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What do you want to cover?



Ground rules

• Give everyone space to speak. Allow time for the 
Introverts to express themselves 

• I may need to stop you  

• Confidentiality  

• Keep each other in the comfort and stretch zone



“My mommy told me it’s 
sprinkling! Not raining!”

• https://www.youtube.com/watch?v=3sKdDyyanGk 

• What do you notice going on? Notice the roles each play 
and conflict styles 

• Which were you at that age?

Is this argument really about rain or 
sprinkling? I


I think its moe about power and control.

https://www.youtube.com/watch?v=3sKdDyyanGk


Conflict – A Complex Issue
Factors that influence our approach to conflict: 

• Gender  

• Personality type preferences 

• Personal history how a person has been parented - how we 
learned to fight from our parents and siblings, needs that were 
not met, mental health, etc) 

• Culture 

• Context/ environment - Work, home, church, etc. 

• Attitude/ responses of other(s)



How do we react to conflict? 

• What is it like not to have harmony at church, home 
or work?  

• Typically what sort of emotional responses do 
people have to conflict? 

• What sort of physical responses do people have?  

• What about you? What are your responses? 

• What do others say about you reactions during a 
conflict? 



What does the Bible say about conflict?



What does the Bible say about conflict?

James 1:19, 20, 26 NIV  

My dear brothers and sisters, take note of this: 
Everyone should be quick to listen, slow to speak and 
slow to become angry, because human anger does not 
produce the righteousness that God desires … Those 
who consider themselves religious and yet do not keep 
a tight rein on their tongues deceive themselves, and 
their religion is worthless. 



What does the Bible say about conflict?

Put yourself in the other persons 
shoes

Listen, listen, listen

Proverbs 18:13 ESV 

If one gives an answer before he hears, it is his folly and 
shame. 

Philippians 2:1-7 ESV 

Let each of you look not only to his own interests, but also 
to the interests of others. Have this mind among 
yourselves, which is yours in Christ Jesus, … 

Strong’s Concordance indicates 88 references to listening



Carefully confront

Matthew 18:15-18 ESV 

If your brother or sister sins, go and point out their fault, 
just between the two of you. If they listen to you, you have 
won them over. But if they will not listen, take one or two 
others along, so that ‘every matter may be established by 
the testimony of two or three witnesses.’ If they still refuse 
to listen, tell it to the church; and if they refuse to listen 
even to the church, treat them as you would a pagan or a 
tax collector.

What does the Bible say about conflict?

We will ltalk a bit about how to confront 
later



Forgive and confess. Say sorry

Ephesians 4:31-32 ESV 

Let all bitterness and wrath and anger and clamor and slander 
be put away from you, along with all malice. Be kind to one 
another, tenderhearted, forgiving one another, as God in Christ 
forgave you. 

James 5:16 ESV 

Therefore, confess your sins to one another and pray for one 
another, that you may be healed.

What does the Bible say about conflict?



• Listen, Listen, Listen 
• Love those you are in conflict with (1 John 4:20-21) 
• Deal with it and don’t let it fester (Ephesians 4:26) 
• Carefully confront (Matthew 18:15-18) 
• Stay in your Adult state. Keep your voice as calm as 

possible (Proverbs 21:23) 
• Forgive, confess and say sorry (Ephesians 4:31-32) 
• Not every conflict is resolvable (Matthew 18:17)  
• Use scripture very carefully if it is relevant to the problem. 

Don’t use your bible to beat people over the head. 
These are the principles we will look at and indirectly follow

Themes and principles in scripture

https://www.biblegateway.com/passage/?search=1+John+4%3A20-21&version=ESV
https://www.biblegateway.com/passage/?search=Ephesians+4:26&version=ESV
https://www.biblegateway.com/passage/?search=Matthew+18%3A15&version=ESV
https://www.biblegateway.com/passage/?search=Proverbs+21%3A23&version=ESV
https://www.biblegateway.com/passage/?search=Ephesians+4%3A31-32&version=ESV


• Helping reduce conflict and bring about change in others 
begins with understanding ourselves, noticing what is going 
on inside ourselves and modifying our behaviour.  

• It involves discovering our wounds, false-self/shadow-self/
motivations and taking them to God - even a therapist.

Change yourself in order to change others



The influence of personality  
on conflict





Left hemisphere - logical, 
legal, principles, linear, 

truth, linguistic, 
mathematical, ISTJ 

Male 

Sciences, objective, 
particular, analyse, by the 

book, law, quantitive, 
justice, black and white, 

truth 
Politically right  - 

Conservative, Republican

Right hemisphere - values, 
beliefs, relational, artistic, 

rhythm, rhyme, responsive, 
idealistic , risk-taking, intuitive, 

creative, ENFP 
Female 

Artistic, subjective, general, 
poetry, makes links, add libs, 

liberty, qualitative 
Politically left - Labour, 

Democratic



Sean’s brain 
wiring  

diagram



Masculine  -  Left brained logical, thinking, needs 
more personal space around them (matcho American 
cowboy, walking arms and legs apart), has less facial 
expression, average of three speech tones, gives you 
less compliments, less touch, direct about what they 
want (can you make me a cup of tea), more assertive, 
more forceful with body and language.

Feminine - right brained, emotional, feeling, needs 
less personal space needed around them (you can 
find a seat beside them on a bus), indirect in what they 
want (“Stick the kettle on love” means “I’d love you to 
make me a cup of tea”), averages five speech tones, 
gives more compliments, more touch, less assertive, 
less forceful with body, less forceful with language.

Note: there are women who are predominantly left 
brained and men who are predominantly right brained.

Given the differences between predominantly right 
brained people and predominantly left brained  no 
wonder conflict occurs. 



How do we react to conflict? 



Brainstorm: What are your thoughts and fears about 
getting into an argument?
What do you say to yourself?
What do you say to yourself about the other party?

