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What is Conflict?
A real or perceived misalignment 

of needs and/or interests
between 

two parties

Presenter
Presentation Notes
We all deal with interpersonal conflict as a normal and healthy part of life. But most people rarely think about it. it is just something you do naturally when navigating relationships. You would not be very successful in life without these navigation skills. We are all experiencing a crisis time right now and we are being challenged in every aspect of our lives. Finding conflict now, is expected. Dealing with the conflict is where we need the help.



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

Thomas-Killman Model

Presenter
Presentation Notes
Lets review some of our options when we are faced with conflict. When we think about resolving conflict we approach it from the perspective that the conflict is caused by the difference between me getting what I want and you getting what you want.



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

Avoiding

Presenter
Presentation Notes
The first option is avoiding. The “flight” response in the fight or flight scenario when faced with conflict. Like an ostrich with his head in the ground. Everyone just ignores the problem. For small things this can work… but if either of us feels strongly about the issue, this problem will resurface again and we will need to try another option. 



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

AccommodatingAvoiding

Presenter
Presentation Notes
The next option gets them a little more of what they want. If you can cheerfully give in a little on what YOU want, then by all means try this option. This is often a little like “give and take”. Watch out for the victim rising up. If you really do care about what you give up, you will be saying “you made me give it up” instead of cheerfully letting go.  



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

AccommodatingAvoiding

Dominating

Presenter
Presentation Notes
The next option, Dominating. I get what I want. Maybe by my exerting power, or rank or even intimidation. At it’s worst this is Bullying. 



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

AccommodatingAvoiding

Compromising

Dominating

-Mediation
-Arbitration

Presenter
Presentation Notes
Compromising is like a tie. Split the issues 50-50. Not a great choice if this is an emotionally charged issue you are trying to resolve. Sometimes using this option results in another issue rearing its ugly head. This makes you play the game of “whack a mole” where issues keep coming, but you never really address the underlying emotional issue behind the conflicts that keep coming. Mediation is done by an outside party and Arbitration is a legal binding outside party settling the issue.



I Get 
What I 
Want

They Get What They Want

Conflict Resolution Options

AccommodatingAvoiding

Compromising

Dominating Collaborating

-Mediation
-Arbitration

Presenter
Presentation Notes
Collaborating. This is the best option. It does require lots of time. Patience is needed here, lots of listening, everyone feels heard, valued, there is feels they have power and respect. It enables creativity, and is often called the win/win solution.
What is the most common reaction people have to conflict? If you said anger you would be right



Anger 
and 

Frustration 

Presenter
Presentation Notes
 The most common reaction we have to conflict other than avoidance is Anger and Frustration.  So let’s talk about this for a while. What can we do about being angry or dealing with anger in others?




60 second 
experiment

Jeffrey Nevid, Ph.D., ABPP

Presenter
Presentation Notes
  Ok, we are on a WebEx, but do this experiment with me for a minute. Close your eyes and Empty your mind of any thoughts. Don’t think about anything your mind is blank. Try and make yourself angry…make a fist, frown, shake hands in air…  I wait… if you are like me…it  is hard to be angry about nothing? My mind is blank and I cant really feel anger…. 

If we Try the experiment again, but this time, try and remember a time when you got really angry… I can remember a situation recently that really upset me and got me ticked off. You try thinking of a situation… were you able to become annoyed all over again. Could you bring back the exact moment of being mad? 
 




•Thoughts Trigger Emotions

•Emotions Trigger Actions

•Actions Trigger Results

Presenter
Presentation Notes
 
We are thinking….What is happening to us that we can get angry again? We are THINKING. Thoughts trigger emotion. Emotions trigger action. Action triggers results. Fight, Flight or Freeze. Your had a thought… this is a dangerous situation, then you have an emotion… terrified… then you have an action RUN, the result is you are safely away from danger. 




Presenter
Presentation Notes
IF I put pictures of babies and puppies on the screen, you might smile. It makes people happy. Marketing experts study what makes people think happy thoughts, they want you to buy things, like their cars, and so they want you happy. Our Thoughts drive our emotions, and this is driving our behavior.




Thoughts
Emotions

Behavior

Anger is Directional

Presenter
Presentation Notes
Everything is connected. Driving each step. Anger is directional. You need something to be angry about to be angry. A thought. We can control our thoughts , which will help us with our emotions and can control our behavior. Change your thoughts.  We need to talk to ourselves inside our heads. Self talk is very important when it comes to de-escalating anger. Nobody can make you angry unless you let them. You choose how you respond to the things that people say or do. 



