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Appropriate use of style in specific situations; the style of conflict management you choose will 
help determine how the conflict will be managed or resolved. 

 
Style Most Useful when: Least Useful when: 
Competing  an emergency looms (while 

knowing your limitations) 
 there is no time for give-and-take 

discussion 
 you are sure you’re right and 

being right matters more than 
preserving relationships 

 the issue is trivial and others 
don’t care what happens 

 weaker parties need to be 
protected from stronger ones 

 principles are at stake and must not 
be compromised, regardless of cost 

 Collaborative Problem-Solving 
has not yet been attempted 

 Support and cooperation of 
others who want to be 
treated as equals is 
important 

 Used routinely for most 
issues; others either get 
annoyed and resistant or fall 
into passivity and 
dependency in the presence 
of someone who chronically 
directs 

 Self-respect of 

Appendix 1. Background material on Conflict Styles Assessment 

Conflict Styles Assessment 
 

High Focus on Agenda/Task 

COMPETING PROBLEM-SOLVING 

ACCOMMODATING 

Low Focus on Agenda/Task 
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Style Most Useful when: Least Useful when: 
Accommodating  When keeping others happy is 

the most important goal 
 When expressing your wishes 

may bring retaliation from others 
and you have no means to 
protect yourself 

 When you really don’t care about 
the issue 

 When you are powerless and 
have no wish to block the other 
person 

 You are likely to harbor 
resentment 

 Used habitually in order to win 
acceptance by others (outcome: 
lack of self-respect and personal 
growth in you and eventually 
perhaps depression 

 Others wish to Problem-solve and 
will feel like Competers if you 
Accommodate 

Avoiding  When the issue is trivial 
 When the relationship is 

insignificant 
 When time to talk is limited and 

when a decision can be delayed 
for now 

 When you have little power to 
openly resist an opponent but 
you don’t want to actively go 
along with their wishes 

 You care about both the issues 
involved and the relationship 

 Used habitually for most issues 
(leads to “explosions” or “freeze- 
out”) 

 A residue of negative feelings is 
likely to linger 

 Others would benefit from 
constructive confrontation 

 Your role or duties oblige you to 
take a stand 

Compromising  When getting a quick settlement 
matters more than exploring all 
possible options 

 When working together is 
important, but time or resources 
to Problem-solve fully are limited 

 When settling on some solution, 
even if less than ideal, is better 
than a complete stalemate 

 When efforts to Problem-solve 
will be misunderstood as 
Competing 

 In-depth analysis or finding the 
most creative solution possible is 
essential (use Problem-solving 
instead) 

 When you can’t live with the 
consequences of getting less than 
what you want or need 

 Deep principles or values are at 
stake 

Problem- 
solving/Collaborating 

 When the issues and 
relationships are both significant 

 When long-term ability to work 
together is important 

 When a creative outcome is 
important 

 When time and energy are 
available for discussion 

 When reasonable hope exists to 
meet all concerns 

 Time is short 
 The issues are trivial 
 You’re overloaded with 

“processing” 
 The goals of the other person are 

wrong beyond doubt 
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1. COOL DOWN: Check in with yourself. High emotion is common in conflict. 
A. Limbic Hijack – when we are distressed (angry, afraid, frustrated), our limbic center 

takes over, limiting blood flow to our frontal cortext. We cannot think clearly or 
rationally in this state.  
o Taking time to breathe and to name the emotion(s) you feel  
o “I am feeling hurt and afraid that I won’t be heard” redirects the brain to 

cognitive processing and gets you out of limbic hijack.  
 

B. Ladder of Inference –  
- My beliefs affect what I data I choose to see in 
the future (starting higher on ladder). 
- I take action based on my beliefs, as if they 
were facts. 
- I adopt beliefs, deeply committing to my 
conclusions. 
- I draw conclusions based on my assumptions 
and how I prefer to see reality.  
- I make assumptions about persons and 
circumstances based on my perspective. 
- I add meaning to the data I’ve selected. 
- I select data to pay attention to, and ignore 
the rest. 
- I experience and observe the data which is 
available to me.  

 
2. SLOW DOWN: 

 

A. Separate the person from the problem – how can you mentally shift from seeing 
the other person AS the problem to seeing both of you looking AT the problem 
together as partners, working together toward a solution? 