Say to yourself
• I'll freeze and be tongue-tied
• I'll be too weak
• I don't have the stature/authority
• I'll be too strong - loose my temper, I'll be too anxious
• I'll hurt them, (mentally or physically)
• I’ll just cave in

Say about the other party
• They'll deny there is a problem
• They’ll act like a child and throw all their toys out of the pram
• They’ll hit back at me too strongly (physically or verbally)
• They'll say I'm overreacting
• I’ll lose my relationship with them (or my job)
• They’ll despise and reject me
• They will say they're only kidding
• They'll gang up on me



The neuroscience of conflict: 
What happens when we are afraid or 
angry?        very simple version

Thalamus



• Adrenaline released, blood thickens. Clotting agents increase. 

• Many normal bodily functions are slowed or shut down (Slow rational thinking, 
digestion). Blood flows to big muscles that will help us run or fight.  

• Breathing and heart rate increases. Breathe from chest and shoulders. 

• We can’t think clearly. Panic and anxiety set in. We become irrational and say and 
do stupid things

Danger



Breathe your way to more relaxed frame of mind 

To calm your amygdala and lambic system try to incorporate as many aspects of the 
following without making yourself uncomfortably conspicuous.  

With one hand on your belly and one hand over your chest, breathing in and out 
slowly and out making your belly Homer Simpson fat. Four or five breaths per minute 
is a good rate. Breath in through your nose and out slowly through slightly pursed 
lips, making your out breath last longer than your in breath. As you do so notice the 
sensations and movements in your belly, movement of your rib cage. Notice the start 
of the breath, and the end. Notice the temperature of the air, any difference in flow 
between nostrils. Notice the feeling in the back of tour throat. Notice how the 
movement of your breath spreads out and creates movement in your arms, 
shoulders, back. Just notice all the different sensations - without making any 
judgements of yourself or thinking about it.  Stop should anything feel uncomfortable 
or you experience dizziness. 



One of the 
worlds most 
important, least 
taught and most 
underrated 
tools.



Talk to the person next to you. Take yourself back to a 
situation where someone really listened to you. 

What was it like? 
How did you feel? 
What was the person doing? 

Active listening



Active listening

AGHH!! 
@£XX%&! 

•Takes the hot air and pressure out of the situation 

•Shows you are a reasonable person 

•Builds trust and rapport 

•Helps the other person in turn listen to us



Active listening

Paying attention 

• Give the speaker your undivided attention looking at them directly and 
acknowledge the message.  

• Recognise and then put aside your distracting thoughts, if you can.  

• Notice the non-verbal communication contained in the person’s body 
language and in the tone and intonation of their voice.  

• Don't mentally prepare a rebuttal!  Wait until they have finished and you 
have fully understood. 

• Give them plenty of time to talk. Allow for their pauses in the conversation 
without filling the gap. Respectfully ask others to remain silent when 
listening to someone in a group setting.  



Active listening

Show that you are listening 

• Use your own body language and gestures to convey your 
attention. Nod where appropriate and use other facial 
expressions.  

• Try to be aware of your body and emotions. Try if you can to 
ensure your body language invites communication. 

• Nod occasionally and encourage the speaker to continue with 
small verbal comments like "yes", and "uh huh".  

• Make brief notes if appropriate - these demonstrate you are 
listening and could help with your response later.  



Active listening
Feed back your understanding 

• Our personality, experience, assumptions and beliefs can distort 
what we hear. As a listener, your role is to understand what is 
being said. Therefore reflect what you think you have heard by 
paraphrasing. "What I'm hearing is…”. and "Sounds like you are 
saying…”, are great ways to reflect back.  

• Summarise the speaker's comments periodically.  

• Interrupting with counter arguments wastes time, frustrates the 
speaker and limits full understanding of the message. Allow the 
speaker to finish. It is often okay to politely interrupt with a few 
summaries and clarifying questions. 



Active listening

Ask Questions 

• Clarify the meaning of any words or things said that you 
have a hunch might be different from your own 
understanding.  

• Ask open rather than closed questions. ‘How did feel 
about that when it happened?’, is much better than a 
closed yes or no question like ‘Were you sad when it 
happened? Open questions invite far more useful and 
accurate information.



Active listening

Responding appropriately

• Now that you have listened you should have all the 
relevant information. Now you can put across what we 
have to say.  

• If the other person interrupts repeatedly you can say, 
‘Please, I have listened to you carefully. I would ask if you 
could do the same.’ 

• You add nothing by verbally attacking the other person or 
by putting him or her down. Be candid, open, and honest 
in response. Assert your opinions respectfully in an adult 
way.



Active listening books 
& videos

William Ury TED talk 
https://www.youtube.com/watch?v=saXfavo1OQo

https://www.youtube.com/watch?v=saXfavo1OQo


Active listening 
practice

Tell the person next to you what usually stops you from listening. Also tell 
them about one of the following:

•about a difficult situation you have been having 
•what you most want out of life 
•experiences about your family and where you grew up and went to school 
•About a humiliating experience you can now laugh at. 

Make sure you:

• Show that you are listening using your body 
• Feed back your understanding. - summarise, paraphrase 
• Ask questions to clarify 

7 minutes each

Afterwards tell each other what went well, what didn’t go so well and what you 
would like them to have done differently. 2 minutes each for feedback.



