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WORKSHOP OBJECTIVES

After completing this workshop, you will:

• Become more aware of the signs of workplace conflict.

• Recognize the negative impact conflict has on you, your organization, and others.

• Recognize that you have a responsibility to resolve conflicts when they occur.

• Learn and practice a CALM approach to conflict resolutions. There are four steps: Clarify 
the Issue,Address the Problem, Listen to the Other Side, and Manage Your Way to Resolution.



Agree Maybe Disagree

1. Conflict is inherently bad and unhealthy.
Notes:

2. Conflict doesn’t occur that often in the workplace.
Notes:

3. Conflict is always a matter of right vs. wrong.
Notes:

4. Conflicts are the result of clashing personalities.
Notes:

5. Conflict is most prevalent in crisis situations.
Notes:

6. Most conflicts resolve themselves over time.
Notes:

7. People usually know when they’ve disturbed someone else.
Notes:

8. Conflicts only impact the disputing parties.
Notes:

9. Resolving employee conflict is management’s responsibility.
Notes:

10.Conflicts continue mostly because of stubbornness and a 
lack of caring.
Notes:

LOOKING AT CONFLICT
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VIDEO:WHEN CONFLICT HAPPENS

Use the top part of this form to take notes about the conflicts you see in the video. Use the
bottom part for general notes.

Conflict Tracker

Thoughts about the video:

Thoughts about the CALM model:
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Who The Conflict                                  The Resolution

Robert and Ellen

Mack and Kyle

Joan and Sara
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Primary Questions

1. What am I upset about? In specific behavioral terms, what actually happened? Who else is 
involved? What did they do?

2. What emotions am I feeling: anger, hurt, frustration? Why am I feeling that way?

3. Have I contributed to the problem?

4. Am I just overreacting? If so, why?

5. In terms of actions and relationships, what are my desires for an outcome to this conflict? 
What will successful resolution look like?

6. If I were the other person involved in this situation, how would I want to be approached and 
dealt with?

Secondary Questions

7. Where may the other person have been “coming from”? How might he or she have been 
motivated by good intentions?

8. Has this happened before, or is this a first-time occurrence?

9. How is this situation affecting me and my work? Are others impacted? If so, how?

10. When dealing with this issue, what can I do to increase my chances of getting the results I 
want? What counter-productive behaviors do I want to avoid?

Step 1: Clarify the Issue – Conflict Clarification Questions
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The Opening

I need your help to solve a problem I’m facing…

Define the Issue

Exactly what happened:

How it made you feel:

The negative impacts the situation has caused:

Step 2: Address the Problem

Other things to remember:

1. Have a walk-in strategy; you may want to practice what you plan to say.

2. Don’t repeat what co-workers have said; this is between the two of you.

3. Keep the end in mind; the goal is not to win an argument.The goal is to reach a respectful,
collaborative result.
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Step 3: Listen to the Other Side

Tips for Effective Listening:

1. Give the other person your TOTAL ATTENTION.

2. NEVER interrupt.

3. Ask questions for clarification.

4. Paraphrase what you’ve heard.

5. SHOW that you’re listening.

6. Use positive body language.
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Step 4: Manage Your Way to Resolution

1. Gain agreement that a problem exists.

2. Identify each other’s concerns and needs.

3. Explore win-win solutions.

4. Agree on a course of action.

5. Determine how to handle missteps, should they happen.

6. Close on a positive note.
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Role Play

Consider the following questions as you observe the role-play.

Observations:

• How effective was the statement of the problem? Did they say exactly what happened, how it 
made them feel, and the negative impacts the situation has caused?

• How was the body language on both sides?

• Were both participants listening to each other?

• How did they react to the suggestion of how to handle the situation in the future? 
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When There’s No Time to Plan

1. Stop, breathe, and think.

2. Acknowledge the conflict.

3. Buy some time (if they agree, then do CALM).

4. Take it somewhere else.

5. Keep it respectful.
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CALM MODEL WORKSHEET

Primary Questions

1. What am I upset about? In specific behavioral terms, what actually happened? Who else is 
involved? What did they do?

2. What emotions am I feeling: anger, hurt, frustration? Why am I feeling that way?

3. Have I contributed to the problem?

4. Am I just overreacting? If so, why?

5. In terms of actions and relationships, what are my desires for an outcome to this conflict? 
What will successful resolution look like?

6. If I were the other person involved in this situation, how would I want to be approached and 
dealt with?

Secondary Questions

7. Where may the other person have been “coming from”? How might he or she have been 
motivated by good intentions?

8. Has this happened before, or is this a first-time occurrence?

9. How is this situation affecting me and my work? Are others impacted? If so, how?

10. When dealing with this issue, what can I do to increase my chances of getting the results I 
want? What counter-productive behaviors do I want to avoid?

Step 1: Clarify the Issue – Conflict Clarification Questions
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CALM MODEL WORKSHEET

The Opening

I need your help to solve a problem I’m facing…

Define the Issue

Exactly what happened:

How it made you feel:

The negative impacts the situation has caused:

Step 2: Address the Problem

Other things to remember:

1. Have a walk-in strategy; you may want to practice what you plan to say.

2. Don’t repeat what co-workers have said; this is between the two of you.

3. Keep the end in mind; the goal is not to win an argument.The goal is to reach a respectful,
collaborative result.
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CALM MODEL WORKSHEET

Step 3: Listen to the Other Side

1. Give the other person your TOTAL ATTENTION.

2. NEVER interrupt.

3. Ask questions for clarification.

4. Paraphrase what you’ve heard.

5. SHOW that you’re listening.

6. Use positive body language.

Notes:

Step 4: Manage Your Way to Resolution

1. Gain agreement that a problem exists.

2. Identify each other’s concerns and needs.

3. Explore win-win solutions.

4. Agree on a course of action.

5. Determine how to handle missteps, should they happen.

6. Close on a positive note.

Notes:


