
BUILDING 

AGREEMENT
How to Turn Conflict and Resistance into 
Collaboration and Buy-in



DISCLOSURES: 

NONE



WHAT ARE THE HARDEST PARTS OF 
THIS WORK?

WHAT MAKES IT SO DIFFICULT?



CONFLICT

perceived opposing or 

incompatible actions, 

objectives, or ideas



Unhealthy ConflictHealthy Conflict



We are concerned about being heard

We are concerned about our safety

We are concerned about how much we matter

WHAT TO KEEP IN MIND



ZERO-SUM

7

Position

Issue

Position



Just as much as 
we are concerned 
about our needs

Others are 
concerned about 

theirs
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THREAT RESPONSE



CHALLENGE RESPONSE



ISSUE



Threat Challenge

RESOURCESISSUE
RESOURCES ISSUE



HOW WE LOOK AT CONFLICT IMPACTS OUR STRESS RESPONSE

Leading To Threat

ÅSeeing them as the issue 

ÅFighting against our stress 
response

Leading To Challenge

ÅSeeing them as our partner 
in a shared issue

ÅUsing the energy of our 
stress response



The natural inclination to limit disruptions to familiar routines 
and conditions

RESISTANCE



- WILLIAM BRIDGES

ά!ƴȅƻƴŜ ǘǊȅƛƴƎ ǘƻ ƭŜŀŘ ƻǘƘŜǊǎ ǎǳŎŎŜǎǎŦǳƭƭȅ ǘƘǊƻǳƎƘ 

change and transition can only do so by trying to 
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INTEREST-BASED 

PROBLEM-SOLVING

Interests

Position Position

Issue



MINDSET:
AN ADVERSARIAL PARTNER IS ALWAYS BETTER THAN AN 

ADVERSARY





Validate 

their 

experience

IF YOU ARE TRYING TO GET BUY-IN AND PARTICIPATIONé



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 Self-Efficacy

Believe in their capacity to change



DIFFICULT CONVERSATIONS TOOLBOX

OARS
ÅOpen-ended Questions
ÅAffirmations
ÅReflective Listening
ÅSummarizing

ÅAccusation Audit

ÅMirroring

ÅLabeling

ÅMinimal Encouragers

ÅThe Miracle Question

ÅêPkzz ?k ?~ªkë

ÅSilence



WHERE TO 

START

Mirror

ÅThe last 1-3 words, or critical words 
spoken

ÅRepeat with a tone of curiosity

Label

ÅIdentify their feelings

ÅShare the observation

Åê7® «~¯|i« zsykÒë