Defences



Deny

Duck and Dive 
I will use any tactic not to face the issue 

Distract/Deflect 
I will try and change the subject, make 
light of it, use humour 

Deceive 
I will lie to get out of trouble, twist the 
truth, rewrite history until I actually 
believe it myself 

Don’t care 
I will pretend I don't care, that it 
doesn't matter to me 

Distort 
I will intellectualise or play mind 
games, to make you back down 

Disarm 
I will use my charms to fend off any 
perceived attack from you 

Dissolve 
I will become child like and burst into 
tears

Displace
Detach 
I will claim it's not my problem, it has 
nothing to do with me 

Dissociate 
I will go somewhere else in my head 
when I feel threatened - 'this isn't 
happening (to me)' 

Divide 
I will split, repressing and suppressing 
what causes me pain, and saying 'It 
wasn't me' 

Distance 
I will withdraw, bodily and emotionally 
from you and not face the conflict 

Disappear 
I will remove myself totally from the 
situation, leave the relationship/group 

Drug 
I will drink, eat, take drugs rather than 
face this

Defy
Dispute 
I will argue vigorously that you are 
wrong 

Dismiss 
I will claim that what you say is 
ridiculous 

Disparage 
I will rubbish you as a person 

Decry 
I will express outrage that you 
could think that of me, list your 
faults and blame others 

Denigrate/Denounce 
I will talk/gossip to others about 
you in a negative way 

Disable/Destroy 
I will win by taking you out of 
action or by destroying you

Deal: I will address the issues maturely from and adult place in a non-defensive way

DEFENCES



Projection

‘Really is that true? Are you convinced by what you say?’



Ask Is the presenting issue the real 
issue?

• Say: We/you are arguing about xxxx? Is this the real 
issue, or is there something deeper? 

• Ask: What needs to happen for us to be able to talk 
about the deeper issues?

Is there a deeper issue? 

How do we find the deeper issue?



DEFENCES

 Never tell someone you know their defensive strategies.

Never tell someone you know they are playing 
games with you.

It only makes things worse!



Release 
potential

Cooperate

Peace maker

Help people change 
and grow

Care
Comfort

Values and 
ethics

Find meaning

Inspire

Vision

Empathise

Enthusiastic

Ideas

Questioning

Intuition

Unique

Significance 

Who?
What if?

The Idealist™ (visionary, maker of change)‘Making a difference to people in the world’

Defences:



Performance Centre of 
attention 

Impressive

Skilled

Stimulation

Variety

Responsive

Risk

Action

Adventure

Slick

Creative

Craft

Impact

Spontaneous

Troubleshoot

When? How?

The Improvisor™ (skilled and action seeking) ‘The world is my stage’

Defences:



Organised

Dependable

Structure 
and order

Service Cautious

EfficientBelonging

On timeHigh 
standard

Useful

Attention to 
detail

Learn from the 
past

Practical

Rules
What?
How?

Helpful

Predictable

The Guardian™ (protecting, defending, duty) ‘Making a contribution to the world. 
Taking responsibility.’

Defences:



Mastery

Understand Critical

DesignCurious
Independent Knowledge

Expert Logic

Analyse Improve

Challenge

Ideas, Theories,
Models, Principles

Strategy

Invent

ThinkWhy?
What if?

Precise

The Rational™ (knowledge seeking, logical, reasoned) 
‘Understanding the world in order to make things work better.’

Defences:



DEFENCES

The concept of “dying to self” is found throughout the New Testament.  

Do not conform to the pattern of this world, but be transformed by the 
renewing of your mind. Then you will be able to test and approve what 
God’s will is—his good, pleasing and perfect will. Romans 12: 1,2 

“Those who belong to Christ Jesus have crucified the sinful nature with its 
passions and desires” Galatians 5:24. 

I think ‘dying to self,’ which the New Testament talks about, could be 
interpreted as removing our defences. God respects us too much to 
suddenly expose all our defences and pull them down. Rather it is a step 
by step process that takes a lifetime. It is part of the salvation process.



What are your conflict styles? 



What are your main conflict styles? 
Thomas Killman Inventory (TKI)

Think of 5 people who you argue with. Friends, colleagues, partner, family 
church/club members. Where do you often find yourself on this diagram 
when you argue?

Adversarial and 
Competitive

Win-Lose
Struggles for power and 
dominance at any cost. 

Aggressive, argumentative, 
overbearing and bullying. 

No compromise. 
Relationships unimportant.

Withdrawing and 
Avoiding

Lose-Lose
Uncooperative,  

uncommunicative, stalling, 
ignoring, neutral. Possibly 

passive aggressive.

Obliging and 
Accommodating

Lose-Win
Gives up needs to more 
powerful (or more needy) 

party to maintain 
relationship/harmony

Collaborating
Win-Win

Assertive, friendly, caring 
and cooperative. 

Acknowledges both 
parties needs. Seeks a 
variety of solutions and 
chooses best for both.

Compromising
Win some-Lose some
Give and take, 
cooperative.

Cooperation

A
ss
er
tiv
en
es
s

H
ig
h

High

Lo
w

Low

Friday, 14 March 14
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Adversarial and 
Competitive
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When is each mode appropriate?



Adversarial and 
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When did Jesus use these modes?



• Collaboration. This style is appropriate most of the time and gets the                              
best long term results. 

• Compromise is a suitable style when a temporary solution is sought, when the parties are 
only moderately invested in their interests or when there is strong commitment to mutually 
exclusive goals and it is unlikely that either party will be able to dominate the other.  Can be 
a temporary solution which enables you to move back towards collaboration. 

• Obliging and accommodating. This is an appropriate coping style if one party is not as 
concerned as the other, or when one person has a great deal more power than the other. 
This is a commonly used coping method when dealing with young children when their 
needs often have to be met by parents who have to set their own needs aside. Can be used 
temporarily to maintain harmony.

• Withdrawal and avoidance can be a useful temporary technique while tempers are heated 
or when there is insufficient information to proceed, but it is rarely a good permanent 
solution. As a permanent situation it is useful only when the possibility of reaching a 
resolution is very low or when it is better that others (perhaps the manager in the case of a 
conflict between two employees) resolve the conflict, with oppressive power (regime or 
partner).

• Adversarial and competitive is appropriate if someone has to protect him/herself or others 
from those who would tend to take advantage of non-competitive behaviour (e.g bullies). 
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When is each mode is appropriate?
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In what order should we use these modes?

