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GET TO KNOW YOU

What ONE word comes to mind when you
think of conflict?

What were you taught about conflict
growing up?

How might conflict management help you
in your role?
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Resources

A Self-Teaching Guide

LISTENING

Second Edition
MADELYMN BURLEY-ALLEN

WILEY

The Handbook
for Working with
Difficult Groups

)
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For Teams

Introduction by Fran Rees

Christopher W. Moore

The Medlation
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3rd Edition
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Listen Up!

Hear What's Really Being Said

IIM DUGGER
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EXCELLENCE
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FRAN REES

THIRD EDITION

FACILITATOR’S
GUIDE 1o
PARTICIPATORY
DECISION-MAKING
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What's your conflict mode?

ABOUT COURSES ASSESSMENTS BOOKS LIVE EVENTS ARTICLES BLOGS FAQs CONTACT

TAKE THE THOMAS-
KILMANN CONFLICT MODE
INSTRUMENT (TKI)

Take this assessment tool and discover which of the i e e
five conflict modes you might be using too much or °
too little... or just right — oY
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Past Program

Conflict Smoothies 2013-2014

Conflict Smoothies are a series of nine, 30-minute online sessions focused on interpersonal and
inter-group conflict resolution. They consist of engaging and interactive ‘snippets’ of a
comprehensive framework. All will occur from 1:30-2:00 p.m. EST on two Thursdays per month
from October 3, 2013 through February 6, 2014. Most of the time is spent building
understanding and practicing skills (through poll and chat pods). Please join us for some
healthy thought nourishment that will build your conflict muscles! Here are the titles (see the
flyer, for more descriptive info):

1. Approach: How to handle a conflict? October 3, 2013

2. Begin: How to avoid fight or flight? (Part 1) October 17, 2013

3. Listen: How to avoid fight or flight? (Part 2) November 7, 2013

4. Apologize or Contrast: How to avoid fight or flight? (Part 3) November 21, 2013
5. Reframe: How to move toward resolution? December 5, 2013

6. Role Storming: How to construct creative resolutions? December 19, 2013 -
7. Reach Agreement: What to do when stuck in the Groan Zone? January 9, 2014
8. Diagnosis: Why consider the 'why' of conflict? January 23, 2014

9. Application & Review: How to handle difficult behaviors? February 6, 2014

The cost for the series is $50, which includes access to all nine sessions, handouts, an online
'conflict modes' inventory, and a personalized 11-page color report.

Online registration for Conflict Smoothies 2013-2014 is open.

The last day to register online for this event is September 27, 2013.
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Current Program

BUILDING INCLUSIVE COMMUNITIES

= a methadology to use when you hear
SO MEONE 52 omething that may be problematic or
huirtful to a sp group of people or yourself. The
major objective of this approach is ay connected

with the n and = our truth cleary.

Pause
Pause/Halt/Stop,/Slow the conversation
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Acknowledge/Ask
Acknowledge what the person is saying.
This sends the

OUL, Fiake Sy
said

al you are trying
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Let therm know what you think you heard them say.
ybe you misunderstood the person. Keep your

do
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Listen
Listen to what the person said.

Tresat thern with digrity.

What really % b the person?

o Said. It s
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Speak Your Truth/Share Stories

Deseribe wour abjection.

Share your learning. Speak calmly.

There is something powerful in stary telling,

« sharirg factual data may

ved Lo o
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take ather peripectives when they hear Slaries,

MICHIGAN STATE UMIVERSITY
OFFICE FOR INCLUSION AND INTERCLILTURAL BATIATIVES
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COMMUNICATING THROUGH
- CONFLICT
DURING

SPECIAL
ONLINE

TO LEARN MORE AND REGISTER
VISIT CANR.MSU.EDU/CONFLICT
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Materials

. Participants receive:

- PALS Summary Page

. Circle of Conflict Handout
- Langquage Guide

- List of References

- Participant Journal

P
A
L
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For additional information, visit www.canr.msu.edu/outreach

Communicating through Conflict

Pause

Affirm/
Ask

Listen

Speak

g
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s
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Slow your physiological response-
box breathing

