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HOW TO
DEAL WITH CONFLICT

MEDIATE
As the mediator of a conflict, you 
can take certain actions to help 
members resolve it. If you are 
asking questions about the conflict, 
make sure you are asking for ALL 
opinions and that everybody has 
a chance to voice their opinion 
calmly and respectfully. This means 
stepping in when those speaking 
are being interrupted or their 
opinions invalidated. Encourage 
members to stay calm when 
speaking, and to use words such as 
“I think or “I feel” – this will avoid 
the use of harsh words such as 
“stupid, wrong, etc”. 

HUMOUR
Another tactic during the 
communication period is to apply 
humour (when appropriate). 
Sometimes humour can eliminate 
tension and put those involved at 
ease. Be careful, because it could 
also make things worse.

RECOGNIZE AND 
UNDERSTAND CONFLICT
Conflict is simply a disagreement. 
Despite many perceptions, conflict 
is not always a bad thing, and 
can be constructive instead of 
destructive if handled properly. 
It is also important to remember 
that conflict resolution is not 
a win/lose situation. Conflict 
resolution is working together to 
solve a problem. Never, ever make 
someone feel like they’re a winner 
or a loser. When dealing with a 
conflict between band members 
try to remind them of these things. 

Always remember that when it comes to 
conflict resolution it is often not what you 

say, but how you say it.

COMMUNICATE
You should also be careful not 
to point fingers during conflict 
resolution by placing blame. 
Instead of saying “you made a 
terrible decision and you made 
me feel horrible”, try saying “I feel 
sad about the decision that was 
made”. The second phrasing takes 
the blame off of the individual 
and places it onto an event. Doing 
so will make sure the other party 
listens to what you are saying, 
rather than shutting you out by 
going on the defensive or getting 
aggressive. Always remember that 
when it comes to conflict resolution 
it is often not what you say, but 
how you say it.
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LEGITIMIZE  
DIFFERING OPINIONS
Encourage members not to just 
hear what they are saying, but 
to really listen. Listening and 
respecting other people’s opinions 
will improve communication and 
prevent hostility. Often, people are 
so focused on their opinion that 
they forget to look at the situation 
from another person’s perspective. 
Really verbalize and emphasize 
how each person must be feeling 
so everyone’s opinions become 
legitimized. As a mediator of 
conflict, do your best to make sure 
both parties respect one another’s 
opinions, and make them feel that 
their concerns are of equal value 
(even if they might not be).

COMPROMISE

CONFLICT MODE INSTRUMENT

FIVE

COLLABORATE

ACCOMMODATE

COMPETE

AVOID

Competing is the “win-lose” 
approach. You act in a very 
assertive way to achieve your 
goals without seeking to 
cooperate. This may be at the 
expense of the other party. 
Competing may be appropriate 
for emergencies when time is of 
the essence, or when you need 
quick, decisive action, and people 
are aware of and support the 
approach.

Collaborating is where you partner 
or pair up with the other party 
to achieve both of your goals.  
This is how you break free of the 
“win-lose” paradigm and seek 
the “win-win,” which is effective 
for complex scenarios where you 
need to find a novel solution. The 
downside is that it requires a high 
degree of trust and reaching a 
consensus can require a lot of time 
and effort to get everybody on 
board to synthesize all the ideas.

Compromising is the “lose-lose” 
scenario where neither party 
really achieves what they want.  
This requires a moderate level of 
assertiveness and cooperation. It 
may be appropriate for scenarios 
where you need a temporary 
solution, or where both sides have 
equally important goals. The trap 
is to fall into compromising as an 
easy way out, when collaborating 
would produce a better solution.

Accommodating is when you 
cooperate to a high-degree, and 
it may be at your own expense, 
and actually work against your 
own goals, objectives, and desired 
outcomes. Accommodating is 
effective when the other party 
is the expert or has a better 
solution. It can also be effective 
for preserving future relations with 
the other party.

Avoiding is when you simply avoid 
the issue. You aren’t helping the 
other party reach their goals, and 
you aren’t assertively pursuing 
your own. This works when the 
issue is trivial or when you have 
no chance of winning. It can 
also be effective when the issue 
would be very costly, or when 
the atmosphere is emotionally 
charged and you need to create 
some space. Sometimes issues will 
resolve themselves, but in general, 
avoiding is not a good long term 
strategy.
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