1

2

3 (temporarily)

4

5



Personality type and conflict: 
Myers-Briggs Model



How do you respond to conflict?

A B C D



Personality type and conflict: Myers-Briggs Model

 Where we like to focus our attention or where we get our energy from. 

  How we prefer to acquire information. 

  How you prefer to make decisions. 

  How we prefer to interact with the outside world (how we like to live our life).





•Guided by objective logic •Guided by personal values 
and convictions 

•Focus on cause and effect •Focus on harmony with own 
and others' values 

•Look for flaws in logic •Look for common ground 
and shared values 

•Apply consistent principles in 
dealing with people 

•Treat each person as 
unique and individual 

•At work emphasise involvement 
with tasks (focus is on the 
process used by the team) 

•At work emphasise and 
support the process (focus is 
on the morale of the team) 



Those who prefer thinking tend to 
be most comfortable making 
decisions by:

•Stepping outside of the situation 
to obtain a clear objective view. 

•They value logic and analysis.

Those who prefer feeling tend 
to be most comfortable making 
decisions by: 

•Stepping into a situation in 
order to weigh it in terms of 
person centred values. They put 
on “others shoes” to consider 
how they would feel.

•Personal values and integrity in 
decision making are very 
important.



!

T’s - facts, things, events, problems, objectives 

F’s - people, feelings, values, different perspectives



Many	  of	  the	  workers	  with	  us	  have	  been	  on	  
the	  production	  line	  for	  over	  20	  years	  and	  
have	  been	  loyal	  and	  hard-‐working,	  
contributing	  over	  the	  years	  to	  the	  growth	  
and	  <inancial	  success	  of	  the	  company.	  As	  
sales	  have	  decreased	  by	  15%,	  I	  have	  
decided	  to	  keep	  both	  production	  lines	  open	  
but	  moving	  to	  a	  shorter	  working	  week,	  
each	  member	  of	  the	  production	  staff	  taking	  
a	  15%	  reduction	  in	  pay.	  This	  will	  obviously	  
signi<icantly	  effect	  the	  families	  involved	  
with	  increased	  <inancial	  hardship,	  but	  this	  
is	  better	  than	  making	  large	  scale	  
redundancies	  with	  the	  negative	  effect	  on	  
morale	  for	  the	  remaining	  workers.	  
Reduction	  in	  wages	  will	  save	  £0.3	  million	  
over	  the	  next	  <inancial	  year,	  securing	  jobs	  
over	  the	  next	  <inancial	  year.

As	  sales	  have	  decreased	  by	  15%,	  I	  have	  
decided	  to	  close	  down	  production	  line	  
number	  two	  and	  moving	  all	  remaining	  
production	  to	  line	  number	  one.	  Line	  2	  and	  
its	  building	  will	  be	  mothballed	  until	  
demand	  increases	  again.	  20%	  of	  the	  line	  2	  
staff	  will	  be	  moved	  to	  assist	  with	  the	  
increased	  workload	  on	  line	  1,	  the	  rest	  
being	  made	  redundant.	  Projected	  savings	  
over	  the	  next	  <inancial	  year	  in	  terms	  of	  
wages,	  energy	  costs	  and	  maintenance	  will	  
be	  approximately	  £1.41	  million.	  The	  loss	  of	  
jobs	  is	  regrettable,	  but	  it	  will	  secure	  the	  
<irm’s	  <inancial	  future	  for	  the	  years	  to	  
come.”	  

Which decision making style is similar to yours?



Thinkers what annoys you about Feelers?


Feelers what annoys you about Thinkers?



Thinkers want to say to Feelers

• You are too emotional. Toughen 
up! 

• I can’t see the logic behind your 
reasoning 

• I’m not arguing. I’m debating and 
having fun 

• You run away from important 
discussions/arguments 

Feelers want to say to Thinkers

• You can be too tough and 
ruthless 

• Logic is overused and overrated         

• I don’t like it when you play devils 
advocate 

• Debating feels more like arguing 



Sorry 

Thinkers - ‘Sorry, you were right. I see your 
logic and reasoning.’


Feelers - ‘I am sorry if I trod on your values.’ 
‘Sorry I hurt your feelings.’





•Like to get things decided •Like to keep options open

•Scheduled and organised •Spontaneous and 
adaptable

•Enjoy decision-making and planning •Enjoy the process, but no 
decision before its time

•Dislike working under time pressure •Energised by last minute 
time pressures



•Judges tend to proceed with tasks in a 
step by step planned out process.


•They prefer to start and plan ahead in 
good time and try to stick to the plan. 


•They tend to establish closure and order 
in the external world.


•They dislike last minute rushes and 
dislike new information coming in that 
means changing their plans.


•They enjoy finishing before the deadline.

•Perceivers seek to gather information 
and explore in the external world. 


•They prefer to allow action to emerge 
and enjoy following own lines of interest.


•Deadlines force closure, and they can 
be very productive at the last minute, 
often enjoying the adrenaline rush.


•Can often respond or adapt easily if new 
information changes plans.

Time Time 



!



“I'm going to get up go for a 30 
minute run at 6am. Shower. I will 
check my emails and write my 
monthly progress report. I will 
have lunch with John and talk a 
little business; After lunch phone 
my new client, talk a little business. 
We've got a friend from South 
London here, named Katharine 
and we will go out with her for 
coffee at 3.15. 4.30 I’ll take a little 
nap. I'm reading an Elmore 
Leonard book right now, knock off 
a few pages. I’ll then go pick up my 
daughter at 6pm. We will have 
dinner and I’ll head to the Church 
meeting at 7.15. I’ll get to bed 
about 10pm and wake up about 5 
a.m. So all in all it should be a  
perfect day.” 
ANON

“Plans are backups for when 
spontaneity fails”  
Katie Grovesnor

 “I just tend to have a general idea 
of what I want to achieve in any 
given day. I can work on this, or I 
can work on that, depending what I 
feel like. As long as I achieve 
something concrete that moves me 
a few steps closer towards my 
overall goal by the end of the day, 
and I don’t miss any important 
deadlines or appointments, I’m 
happy!”  
Sean

Judging or Perceiving?