Slow the conversation-

Respond instead of react.
Determine the approach to use

Separate the people and problem
People-Affirm dignity

Believe the best

Problem- Ask. Get the facts,
understand the whole story

Listen actively and generously
Identify the interests behind their
position

Framing-use neutral language
Apologize

State facts

Express feelings or importance
Move forward toaether
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https://drive.google.com/file/d/1wCFQ1LT5q-3ixM9hne2qXoR52c3_NWOW/view?usp=sharing
https://drive.google.com/file/d/1V1COdUbWeluqAefTPA6sj_aEMU9inff1/view?usp=sharing
https://drive.google.com/file/d/1hWeNL0p3T14efA98jH7plcQU3OR3Mq7l/view?usp=sharing
https://drive.google.com/file/d/1suvtpRSd6p3-ACYWBG4qnWvmqEt8j0N4/view?usp=sharing
https://drive.google.com/file/d/1XpbKtQegm6pyZTNO3cWeXkXieG8WrC_L/view?usp=sharing
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‘ Avoid
Rescheduje -End interaction
‘ Safety is o
Collect thoughts priority
-Give time to
Take Notes reconvene
Usten ang

respond later

«®

Remmder:
Pansing helps you stop
or slows dovm the
LaVersaTon
Give yourself fime o

respond mstead of reack,

How might You initiate this pause?
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Stop or slow the converstaion
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PAUSE

HOW TO PAUSE

CHECK IN WITH YOURSELF
Breathe

Slow it down

Breathe
TAKENOTES | oy
Listen and respond later h / =

RESCHEDULE

Give time to reconvene

Breathe

¥ | AVOID N

' HOLD Empty
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' Your turn!
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SPEAK o Framing your message

APOLOGIZE

« Simple “I” statement only
* No “if” or “but”

‘ Extension

STATE THE FACTS

« Observed behaviors

* No judgments or blame
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Impact and Spread
of Communicating
through Conflic t
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Participants by Program Areas (2020-Today)

Government and Community Vitality 810
LEADNet (2021-Today) 33
Natural Resources 50
4-H 267
Total 1208
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Internal Pilot (2020)

All Extension staff were asked to completed the online

Communicating through Conflict course

96% agreed the training met the stated objectives
94% agreed they will be able to use what they learned
89% thought the format and presentation were effective

“This was an excellent course. | had taken the communicating through conflict training
before. However, it is easier to learn about it than to put in to practice in real life with real
people. | really appreciated the COVID section. We are all dealing with this in our friend and
family circles which creates strain on relationships. It is good to know when to disengage
and how to try to repeat and paraphrase interests and opinions.”
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External Audiences

One — three hour programs available by request and staff

avallablility, generally delivered through a service agreement

- Apple Developer Academy - Adding conflict skills to the technical skills
taught by the program
Great Start Readiness Program

Expanding reach through conference presentations
Michigan Onsite Wastewater Conference (2021)
Michigan Association of School Boards Annual Leadership conference
(2022)
The Wildlife Society — Michigan Chapter (Planned 2024)
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https://developeracademy.msu.edu/
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Enhancing other MSU Programs

Pieces of the Communicating through Conflict program show up

IN.
Citizen Planner: Pausing and Asking during controversial land use
discussions
Zoning Administrator Certificate Program: Box breathing and other

lessons to improve customer service

- 4-H: Incorporated into volunteer trainings, especially during return to
F2F programming
Our own personal work



https://www.canr.msu.edu/michigan_citizen_planner/
https://www.canr.msu.edu/zoning_administrator_certificate_program/
https://www.canr.msu.edu/4h/
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“‘Nobody cares
how much you
know, until
they know
how much you
care.’

Theodore Roosevelt
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* Tyler Augst
—MSU Extension Educator

—Government and Community
Vitality Team/Michigan Sea Grant

—augsttyl@msu.edu

7 7a * Bethany Prykucki
4 —MSU Extension Educator

—Government and Community
Vitality Team

—Prykucki@msu.edu
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Questions?

Extension Demographic Data Collection
form for Adults

Use the link or QR code below to take this
survey

https://bit.lv/44xODEA

Numbers are highlighted green, and letters
are in blue text.
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