
Stand Your Ground! 
 
What does it mean to be aggressive, passive or 
assertive? 
Aggressive – Intentionally attack, take advantage 
of, humiliate, hurt or put down other people.  
“Others are not as important as you.” 
Passive – Invite, encourage or permit others to 
take advantage of you.  “Others are more 
important than you.” 
Assertive – Express yourself openly and honestly 
to communicate your needs, wants or feelings.  
“Believe that all people are equally important.” 

 

Conflict Resolution Glossary 
 

Active listening: The listener uses nonverbal 
behavior, such as eye contact and gestures, as 
well as verbal behavior, including tone of 
voice, open-ended questions, restatements, 
and summaries, to demonstrate to the 
speaker that he or she is being heard. 
Aggression: Forceful action or attack. 
Avoidance: The practice of non-engagement. 
Basic needs: Needs that underlie all human 
behavior, such as survival, self-esteem, 
belonging, self-actualization, power, freedom 
and fun.  Like individuals, groups have basic 
needs, including the need for identity, 
security, vitality and community. 
Brainstorming: A group thinking technique for 
helping disputants create multiple options for 
consideration in solving a problem.  
Brainstorming separates the creative act from 
the critical one – all criticism and evaluation of 
ideas are postponed until later. 
Compromise: Seeking an expedient 
settlement that only partially satisfies both 
people.  Compromising does not dig into the 
underlying problem, but rather seeks a more 
superficial arrangement.  It is based on partial 
concessions – giving up something to get 
something – and may have an underlying 
competitive attitude. 

Conflict: An expressed struggle between at 
least two interdependent parties who 
perceive themselves as having incompatible 
goals, view resources as being scarce, and 
regard each other as interfering with the 
achievement of their own goals; a controversy 
or disagreement; coming into opposition with 
another individual or group. 
Conflict Resolution: A spectrum of processes 
that all utilize communication skills and create 
thinking to develop voluntary solutions that 
are acceptable to those concerned in a 
dispute.  (Negotiation, mediation, and 
consensus decision-making) 
Cooperation: Associating for mutual benefit; 
working toward a common end or purpose. 
Hidden interest: A basic need or want that is 
not immediately evident in a conflict situation, 
but that must be recognized and addressed 
before meaningful dialog can occur. 
Peace: A process of responding to diversity 
and conflict with tolerance, imagination and 
flexibility. 
Resolution: A course of action agreed upon to 
solve a problem. 
Restraint: A method of balancing power in a 
relationship wherein the party with more 
power voluntarily refuses to use some of their 
power. 
Trust: To have confidence in or feel sure of; 
faith. 
Value: A principle, standard, or quality 
considered worthwhile or desirable. 
Violence: Psychological or physical force 
exerted for the purpose of injuring, damaging, 
or abusing people or property. 
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The Struggle to Resolve 

Conflict 

 
Conflict is not positive or negative.  It is the 
response to conflict that transforms it into 
either a competitive, destructive experience 
or a constructive challenge offering the 
opportunity for growth. 
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When conflict arises individuals have 
two choices: 1) To continue the conflict; or 2) to 
resolve the issues that led to the conflict.  We 
need to learn how to develop solutions that are 
acceptable to those in dispute through a process 
called, “conflict resolution.” 

Conflicts happen; they are a part of life.  
These strategies help you control conflict: 
 

¶ Listen – actively! 

¶ Use "I" messages 

¶ Try to compromise 

¶ Take turns 

¶ Put it off 

¶ Get assistance 

¶ Express regret 

¶ Problem solve 
 

Origin of Conflict 
 
Conflict involves an attempt by a person to meet 
basic needs. 
 

Psychological Needs 
 

¶ Belonging – Fulfilled by loving, sharing and 
cooperating with others 

¶ Power – Fulfilled by achieving, 
accomplishing and being recognized and 
respected 

¶ Freedom – Fulfilled by making choices 

¶ Fun – Fulfilled by laughing and playing 
 

Limited Resources 
 

¶ Time 

¶ Money 

¶ Property 
 

Unmet Basic Needs 
 

¶ Belonging 

¶ Power 

¶ Freedom 

¶ Fun 
 

Different Values 
 

¶ Beliefs 

¶ Priorities 

¶ Principles 
 

Response to Conflict 
 

Soft: 

¶ Withdrawing 

¶ Ignoring 

¶ Denying 

¶ Giving In 
Hard: 

¶ Threatening 

¶ Pushing 

¶ Hitting 

¶ Yelling 
Principled: 

¶ Listening 

¶ Understanding 

¶ Respecting 

¶ Resolving 
 

Outcomes to Conflict 
 

Soft: Lose – Lose / Lose – Win 
Hard: Lose – Lose / Win – Lose 
Principled: Win – Win 
 

Principles of Conflict Resolution 
 

¶ Separate people from the problem 

¶ Focus on interests, not positions 

¶ Invent options for mutual gain 

¶ Use objective criteria 
 
 
 

Attitudes for Conflict Resolution 
 

¶ Nonviolence 

¶ Compassion and Empathy 

¶ Fairness 

¶ Trust 

¶ Justice 

¶ Tolerance 

¶ Self-Respect 

¶ Respect for Others 

¶ Celebration of Diversity 

¶ Appreciation for Controversy 
 

Five Ways to Handle A Dispute 
 
1. Confrontation 
2. Opinion Adjustment 
3. Avoidance 
4. Compromise 
5. Collaboration 
 

Conflict style 
 

¶ Avoidance 

¶ Confrontation 

¶ Problem Solving 
 

Five Principles of Negotiation 
 
1. Be hard on the problem and soft on the 

person 
2. Focus on needs not positions 
3. Emphasize common ground 
4. Be inventive about options 
5. Make clear agreements 
 

Four-Step Model for Problem-Solving 
 
1. Find a good time and place to talk 
2. Identify the problem or issue 
3. Brainstorm for solutions 
4. Choose a solution and agree on it 