Perceivers what do you hate about Judges? 

Judges what do you hate about Perceivers?



Perceivers want to santo 
Judges:

• You are too inflexible. You can 
change your mind 

• Chill out and leave the work till 
later and lets have some fun. 

• Come on, a bit of spontaneity 
won’t harm you! 

Judges want to say to 
Perceivers:

•You are always late 

•You are so disorganised and 
last minute 

•Start in plenty of time so we 
don’t always have to rush 

•Make your mind up 



How do you respond to conflict?



MBTI Conflict Resolution model
This meets the needs of all personality types

Create space to 
talk - PERCEIVING
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4. Seek 
closure -
JUDGING

Start Finish



MBTI Conflict Resolution model

Create space  PERCEIVING 

• Gather your facts and check your own assumptions  

• Explore the benefits of negotiating. What will be gained? What 
might be lost if not negotiated? 

• Change the space and choose the right location for discussion - 
neutral ground (coffee shop, restaurant, hotel lobby).  

• Listen carefully to the other party 

• Take a break if things get heated 

• Seek a mediator if needed.



MBTI Conflict Resolution model
FEELING 

• Empathise – with each party’s needs and interests.  

• Calmly recognise and name the feelings (‘I can see that you are 
angry and feel very strongly about X’).“I appreciate that this is 
difficult and emotive for you.”  

• Focus on relationship. Accept and appreciate what is good 
about the other person. Tell them. 

• Create options for growth and mutual understanding. i.e. how 
can we both learn from this so we don't need to go through all 
this again?   

• Change first. Be the change you want to see in the other person.
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MBTI Conflict Resolution model

THINKING 

• Concentrate on the facts  

• Ask questions to better understand each party’s opinions 
and beliefs 

• Analyse, and critique. At the same time tolerate 
alternative views.  

• Discuss logical alternatives 

• Be clear about what you want 
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MBTI Conflict Resolution model
Seek Closure - JUDGING 

• Use agreed-on principles as a basis for making decisions  

• Know where to go from here. Decide together what steps will be taken. 

• Take one step at a time and acknowledge and appreciate the progress 
at each key stage. 

• Decide when to review 

• Finally close the book on the conflict. 

This model is fluid. The reality is you will need to move around it as 
required. 



Defences

Release 
potential

Cooperate

Peace maker

Help people 
change and grow

Care
Comfort

Values and 
ethics

Find meaning

Inspire

Vision

Empathise

Enthusiastic

Ideas

Questioning

Intuition

Unique

Significance 

Who?
What 



Release 
potential

Cooperate

Peace maker

Help people 
change and grow

Care
Comfort

Values and 
ethics

Find meaning

Inspire

Vision

Empathise

Enthusiastic

Ideas

Questioning

Intuition

Unique

Significance 

Who?
What if?

The Idealist™ (visionary, maker of change)‘Making a difference to people in the world’

Typical defences when stressed/anxious/afraid: They present phoney problems; put on a 
mask; present dramatic performances (histrionics). Idealists often claim to know what others 
motives and what they are thinking, when in fact they are projecting their own thoughts and 
motivations onto others. They skilfully change the subject, exaggerate and  misinterpret others 
words and actions to support their contentions. They take things very personally that were not 
meant for them. They might claim others are persecuting them. Logical reasoning with them 
may not convince them because they need to keep up the pretence. They may act the martyr, 
selflessly serving others, enduring sacrifice, suffering and hardship - all to impress others with 
their goodness and provoke guilt in others. They may display strange physical symptoms (ticks, 
paralysis) to gain pity that go away quickly. They can avoid conflict which may be seen as 
passive aggression and often leads to more conflict. All this is ironically the opposite of 
authenticity, stimulating growth & change and releasing potential.

Intuitive 
Feeler

15%



Performance Centre of 
attention 

Impressive

Skilled

Stimulation

Variety

Responsive

Risk

Action

Adventure

Slick

Creative

Craft
Impact

Spontaneous

Troubleshoot

When? How?

The Improvisor™ (skilled and action seeking) ‘The world is my stage’

Typical defences when stressed/anxious/afraid: can go from the mild to the serious. 
They can use inadvisable ways to stir up some excitement, get attention and distract others 
from seeing that they are hurting and/or feeling like they are not doing well; not being 
skilled, masterful or impressive in some way. They beak rules, push limits and boundaries, 
dress provocatively, use shocking language. At their most extreme they cheat, bully, fight, 
truant, vandalise, burn, steal. If caught red handed they often deny fault, blaming others for 
what happened. These types are the most likely to overindulge in food alcohol, drugs, 
gambling, self harm and risky sex (Note: all types can engage in these). All this is a way of 
creating excitement and relieving the feelings of boredom, emptiness and numb the pain.  
Ironically this makes them anything but skilled, slick and impressive.   

Sensing 
Perceiving

25%



Organised

Dependable

Structure 
and order

Service Cautious

EfficientBelonging

On timeHigh 
standard

Useful

Attention to 
detail

Learn from 
the past

Practical

Rules
What?
How?

Helpful

Predictable

The Guardian™ (protecting, defending, duty) ‘Making a contribution to the world. 
Taking responsibility.’

Typical defences when stressed/anxious/afraid: They complain about their physical 
ailments and health problems. They worry, often quite vocally, about all that bad things 
that could happen - at worst this can bring on anxiety attacks, hyperventilation and 
heart palpitations, even fainting. They may play the doormat: a servant mistreated, 
bullied and abused  by others. They may play the victim and complain about all their 
problems and heavy responsibilities, yet seem unwilling/incapable of extracting 
themselves from the abusive situation. They can agonise over decisions, get sad, 
hopeless and depressed and struggle to sleep - letting everyone know. They can nag 
about what others are doing wrong (using lots of oughts, should and musts) and remind 
others of their past wrongs. They can even opt out of life by choosing to be homeless. 
Ironically their defences make them become the opposite of responsible, belonging and 
service orientated.  