4 Steps 
to 

Manage 
Self 

Anger

Presenter
Presentation Notes
  
Everyone has experienced feelings of blind, red hot rage at an injustice or aggression aimed at them at some point in their lives. If you haven’t gotten angry, you aren’t human. Everyone gets angry, and that’s OK. For the most part, anger is a normal, healthy emotion. But it’s unhealthy when it flares up all the time or spirals out of control.
Uncontrolled anger can take a toll on both your health and your relationships. That’s why knowing how to deal with anger is key.
Lets look at some steps you can take to help with self anger then we will look at situations with others who are angry.




4  Steps to Manage Self Anger

1.Take a deep breath

Presenter
Presentation Notes
Number one: Take a deep breath, pause for a moment. Take the scene in. Close your eyes if you can for a moment. Wait, 
Just  breathe and take back control of your body. Slowly breathe in and out. Sometimes counting can slow you down to be able to think and respond better.



4  Steps to Manage Self Anger

2. Recognize 
the 

anger

Presenter
Presentation Notes
Number two: recognize anger (in you or others) notice it.
Managing your anger effectively means recognizing the warning signs.  Easy to say, how do I do it? 




Symptoms of Anger
 Heart starts pounding
 Breathing becomes 

faster and shallower
 Suddenly feeling hot or 

chilled
 Face feels flushed
 Head or neck pain

 Stomach distress
 Grinding teeth
 Pacing or fidgeting
 Muscle tension in 

arms, back, neck, or 
shoulders
 Clenching jaw and/or 

fists

Presenter
Presentation Notes
If you’re able to identify when you’re starting to get angry, you’ll be better prepared to stop yourself from getting really worked up and lashing out. Some warning signs are: 
Heart starts pounding
Breathing becomes faster and shallower
Suddenly feeling hot or chilled
Face feels flushed
Head or neck pain
Stomach distress
Grinding teeth
Pacing or fidgeting
Muscle tension in arms, back, neck, or shoulders
Clenching jaw and/or fists




4 Steps to Manage Self Anger

3. Ask Yourself…..

Presenter
Presentation Notes
Getting back to our steps, we had, 1-take a breathe, 2-notice the anger and now the Third Step
Ask yourself, what am I thinking? What am telling myself? What is that voice inside my head saying to me? Bring the thought to your conscious mind.




4  Steps to Manage Self Anger

4. Change 
your 

thoughts

Presenter
Presentation Notes
Step 4: Change your thoughts. Developing a healthy relationship with one’s self is one of our biggest challenges that we face in our time on earth. There are a lot of competing forces and influences such as family, friends, society (and media) that can alter and distort our perceptions. Sometimes we will internalize these messages — sometimes we will notice it, and other times we won’t. But doing this very personal work of changing the self-talk you bring to the table is incredibly rewarding, and necessary to become our most authentic, balanced selves.



Change your self-talk 

Presenter
Presentation Notes
 
Start some new self-talk… instead of focusing on the storm, focus on the rainbow. 
be curious
In the angry situation, try different thoughts.

Did he mean to do this to me personally?
Am I taking this too personally?
He must be having a bad day
He must be tired.
I wonder why he is acting this way, did something happen?




Angry 
Situations

Presenter
Presentation Notes
  Now that we have reviewed Self anger, Lets spend some time thinking about angry situations and what we can do to de-escalate.



4 Things That 
Will Make It 

Worse

Presenter
Presentation Notes
  First things first. There are some things that we all do in these situations that don’t help and in fact can actually make things worse. Lets get those thing out of the way.




Things That 
Make It Worse

1. Don’t take it Personally
2. Avoid asking them to 

Calm down
3. Don’t correct them
4. Don’t “One-up” them

Presenter
Presentation Notes
Just like the Jenga game: How can you avoid making the whole situation fall apart? 
1. Don’t take it personally. Even if aimed at you, the anger is probably not really about you. You need to be able to think with empathy and compassion. So don’t get caught up in the moment, it is not personal.
2. Avoid asking them to calm down. Whenever you ask for calm, it will always escalate the mood. Asking for quiet, makes them shout more.
3. Don’t correct them. We often misspeak when we are angry. It will only make matters worse if you try to point out errors in their facts
4. Don’t “one-up” them. Sharing an even worse example to the angry person to let them know “how good it is” or that “it could have been worse”  will almost always make it worse. People need to know you hear them and respect their situation as they describe it. Don’t trivialize their feelings about the situation.
 