B. Consider your goals – what do you want and what does the other person want? 
C. Consider the relationship – past, history, and future 
D. Consider power and hierarchy - who has more power in the relationship? Who 

controls resources? Who stands to lose most if agreement isn’t reached? 
 

o For those who hold less power in the conversation, consider how you want to 
participate in the conversation and what you need in terms of boundaries.  

o If you hold more power in the conversation, consider how you can respect and 
support other’s boundaries. 

Appendix 2. 3-Step Framework for Managing Conflict – “Cool down, slow down, engage 
constructively” 
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o For those with more positional or societal power, prepare yourself to hear 
things that might challenge you, and plan for how you can continue to listen to 
understand the other person’s message.  
 

E. Distinguish positions vs interests –  
o Positions are the basis for debate – “I can’t work this weekend.” And “You 

have to work this weekend!” 
o Interests are the basis for dialogue – “I am struggling to balance my studies 

with my work and my family’s needs.” And “I am having a difficult time filling 
shifts.” 

 
3. ENGAGE CONSTRUCTIVELY: Mantra “Time, Place, Manner” 

 
A. Time or timing 

o Timely vs. delayed: in general, it’s a good rule of thumb to address the matter 
as soon as practical, allowing for cooling off and for scheduling a mutually-
convenient time to talk. 

 
B. Place 

o Privacy:  suggest a private place. 
 

C. Manner 
o Your manner or style of communication, both verbally and non-verbally, is the 

most critical element that will affect the outcome of the conversation. 
 
Verbal  communication 
o Practice non-threatening verbal communication by presenting your 

perspective of the conflict and being open to a different perspective. 
o Watch your word choice, using collaborative instead of confrontational or 

provocative language. For example, use “I messages” rather than blaming 
with the use of the word “you”. Avoid “You make me feel…” 

o Move from being “certain” to “curious” about the other person’s story. Avoid 
presenting your conclusions as “The Truth” and avoid hyperbole with words 
like “always” or “never”.  

o Ask about intention behind their action: “When you joined me in the exam 
room, what were your intentions?” 

o Then state the impact their actions had on you: “When you interrupted me in 
front of the patient yesterday, I felt disappointed that I could not complete that 
interaction.” 

o Try to use “and” instead of “but” as a conjuction. “But” negates the statement 
before. 

o Reframe your experience by converting accusations, blame and absolute truth 
to intentions vs. impact, contribution (to the conflict), and different 
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perspectives. 
 
Non-verbal communication 
o Non-verbal communication style is even more important than your verbal 

communication, carrying more than 50% of the message. 
o Use good eye contact, and watch your posture, voice tone and volume. 
o Remain calm and non-defensive. 
 
Speaking and listening 
o Spend as much time listening as you do speaking.  Be curious. 
o Take turns and do not interrupt when the other person is  speaking. Pay 

attention to how much time each person talks, whose experiences get 
challenged, and who gets interrupted.  To address systemic oppression, carve 
out time for silence, and for those whose voices don’t get heard.  

o Be mindful and present, and use active listening to demonstrate your listening 
and understanding of the other person’s perspective. 

o Notice when diversity, equity and inclusion themes such as identity, power, 
privilege, oppression and unconscious bias come up, and explore them with 
curiosity and humility. 

 
Proactive and forward-looking 
o Your non-threatening and non-defensive manner will facilitate a forward-

looking (future-oriented) plan of action. 
o Build on any guiding principles to help you resolve the conflict, such as 

“respectful relationship” or “patient safety” or “equity and inclusion” and build 
on agreements that emerge during the conversation; for example, “workload 
balance”. 
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Confrontational language suggests you are: 
Trying to limit the choices of the other person 
Unwilling to consider the other person’s position 
Not allowing the other person to save face 
Challenging the other person to back up what s/he says 
Absolutely certain you are right 
Blaming the other person 

 
Confrontational phrases: 

What were you thinking? 
You must have realized you made a mistake. 
I have a problem with what you did. 
That’s not my problem (or my job.) 
You blew it again. 
Others… 

 
Cooperative language suggests you are: 

Willing to consider the other person’s position 
Recognizing you could be wrong 
Inviting the other person to discuss rather than fight/disagree 
Not interested in finding someone to blame 
Trying to work with, not dictate 
Offering choices 
Helping the other person save face 

 
Cooperative phrases: 

I’m curious about… 
Can you help me understand… 
Is now a good time to talk? I have a concern I’d like to discuss with you. 
We seem to see this differently. Can we talk about it? 
I see a problem, and I’d like to see if you can solve it with me. 
Others… 

UCSF Office of the Ombuds 3333 California Street, Suite 309 415.502.9600 ph  ombuds.ucsf.edu   

Appendix 3. Confrontational vs. Cooperative Language 
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Reframing 
(Copyright Dana Curtis, 2000. All rights reserved.) 