Sensing 
Judging

50%



Mastery

Understand Critical

DesignCurious
Independent Knowledge

Expert Logic

Analyse Improve

Challenge

Ideas, Theories,
Models, 

Strategy

Invent

ThinkWhy?
What if?

Precise

The Rational™ (knowledge seeking, logical, reasoned) 
‘Understanding the world in order to make things work better.’

Typical defences when stressed/anxious/afraid: Ask others lots of questions 
about what people are doing and why they are doing it. “That’s illogical.” They 
nitpick, dissect obsess over details and take every answer apart. They can 
especially dismiss talk of feelings, values and emotions as being irrelevant and 
irrational. They can make smart ass comments and sometimes use cruel or belittling 
humour and practical jokes - often not realising the emotional impact they have. 
Some blank out and cannot remember facts names and numbers they know well. 
Some get preoccupied over minor details or become superstitious. All this is a ruse 
to distract themselves and others from feeling a lack of expertise, competence and 
mastery. Ironically they just become the opposite.

Intuitive 
Thinking

10%



Great peace making books



Saying Sorry



Admit what you know you have done wrong! Don’t fudge 
or blame others. Reflect back to the other party your 
understanding of what went wrong. 

This builds trust - the key component of any relationship 
or role of authority. 

Saying Sorry



Love Languages - Garry  Chapman

Knowing how a person likes to be loved helps you say sorry 

• Gifts: sorry is helped by a carefully chosen gift or card. 

• Helps: sorry is helped by doing some special chores the other 
person does not like. 

• Touch: sorry is helped by a hug a kiss, shaking hands or a hand 
on the shoulder. 

• Words: sorry is helped by sincere words of admittance and regret. 

• Quality time: sorry is helped by spending quality time talking and 
listening.

Brainstorm: What constitutes a really good 
apology for you?



Careful how you speak



Transactional Analysis: Careful how you speak

Watch what you say, how you say it and watch 
your body language



AC AC FCFC

CP CP

Often called hurt child

NP NP



Transactional Analysis: Shifting an argument to 
the Adult- Adult  state

• Please, can we keep our voices down 
• Please, the way you are speaking to me is not helping me resolve this. 
• Please! Have you noticed the way you just spoke to me? 
• I’m feeling quite intimidated. Is that how you would like me to feel? 
• Call a time out



Bridging the gap between us



Discover the gap between you 
and try to bridge it

You
Other 
party



How do we discover what the 
gap is?

You
Other 
party

What questions do we need to ask?



How do we discover what is in 
the gap?

• Ask each party: If everything was happening just 
the way you wanted, what would be happening? 
What would you be seeing? Hearing? Saying? 
Doing? Feeling? Believing? Do it on paper if 
needed. 

• Listen very carefully to the answers and repeat 
back your understanding, so they know you have 
heard and understood their position.

You Other 
party



How do we negotiate the 
difference? You Other 

party

• Say: If we are both able to settle for less, what would be a 
good compromise position for you?   

• My minimum position is … What would be your minimum 
position?  Is there still a gap? What is the gap? 

• What needs to happen in order for us both to bridge that 
gap? What steps do we both need to take? 

See handout for more difficult situations. 

***If in doubt bring in a professional mediator***



Confronting the issue



There is never a right time to confront!

• Never a right time to confront! 

• Deal with it as soon as humanly possible! 

• Don’t sit on it it until the time is right! - 2 years down the 
road. Don’t let the sun go down on an argument. 
Ephesians 4:26 

https://www.biblegateway.com/passage/?search=Ephesians+4:26&version=ESV


Planning to confront - things to consider 

Think about the consequences

• What will happen if I confront them? 

• What will happen if I don’t confront them? 

• What won’t happen if I do confront them? 

• What won’t happen if I don’t confront them? 

• Am I the right person to confront them?



Planning to confront - things to consider
• Start with the end in mind. Ask yourself what practical results do I 

want from confronting the issue? Be specific. Plan your 
communication around the results you wish to achieve. What do 
you want people to be doing, saying, believing as a result of 
confronting?  

• For a difficult meeting make notes before hand to take in with you. 

• What is the gulf between us? Have I taken the time to actively 
discover the other parties’ perspectives, desires, needs, values 
and beliefs? 

• ***What will be the best mode of confrontation? Use face to face 
meeting, telephone, letter, email - in that order. Not text, twitter or 
facebook! Take care to ask yourself what your chosen method will 
avoid? Is there some other creative way I can communicate my 
message instead? Will humour help? ***



• Will what I say be likely to shock, create an emotional response or be 
misinterpreted? If so, try and give the message face to face. The 
more difficult the content of the discussion, the harder it is going to 
be to put it into writing sensitively. Putting things in writing may mean 
that you put forward your point of view without having listened to the 
other party first.   

• Only put emotive things in writing as a last resort if you’re unlikely to 
be able to speak face-to-face without being subject to anger, abuse 
or manipulation. *Remember anything you put in writing can be used 
as a legal document - either to your own advantage, or detriment.* 

• Where will we meet? Do I need to regain control/authority by meeting 
in my own territory? Do I need to put people at ease and meet in 
theirs? Who needs to be made most comfortable? 

Planning to confront - things to consider



• What have your critics said? They will often have valid points 
you need to consider.  

• When confronting, use your active listening skills. Reflect 
back to them your understanding of what they have said in 
reply. Ask them questions that help you clarify what they are 
saying. 

• Calmly answer criticism in your adult sate.  

• If they make a valid point, acknowledge it and even thank 
them. They will likely respect you for it.