5 Things That 
Will Make It 

Better

Presenter
Presentation Notes
  
How can you help the situation



Make It Better
1.Make certain of your own safety
2.Show concern, show you care
3.Show mutual purpose, you want to help
4.Resist talking too much (listen more)
5.Focus more on Facts not Feelings

Presenter
Presentation Notes
How do we help the situation?
Make certain of your safety
Show you care. Say things like “ I am here for you”, “how can I help you?”, This must be very hard. Do you need some water? Would you like to sit with me a minute over by the file cabinet and talk, I can listen to you.
Mutual purpose. Paraphrase back to them what they are saying. Let them know you hear them. Let them talk, it will give them time to relax and calm down, and let go of some of the anger.
Listen, listen, listen. They need to talk more that you. They cant hear you right now anyway.
Focus more on facts, not feelings. Let them tell you the facts. What happened more than how they are feeling. If you are calm and listening to them, they will be a more willing partner and less emotional partner, in solving the situation



Active Listening
L.E.A.N.

Lean in

TOM KRIEGLSTEIN https://swiftkickhq.com/tom-krieglstein/

Presenter
Presentation Notes
Be a good listener. Use the LEAN technique
L is for Lean In

https://swiftkickhq.com/tom-krieglstein/


Active Listening
L.E.A.N.

Lean in

Eye contact

TOM KRIEGLSTEIN https://swiftkickhq.com/tom-krieglstein/

Presenter
Presentation Notes
Be a good listener. Use the LEAN technique
Eye Contact

https://swiftkickhq.com/tom-krieglstein/


Active Listening
L.E.A.N.

Lean in

Eye contact

Ask Questions

TOM KRIEGLSTEIN https://swiftkickhq.com/tom-krieglstein/

Presenter
Presentation Notes
Be a good listener. Use the LEAN technique
Ask Questions, be curious, but let them talk

https://swiftkickhq.com/tom-krieglstein/


Active Listening
L.E.A.N.

Lean in

Eye contact

Ask Questions

Nod
TOM KRIEGLSTEIN https://swiftkickhq.com/tom-krieglstein/

Presenter
Presentation Notes
Be a good listener. Use the LEAN technique
Nod, let them see that you are listening,  

https://swiftkickhq.com/tom-krieglstein/


Read Body Language

1.Look for their eyes
2.Furrowed Brow
3.Hand gestures
4.Overall body posture

Presenter
Presentation Notes
How can we do better at active listening when we are all wearing masks? 

In this time of COVID19 we must use all our senses and be alert to clues around us with our colleagues. What do their eyes tell us, their forehead? Talking with someone wearing a mask can be especially challenging when trying to read their emotions and mood. Body posture and hand gestures will tell us a lot.  Tone of voice, volume. 



Most Important:
Take Care of You!

Presenter
Presentation Notes
  take care of you. Just like in the airplane, put your oxygen mask on first an then do it for the others. You cant help when you cant breathe yourself. Getting enough sleep is the single best thing you can do for you.



Hormones
Angry

Cortisol
Adrenaline

Feel Good

Endorphins

Presenter
Presentation Notes
The hormones that we release when we are angry —mainly cortisol and adrenaline — are similar to those produced when we are stressed to help us to escape from danger. When you physically exercise regularly, your body learns how to regulate your adrenaline and cortisol levels more effectively. Also, people who are physically fit have more optimum levels of endorphins; endorphins are hormones that make you feel good and therefore less likely to feel angry.




Presenter
Presentation Notes
Getting a good night's sleep has been proven to have numerous benefits to your health and cognitive performance.

Concentration – a good night's sleep improves attention and alertness.

Memory – sleep affects our ability to recall and link information.

Creativity – REM sleep has been proven to be beneficial for creative processes.

Insight – sleep can help your ability to gain the kind of knowledge that has an instant impact on your thinking and behavior.

Focus – sleep has been proven to help reduce your focus on negative things.

Your immune system - sleep can help your body to defend against illness.




Take care of yourself

Presenter
Presentation Notes
A healthy body is linked to a healthy mind: if your body feels good, you will too. Eat plenty of fruits, vegetables and whole foods, and avoid processed food. Find ways to be active every day, whether that’s walking, gardening, vacuuming or even dancing.




