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Four situations where the relationship is already strained. Work through
each one before you need it, because the hard conversations are the ones
you get no rehearsal for.

H O W  T O  U S E  T H I S

Take one scenario at a time. Decide what a successful outcome would actually look like, then choose the tactics you

would lead with and the behaviors you would use first. In each of these, the other person has a reason to resist, so

the receptive tactics of inquiring, listening, and attuning usually have to come before anything expressive. Working

through these with a colleague, out loud, is worth more than reading them.

S C E N A R I O  O N E

You are leading a team involved in an important project. Two of the most important team members have

had a difficult relationship with one another for some time. You have decided to set up a meeting for the

purpose of establishing a better working relationship between them. You plan to facilitate the meeting.

One of them has agreed to attend, but the other has taken a very hard stand and refuses to meet with

his or her colleague. You believe that a better working relationship is possible, but only if both contribute

to the resolution or management of the conflict.

Influence the reluctant team member to agree to attend an initial meeting.
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S C E N A R I O  T W O

You have always had a good working relationship with a peer in another unit, a part of the organization

that you need to collaborate with on a regular basis. However, for the past several weeks, your colleague

has seemed very cold and unresponsive. He or she does not reply to your emails or messages or return

your calls. You are mystified by this behavior and it is getting in the way of accomplishing important

tasks. You have just spotted this person sitting alone in the cafeteria and would like to take the

opportunity to find out what is going on.

Influence your peer to tell you about any issues or concerns that are associated with this change in
your relationship.

S C E N A R I O  T H R E E

One of your internal customers has sent you a very angry message regarding the services your team has

been providing. He or she is threatening to go to senior management with the complaints. You would like

to resolve this without having the issue escalated.

Influence your customer to agree to meet with you and try to find a solution before involving
anyone else.

S C E N A R I O  F O U R

You are meeting with your manager. You are aware that he or she is not happy about some decisions that

you have made recently and is suggesting in subtle ways that you are not a “team player.” You have

decided to bring the issue out into the open.

Influence your manager to work with you to come to an open agreement about the direction your
team should take.

The fastest route through a conflict is almost never the most direct one.
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