Planning to confront - things to consider



• Avoid the use of the word ‘why’ when asking questions as its 
use can make questions aggressive or accusatory. It’s a word 
that best belongs to police men and barristers. Try and use the 
word ‘what’ and ‘how.’  

• Take care of using exaggerated strongly worded language. 
Turn down the volume on the adjectives you use, especially if 
you are writing eg. “I was absolutely disgusted by the 
unacceptable behaviour of your sales assistant.” This is 
emotive angry and off putting and may not get you the 
response you want. Instead change it to, “I was surprised by 
the way your sales assistant responded to me.”   

• If you are angry about something then say so directly. Then 
calmly state the facts ensuring you remove anger and emotion 
from what you say/letter. 

Planning to confront - things to consider



• It is often good to sit on important documents for as long as 
possible before sending them so you can come back to 
them and reword them more objectively.  

• Analyse your motives. To do this ask yourself – Am I saying 
this more out of anger than out of love? Are my proposals 
self-promoting and detrimental to others? Am I playing 
games with anyone? Am I messing with anyone’s head? Am 
I trying to get one up on anyone? Am I deliberately trying to 
stir things up and create division? Am I getting revenge? Are 
your proposals are more about you than the greater good?

Planning to confront - things to consider



Why some conflicts cannot be resolved



Brainstorm: Why can some conflicts not be resolved?



• The conflict has gone on for far too long and too far and there 
is simply no longer a willingness  to resolve it amicably. 

• The reality is there is no middle ground and therefore nothing 
that can be agreed on. 

• You are dealing with someone where conflict meets some 
warped need. One party may be a malicious bully that derives 
feelings of satisfaction from making other peoples lives difficult.   

• You may be dealing with someone who is immune to reason 
due to a  narcissistic, or antisocial personality disorder, or a 
Histrionic attention seeker who tries to meet their needs by 
creating a fuss.



If your attempts to amicably resolve the situation fail 
despite your most skilled, diplomatic and objective 
attempts there may be some good reasons. These are: 

• It's too soon. One or more parties involved are still in 
shock and need time to collect their thoughts. 

• One or more party is paralysed by fear. 

• There is an unwillingness/unreadiness to forgive. 
Forgiveness is both a decision and a process. 
People need to decide to forgive on an ongoing 
basis until ill feelings subside.



Personality disorders



Symptoms of Narcissistic Personality Disorder

Has five or more of the following  symptoms: 

• Has a grandiose sense of self-importance (e.g., exaggerates achievements and 
talents, expects to be recognised as superior without commensurate 
achievements) 

• Is preoccupied with fantasies of success, power, brilliance, beauty, or ideal love 

• Believes that he or she is “special” and unique and can only be understood by, or 
should associate with, other special or high-status people (or institutions) 

• Requires excessive admiration 

• Has a very strong sense of entitlement, e.g., unreasonable expectations 
of especially favourable treatment or automatic compliance with his or 
her expectations 

• Is exploitative of others, e.g., takes advantage of others to achieve his or her own 
ends 

• Lacks empathy, e.g., is unwilling to recognise or identify with the feelings and 
needs of others 

• Is often envious of others or believes that others are envious of him or her 

• Regularly shows arrogant, haughty behaviours or attitudes



Symptoms of Antisocial Personality Disorder - Psychopath

•  Have many of the symptoms of the sociopath but unable to form 
emotional attachments or feel real empathy with others. 

• Even so they often have disarming or even charming personalities. 
Psychopaths are very manipulative and can easily gain people’s trust. 
They learn to mimic emotions, despite their inability to actually feel them, 
and will appear normal to unsuspecting people.  

• Psychopaths are often well educated and hold steady jobs. Some are 
so good at manipulation and mimicry that they have families and other 
long-term relationships without those around them ever suspecting their 
true nature. 

• Few psychopaths actually murder people.



Symptoms of Antisocial Personality Disorder - Sociopath

Antisocial personality disorder is diagnosed when a person’s pattern of 
antisocial behaviour consists of the majority of these symptoms: 

• Failure to conform to social norms and lawful behaviours 

• Deceitfulness, repeated lying, use of aliases, or conning others for 
personal profit or pleasure.  

• Impulsivity or failure to plan ahead 

• Irritability and aggressiveness, use of physical violence 

• Reckless disregard for safety of self or others 

• Irresponsibility - failure to sustain consistent work behaviour or honour 
financial obligations 

• Lack of remorse, as indicated by being indifferent to or rationalising 
having hurt, mistreated, or stolen from another



Worth Googling if you still can't figure out someone

• The Enneagram (www.enneagraminstitute.com) The Enneagram takes a 
different look at personality than the Myers Briggs Type Indicator. 
Positive, highly perceptive and nuanced it can help you 
compassionately see into the darker side of yourself and that of others. 
It is used by many spiritual directors. 

• Histrionic personality disorder 

• Borderline personality disorder 

• Codependency - Huge issue - endemic in society 



Team Conflict resolution



Team Conflict resolution

There are a number of  ways of surfacing the key issues that are interfering 
with the team performance. 

1) Ambitions exercise (what do I want this church or team to do? Where do I 
want my role to be in 2 years). This often clears the air and reveals team 
members hidden objectives. 

2) Use flip chart to ask team to list what things typically interfere with any 
team performance. Now ask team what the characteristics of a team are 
that works well? Discuss 

3) If everything was going just the way you wanted it, what would be 
happening? What would you be doing? Seeing? Hearing? Saying? 
Believing? Feeling? Thinking? Ask each member of the team to write down 
their answers. Get the team to compare notes and help negotiate any gaps 
between  them. 



Team Conflict resolution

 3) Hot Seat exercise. Two people sit back to back. Ask each to say  – 3 
things  I want you to stop doing. 3 things I want you to start doing. 3 
things I want you to continue doing. Opposing parties or individuals are 
asked to explain to the opposition the oppositions point of view. 

