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Introduction 
¸Understanding conflict is the basis to its 

resolution

¸Understanding what conflict is, and why it occurs 
is the basis to conflict resolution

¸Conflict is natural, inevitable, necessary and 
normal

¸How you view conflict will determine the 
attitude you will have, and how you will deal 
with conflict

¸ People tend to think that being involved in 
conflict is to admit a failure and to acknowledge 
a situation as hopeless.  This is not true. 
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What Causes Conflict?

Conflict arises for many reasons, including 
some of the following:

¸Basic human instinct and need

¸Competition

¸Lack of communication

¸Irrational emotions

¸Different value principles

¸Historical context
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The Wheel of 

Conflict
The wheel of conflict 

is a usable framework for 

understanding the sources 

of conflict, and can guide

us through the conflict process.

Conflict resolution often occurs because one or more 

individuals have needs they believe will not be 

adequately met.  Moving towards a resolution often 

means accepting that a perfect solution is not possible, 

and that all of your needs may not be met.
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The Wheel Of Conflict
¸ Communication is a source of conflict because humans tend to 

be imperfect communicators and the lack of communication can 
cause many conflicts.

¸ Emotions have been called the energy that fuels conflicts 
because people rarely stay emotionally rational and focused on 
how to meet their needs and accommodate the needs of others 
during a conflict.

¸ When a conflict is experienced on  an issue of values, it 
becomes more charged. People tend to define themselves by 
their core beliefs and values. When they feel these are under 
attack, they feel like they are being attacked personally.

¸ The structure in where you work may cause conflict when 
available resources, decision making procedures, 
communication procedures, and the physical settings are being 
addressed.

¸ History provides the momentum for the development of conflict 
because there might be many historical roots behind a situation 
and may be a source for reoccurring conflicts.



A Few Examples of Situations 

that can Cause Conflict:

¸You loaned a book to a friend and they did 
not return it to the library on time, now you 
have to pay a late fee.

¸The student that was working the shift 
before you did not complete their tasks, 
now you have twice as much work to do.

¸You have a huge project due for a course 
and your partners are not completing their 
portion of the work.  
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How to Handle these Situations

¸ In most cases the person that you are 
involved in the conflict with is not trying 
to hurt or upset you. 

¸The best way to overcome these situations 
is by:

¸Listening to the other person

¸Asking questions

¸Putting yourself in their place

¸Donôt take the conflict personally

¸Try to focus on the solution, not the 
problem



Overcoming Conflict

¸ Before blaming a person for their actions it is 
important for you to understand their situation.  

¸ Ask your friend why they did not return your 
book, or check with the student that worked before 
you and see why they left their work for you to do.

¸ Then make sure that you listen to their response.   
Let them know that you are paying attention, and 
care about what they have to say.

¸ Lastly, put yourself in their situation.  Maybe there 
is something you can do to prevent this from 
happening again.
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Hints  for De-Escalating Conflict

¸When you are listening to the other person, 
make eye contact.

¸Make sure that you and the other person 
are both sitting or standing. This assures 
that one person is not feeling overpowered.

¸Keep your arms and legs uncrossed.  

¸Speak softly and slowly

¸Take a deep breath to stay relaxed.


