3. Pick roles: 
Person 1: Address the conflict (perception, effect, 
wish/request)
Person 2: Give feedback by sharing how it felt.

Observer: Give feedback of what you saw. (3 min each)

20 min



Exercise: Address the conflict

Scenario:

You are a doctoral student who has recently started working on a startup idea with a fellow

doctoral student. Both of you are passionate about developing a new product and are

sharing responsibilities for different aspects of the project. It has happened several times

now that your co-founder hasn't completed their tasks on time. You had agreed that they

would handle the market research and initial customer outreach, but they have missed

several deadlines. You are frustrated because these delays are impacting your ability to

move forward with the development and planning. Additionally, you are concerned that

the lack of market insights could negatively affect your product strategy.



Let us know, if you’re with us:

Raise your emoji thumb!

Welcome back



How was the exercise for you?
Any insights or questions you would like to share? 

Sharing…



The other side: 
Being confronted
with a conflict



Fall in love with 
your partners‘ need!



Fall in love with 
your partners‘ need!

Switch from defense
mode to a curious

researchers‘ mindset



WRAPPING UP
Transfer to your own 
work



How it works…

                     
                     

Take notes for yourself.

Solo work Transfer

Think of one existing
conflict you have right now

• What from todays‘ input
can help you deal with the
conflict?

• What could be a first step
in resolving the conflict?

5 min



Let us know, if you’re with us:

Raise your emoji thumb!

Welcome back



Any questions?


	PROTOTYPING
	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	Slide 42
	Slide 43
	Slide 44
	Slide 45
	Slide 46
	Slide 47
	Slide 48
	Slide 49
	Slide 50
	Slide 51
	Slide 52
	Slide 53
	Slide 54
	Slide 55
	Slide 56
	Slide 57
	Slide 58
	Slide 59
	Slide 60
	Slide 61
	Slide 62
	Slide 63
	Slide 64
	Slide 65
	Slide 66
	Slide 67
	Slide 68


