Reducing Conflict: Communication Tips

Communication Tips
· Don't interrupt
· Pay attention and avoid all distractions
· Be open and receptive
· Look at the person who is speaking
· Try seeing the situation from the other person's point of view
· Ask questions when you must
· Paraphrase difficult points back to ensure understanding 
· Be honest
· Take responsibility for your statements (e.g., say "I feel," "I think" -- not "everybody says.")

· Give information clearly: who, what, when, where, how
· Don't attack, judge, or belittle the other person
· Stay focused on "the problem" and think of it as something separate from the person. This will help you control impatience, anger, or other negative emotions

Classic Problem Solving Process 
1. Establish and agree to ground rules, such as:

· The goal is to find a mutually acceptable solution

· You don't have to be adversarial or have "your way" on all details to get what you need

· It's okay to express feelings, including anger

· It's okay to stop and start over again
2. Define the problem in terms of needs
· Requires very careful communication on both the sending and receiving side

· Each party must have a full opportunity to define needs in terms the other can understand--this takes time. 

· Key to solving conflict often comes when people recognize what they actually need, as distinct from what they would merely like.

· Goal is to meet each party's need, rather than to give one side its "way" on everything.
3. Brainstorm possible solutions to conflict. Show your openness to ideas by not evaluating immediately and being willing to throw out preconceived notions.
4.  Select the solution(s) that will meet both (all) parties' needs and check possible consequences.

5.  Plan who will do what, where, and by when.

6. Implement the plan.

7. Evaluate the process and the solution.