4) Use Minutes silence when things get out of hand. 

Still got problems - use DiSC profiling or Myers Briggs Type Indicator. 
Always bring in a good mediator if things get out of hand, or you don’t feel 
confident to handle things. Your organisations insurance company should 
have telephone support line for more serious matters and should be 
contacted quickly if employees are engaged in threatening behaviour, 
illegality, corruption or matters that could involve disciplinary procedures. 
Failure to comply with their procedures/best practice could invalidate 
policy.



Forgiveness

Matthew 6:14   For if you forgive other people when they sin 
against you, your heavenly Father will also forgive you.



Forgiveness

Needs to be 3 way to restore full  
relationship - You, me, God 

Discussion. What do we do:  

• When the person won't take personal responsibility?  
• When they won't seek help to change?  
• When they keep repeating the same offence?  
• When they say they are sorry but nothing ever 

changes?



Forgiveness

But forgiveness doesn't mean: 

• It didn't hurt  

• It doesn't matter 

• I'm over it 

• You may do it to me again 

• There are no consequences 

• What I am willing to do is work at it and then I want both of 
us to move on and be free.



Forgiveness

It is not forgiveness when it: 

• Denies that there is anger… 

• Acts if it's never happened… 

• Smiles as though it never heard… 

• Fakes as though its all forgotten… 

• Don’t offer it. Don’t trust it, don't depend on it. It's not 
forgiveness. It's just fantasy! 

From book: David Augsburger, Caring Enough to Forgive



Forgiveness

• A good prayer: Lord I don’t want to forgive. 
Please help me begin to want to forgive 

• Make a decision that slowly but surely you will 
forgive. Try to pray for the person every time you 
think about them and feel hurt. Eventually the 
feeling of forgiveness will follow. It takes time 
and God is okay with that.



Drama Triangle 
Karpman 1968

• 3 different roles people play in conflict situations 

• People can often play more than one role in any 
one conflict situations.



• The Persecutor: happy to allocate blame and to ensure that other players know they 
are in the wrong. They are probably angry, accusative, inflexible and feeling very 
righteous. In order to have their needs met, they require the Victim; someone onto 
whom they can project their irritation. 

• The Victim: The Victim takes the brunt of The Persecutor's wrath. The Victim feels 
hard-done-by, got-at, powerless, ashamed, unable to do anything. This is a position 
of anxiety for most, but psychologically it can actually often bring some comfort. You 
know where you are when you are The Victim, and it's easy to seek the pity of others. 
If The Victim role feels natural to you, then you need to seek out help/therapy. 

• The Rescuer: a big ball of guilt, who needs someone to help, because when you're 
the hero to others then you don't have to deal with your own feelings of anxiety, 
rejection, lack of status. The Rescuer appears to be The Victim's saviour from The 
Persecutor, but actually cements the others in their negative behaviours - almost 
giving them permission to stay as the bully or the bullied as it makes everyone feel 
that they have a purpose.



Victim Rescuer Persecutor

• https://www.youtube.com/watch?v=3sKdDyyanGk

https://www.youtube.com/watch?v=3sKdDyyanGk


Firm boundaries
Firm boundaries



What are the roots of 
conflict?



encouragement, approval, affirmation, comfort, attention

Maslow’s Hierarchy of needs

The roots of conflict are found 
in unmet needs. We get into 

conflict when our needs are not 
being met, or threatened.

James 4:1 ESV 
What causes quarrels and what 
causes fights among you? Is it 

not this, that your passions are at 
war within you?

Fundamental 
needs

Higher 
needs



DiSC Model



A Person with a D Style (Dominance)
• is motivated by winning, competition and success.  
• prioritises accepting challenge, taking action and achieving immediate results.  
• is described as direct, demanding, forceful, strong willed, driven, and determined, fast-paced, and self-

confident.  
• may be limited by lack of concern for others, impatience and lack of concern for others.  
• may fear being seen as vulnerable or being taken advantage of.  
• values competency, action, concrete results, personal freedom, challenges.  

A Person with an I Style (Influence)
• is motivated by social recognition, group activities, and relationships 
• prioritises taking action, collaboration, and expressing enthusiasm 
• is described as convincing, magnetic, enthusiastic, warm, trusting and optimistic 
• may be limited by being impulsive and disorganised and having lack of follow-through  
• may fear loss of influence, disapproval and being ignored 
• values coaching and counselling, freedom of expression and democratic relationships  

A Person with an S Style (Steadiness)
• is motivated by co-operation, opportunities to help and sincere appreciation 
• prioritises giving support, collaboration and maintaining stability 
• is described as calm, patient, predictable, deliberate, stable and consistent 
• may be limited by being indecisive, overly accommodating and tendency to avoid change  
• may fear change, loss of stability and offending others  
• values loyalty, helping others and security  

A Person with a C Style (Compliance)
• is motivated by opportunities to gain knowledge, showing their expertise, and quality work  
• prioritises ensuring accuracy, maintaining stability, and challenging assumptions  
• is described as careful, cautious, systematic, diplomatic, accurate and tactful  
• may be limited by being overcritical, overanalysing and isolating themselves  
• may fear criticism and being wrong 
• values quality and accuracy  



13 key tips for conflict resolution
• Find a good time and place to talk. ASAP 
• Commit to finding a solution that satisfies each party 
• Listen carefully to what they say. Tell them what you have heard and understood 
• Stay calm and non defensive. Don’t interrupt or defend yourself 
• Now talk about your issues  
• Don’t name call or insult people 
• Stay in your adult state. Talk about your emotions, but try not to display them 
• Focus more on relationships than the facts. Talk about what is good about the relationship 

you want to retain 
• Acknowledge where you agree  
• Take responsibility and apologise where you got things wrong 
• Be specific describing what you need 
• Be open to creative solutions 
• Forgive and move on
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