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CONFLICT incompatible actions

objectives, or ideas






WHAT TO KEEP IN MIND

We are concerned about being-heard
We are concerned about our safety

We are concerned about how much:we matter
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CHALLENGE RE
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/ ASeeing them as the issue

< AFighting against our stress
response

HOW WE LOOK AT CONFLICT II\/IPAC'T(E

ASeeing them as our partner
In a shared issue

AUsing the energy of our
stress response
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The natural inclin lllar routine:




“Anyone trying to lead others successfully through

change and transition can only do so by trying to

understand the subjective ‘world’ of the people who

are affected.”




INTERBASED
PROBAFEM VING

Position Position

Interests




MINDSET:
AN ADVERSARIAL PARTNER IS ALWAYS BETTER THAI
ADVERSARY
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MOTIVATIONAL
INTERVIEWING

Roll with Resistance

Avoid arguing, validate ambivalence

Express Empathy
Use Reflective Listening to understand their
perspective

Develop Discrepancy
Highlight the gap between current behavior and
future goals

Support Edficacy

Believe In their capacity to change




AAccusation Audit
OARS AMirroring
AOpen-ended Questions ALabeling
A Affirmations AMinimal Encouragers
AReflective Listening AThe Miracle Question
ASummarizing RePkzz 2k 2-~2ké
g ASilence
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START

Mirror

A The last £3 words, or critical words
spoken

A Repeat with a tone of curiosity
Label

A Identify their feelings

A Share the observation
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