 
Defined: Restating an assertion to affect the communication positively and 
make it more easily understood. 

 

Model:  
 Listen for positive, constructive interpretation 
 Restate message by: 

− Neutralizing 
− Redirecting 
− narrowing or broadening 
− forming a question 
− shifting the focus 
− simplifying 
− categorizing 

 Confirm the accuracy of your reframed statement 
 

Purpose:  
 To change the focus from blame and guilt to problem solving 

− The past to the future 
− Judgmental to non-judgmental 
− Position to interest 
− Ultimatum to aspiration 
− Differences to commonalities 
− The people to the problem 

 To lower the emotional temperature 
 To increase efficiency of the process 

 
Caveats: 

 Don’t neutralize a statement so much that you miss 
the point or alienate the speaker. 

 Don’t allow your personal tendency to avoid conflict 
influence your reframe. 

 
UCSF Office of the Ombuds 3333 California Street, Suite 309 415.502.9600 ph  ombuds.ucsf.edu 
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Considerations for offering an apology: 

Life is filled with adversity, making mistakes is unavoidable and apologizing can be part of the 
relationship repair. 

A sincere apology is a very powerful way to learn, forgive yourself and make changes for the 
better. 

Consider time, place and manner: 

1. Timing 
2. Location 
3. Verbal and non-verbal (body language) communication 

 

Elements of a successful apology—for both parties to benefit: 

1. Acknowledgement of what you did wrong and accepting responsibility for your actions. 
2. Expression of regret and how you can change your behavior for next time. 
3. Avoid words that shift blame or minimize the apology. 

Examples: 

“If I offended you, or anyone then please forgive me” 

“I’m sorry, but…..” 

4. Ask for forgiveness but don’t expect it. 
5. Be sincere and heartfelt and your body language will show it! 

Appendix 4: The Role of an Apology in Rebuilding Relationships 
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How to negotiate a conflict situation: Follow the 3-step framework of “Cool down, slow 
down, engage constructively.” When you feel that you’re at a distinct disadvantage (e.g., 
you’re a student or trainee in disagreement or conflict with a senior team member) and that 
the assurance of justice or fairness is uncertain, consider one or more of these responses as 
offered by seasoned healthcare professionals with considerable conflict management 
experience: 

1. Trust the human spirit and take the risk to speak up. 
a. Negotiate based on principles of patient-centered outcomes. 

For example: Rely on the mission of the institution—that is, what creates a 
healing environment for patients, families and communities. 

b. Negotiate based on professional development. 
For example: Learn to advocate for patient safety and improved outcomes. 

c. Start with stating an appreciation for the other person OR naming your 
commitment to the relationship or the team. 

d. Negotiate based on principles of diversity, equity, and inclusion for all. 
2. Be an “ART”ful truth teller and support others to be truth tellers. 

a. ASK: Seek the perspective of the other persion first -and listen without 
interrupting. Inquire about their “ICE” - Ideas, Concerns, and Expectations. 

b. Their perspective may broaden your own! Acknowledge your increased 
understanding 

c. REFLECT back what you’ve heard to make sure you truly understand their 
perspective. 

d. Finally TELL your perspective, noting common ground wherever you have 
shared interests and values. 

e. Thank the other person for taking time to share and receive perspectives. 
3. Honor your integrity—do not compromise on issues of personal integrity. 
4. Find a place for compassion at the table—this helps you to cool down. 

a. Forgive yourself and the other person. 
b. Consider an apology when appropriate 

5. Expand the context to promote innovation and creativity. 
a. Ask to further discuss the matter--and speak to the value you place on the 

relationship. 

Adapted from: 

 Negotiating at an Uneven Table by Phillis Beck Kritek, former Professor and Chair, Psychosocial Nursing and Leadership Development, 
University of Texas at Galveston School of Nursing 

Communication Rx: Transforming Healthcare Through Relationship-Centered Communication by Calvin Chou, MD (at SF VA Medical Center, 
UCSF) and Laura Cooley, PhD 

Appendix 5: Negotiation at an Uneven Table 