Anonymous Support Hotlines for all NYC H & H employees

Available Help

Monday – Friday, 9:00am – 3:00pm
*Hours may be extended upon demand646-815-4150

https://www1.nyc.gov/site/olr/eap/eaphome.page  
Make an appointment by phone or email
250 Broadway, 28th Floor, New York, NY 10007  
(212) 306-7660
eap@olr.nyc.gov

https://nycwell.cityofnewyork.us/en/
Free anonymous service for NYC residents  
Available 24/7/365
Call or Text anytime.
English: 1-888-NYC-WELL (1-888-692-9355), Press 2
Call 711 (Relay Service for Deaf/Hard of Hearing)
Español: 1-888-692-9355, Press 3
Text WELL to 65173

Presenter
Presentation Notes
Help I available. Bot for yourself if you feel your anger is getting the best of you as well as support when there are situations that need some help understanding and maybe some insight into how to approach these situations differently. You are not alone in this.

https://www1.nyc.gov/site/olr/eap/eaphome.page
mailto:eap@olr.nyc.gov
https://nycwell.cityofnewyork.us/en/


The Basics of a Healthy Mind
https://www.betterhealth.vic.gov.au/healthyliving/healthy-mind

Workplace Conflict in the ED for Nurses
https://ed-areyouprepared.com/professional-issues/dealing-with-workplace-
conflict/#db1e31022fe25d7f5

Resources to help you manage your thinking in crisis
https://thelifecoachschool.com/handlingchaos/

Minute Therapist
https://www.psychologytoday.com/us/blog/the-minute-therapist/201610/minute-therapist-
guide-managing-anger

What is Conflict Management
https://pollackpeacebuilding.com/

Resources/Credits

Presenter
Presentation Notes
https://www.betterhealth.vic.gov.au/healthyliving/healthy-mind
 
https://ed-areyouprepared.com/professional-issues/dealing-with-workplace-conflict/#db1e31022fe25d7f5
 
https://thelifecoachschool.com/handlingchaos/
 
https://pollackpeacebuilding.com/
Minute Therapist
https://www.psychologytoday.com/us/blog/the-minute-therapist/201610/minute-therapist-guide-managing-anger



https://www.betterhealth.vic.gov.au/healthyliving/healthy-mind
https://ed-areyouprepared.com/professional-issues/dealing-with-workplace-conflict/#db1e31022fe25d7f5
https://thelifecoachschool.com/handlingchaos/
https://www.psychologytoday.com/us/blog/the-minute-therapist/201610/minute-therapist-guide-managing-anger
https://pollackpeacebuilding.com/


Resources From 
NYC Health & Hospitals

Please visit our COVID-19  Guidance and Resources page at:
http://hhcinsider.nychhc.org/sites/COVID-19/Pages/Index.aspx

To request emotional or psychological support, go to: 
http://hhcinsider.nychhc.org/sites/COVID- 19/Pages/COVID-
19.aspx

For more resources, please visit Employee Resource  Center at:
http://hhcinsider.nychhc.org/corpoffices/erc/Pages/Index.aspx

http://hhcinsider.nychhc.org/sites/COVID-19/Pages/Index.aspx
http://hhcinsider.nychhc.org/sites/COVID-19/Pages/COVID-19.aspx
http://hhcinsider.nychhc.org/corpoffices/erc/Pages/Index.aspx


Next Presentation Schedule is 
found on Intranet at Covid-19 

Guidance and Resources

Click here to go to the topic schedule

Presenter
Presentation Notes
http://hhcinsider.nychhc.org/sites/COVID-19/Pages/CRTTS.aspx?RootFolder=%2Fsites%2FCOVID%2D19%2FSiteDocuments%2FCrisis%20Response%20Just%2Din%2DTime%20Training%20and%20Schedules&FolderCTID=0x01200004060065C677B94EB37C133C11D7EAD1&View={E45C676C-77A4-4107-A39B-49EA776865B7}




http://hhcinsider.nychhc.org/sites/COVID-19/Pages/CRTTS.aspx?RootFolder=%2Fsites%2FCOVID%2D19%2FSiteDocuments%2FCrisis%20Response%20Just%2Din%2DTime%20Training%20and%20Schedules&FolderCTID=0x01200004060065C677B94EB37C133C11D7EAD1&View=%7bE45C676C-77A4-4107-A39B-49EA776865B7%7d


Thank You
Questions or concerns, please contact us

Alice Stafford at staffora@nychhc.org 
or 
Jeremy Segall at Jeremy.Segall@nychhc.org

MyLearning@nychhc.org

mailto:Louise.Albert@nychhc.org
mailto:Jeremy.Segall@nychhc.org
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