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Conflict in Organizations 

• Conflict takes up 30-42% of manager’s 
time 

• 85% of employees who quit say that 
internal conflict was a factor 

 

—  Center for Continuing and  

Professional Education 



Conflict in Nonprofits 

“Unresolved conflict costs the average 
nonprofit organization between $50,000 
and $100,000 per year.”  

 

— US Dept. of Labor 



Conflict in Animal Welfare 

Ingredients: 

• Passion 

• Limited resources 

• “Black and white” thinking 

• Not all “people-people” 

• Emotionally intense work 

 



Conflict in Animal Welfare 

“In life [and] death 
situations, there is no room 
for compromise.”  

 

–survey respondent 



Conflict in Animal Welfare 

Survey of 227 animal welfare professionals and 
volunteers 

 



Conflict in Animal Welfare 

44% say that members of their organization 
“spend significant time ‘venting’ about 
conflicts”.  



Conflict in Animal Welfare 

41% of respondents said that conflict sometimes 
interferes with their organization’s ability to 
achieve goals 

21% said that conflict often interferes in this way 



Conflict in Animal Welfare 

• 58% said that conflict sometimes interferes with their 
work satisfaction 

• 15%  said that conflict often interferes with their work 
satisfaction 

• 15% said that they have withdrawn emotionally as a 
result of workplace conflict 

• 32% have left a previous position  

• 23% have considered leaving their current position 

• 67% have a friend or colleague who has left an animal 
welfare position because of conflict 
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Conflict Styles 
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One of the patterns in disputes is 
that as you get more convinced 
you know what the other wants, 
you are less accurate. 

 

— William Wilmot and Joyce Hocker, 

Interpersonal Conflict (2007) 



What do you want to 
achieve?  





Resolution  

• Address conflict directly 

• Give the benefit of the doubt 

• Respect 

• Curiosity 



An Exercise 

 



Instructions 

Share the story of a recent or conflict interaction 

What was your conflict style?  
(Avoiding, Competing, Accommodating, 
Compromising, Collaborating) 

What were your thoughts and impressions of 
the other person going into the conflict?  

What would you do differently if you had to do 
it over again?  



Self-awareness 

Your 

• Interests 

• Feelings 

• Perception of the other 
party  

• Perception of the conflict 

• Biases 

• Baggage 

• Ineffective 
communication patterns 



Your Approach 
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#1 Set the Stage 



#2 Focus on Interests, not Positions 

Positions 

• What we want to happen 

• What we think will meet 
our needs/achieve our goals 

• Specific, therefore confining 

• One way is the right way 

Interests 

• Needs/feelings to be 
addressed 

• Criteria for a solution 

• Limitations, opportunities 

• May be many interests to 
be met 

• Pieces to work with 

 

 



Types of Interests 

• Topic 

• Relationship 

• Identity 

• Process 



#3 Separate the People from the 
Problem 

 



 



#4 Listen to Understand 



Listening is not 

• Waiting 

• Judging  

• Daydreaming 

• Planning 





#5 Describe 

Descriptions are 

• Specific 

• Objective 

 

Avoid absolutes 

• Always 

• Never 



#5 Describe 

“I messages” 

• I feel ____ when you _____ because _____. I 
would appreciate it if you _____.  

 



#6 Express, Acknowledge, and  
Validate Emotions 

 



#7 Make a Request, Not a Complaint 

 



#8 Make a Plan 

(And check in to make sure it’s working!) 



#9 Have Reasonable Expectations 



#10 Be Willing to be Uncomfortable 



 



Another Exercise 

Share a story of a conflict that was resolved 
effectively.  

What worked?  

Did you and/or the other person use any of 
these ten tools?  
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“The difference between what we 
are doing and what we’re capable 
of doing would solve most of the 

world’s problems.” 
-Stephen R. Covey, The 8th Habit 



 



Ten Tips 

1. Set the Stage 

2. Focus on Interests, Not Positions 

3. Separate the People from the Problem 

4. Listen to Understand 

5. Describe 

6. Make a Request, Not a Complaint 

7. Express, Acknowledge, and Validate Emotions 

8. Make a Plan 

9. Have Reasonable Expectations 

10.Be Willing to be Uncomfortable 

 

 



Questions? 


