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Some helpful steps for moving through conflict:
· Speak privately and compassionately to the individual(s) with whom you’re in conflict.  Although conflict can make us feel uncomfortable and it may be difficult to bring ourselves to go directly to the person we’re disagreeing with, often these conversations can resolve the conflict very early on and restore (and even enhance!) our relationships.

· If direct communication has taken place and you feel the conflict hasn’t been resolved, you can approach the leadership in your congregation (e.g. the chair of your governance body; someone from the Ministry and Personnel Committee; etc.) to assist you in having a further conversation with the person(s) (it’s often helpful to have a third party present to help people hear each other) or, failing that, to assist in finding other ways to resolve the conflict.

· If the conflict is still unresolved, you can approach the Chair or Secretary of Presbytery or the Executive Secretary of Conference to tap into the many resources available to congregations to help them move through conflict in a healthy way.

An (almost) humorous look at how to definitely make things WORSE!!
· Bypass the person you REALLY need to talk to: Go to a friend and complain about the person you’re having the conflict with and then ask that friend to go speak to the person instead of you speaking directly with him or her. This is not the same as talking the situation over with friends and getting their advice (“sounding board”). However, if you speak with your friend(s) and ask them to speak to the person for you, that’s triangulation.
· Have Lots of Parking Lot Conversations:  Try to get as many people on your side as possible.
· Make Threats: Tell people you’ll leave the committee or withhold your givings, or even better, will leave the church, if the conflict isn’t resolved to your liking.
· Don’t express your feelings of anger or frustration or fear directly.  Instead, use really negative body language during meetings (or maybe during worship depending on who’s there) or talk about people behind their back or find ways to block anything your adversary is trying to accomplish in the church.  
· Don’t ever tell anyone what you really need or try to find ways to have those needs met.
How to definitely make things BETTER!!
· Speak directly with those involved in the conflict
· Focus on the problem instead of on each other personally
· Express your feelings directly
· Refrain from making threats of any kind
· Openly discuss what your needs are and look at the options of how they might be met
· Learn and use good communication and conflict resolution skills
In order to find the best way forward in times of disagreement, we need to first understand what’s going on for the other person (we’re usually pretty aware of what’s going on for us!).  That means listening!
Some barriers to effective listening:

· Planning your response or advice long before the person has finished speaking.

· Assuming what is meant (“mind-reading”) – jumping quickly to what you think the person is REALLY trying to say (“He’s saying this, but he really means this.”)

· Judging – deciding that what’s being said is boring, crazy, stupid, immature, hostile, etc, before the person is finished.

· Daydreaming – floating off into your own world and not paying attention.

· Inserting your own personal experience – thinking about it or sharing it before the person is finished speaking.

· Placating – quickly saying “okay, whatever...!” just to move onto something different.

Some tips for effective listening:
· Stop talking!
· Use reflective language:  “I see”; “uh huh”; “really”; etc.

· Make eye contact – This doesn’t mean staring!  Making eye contact can let the person know that you’re interested in what they’re saying and that you’re really listening to them.  As well, you can pick-up non-verbal signals when you make eye-contact with people.  A note, though:  eye contact can be a culturally-based dynamic.  In some cultures, direct eye contact can be considered negatively.  So, we should be aware of who we’re speaking with.

· Use body language to let the speaker know you’re interested – e.g. nodding, leaning in, facial expressions that empathize with what the speaker is saying, open posture, etc.

· Use empathetic listening – Listen not only to the words that are being said, but the feelings behind them.

· Reflect back – When the speaker has finished speaking, let them know you’ve understood by saying something to reflect what has just been heard.  E.g. “So, you’re upset that I didn’t clear the steps like I promised?”


If you want someone to hear your message, it needs to be shared in a way that’s going to invite them to hear it.  Some tips for being heard...
Anger can be good – but not right now!

Look to your own emotions first.   It’s important to find a way to control our own emotions before trying to say what we need to say to the other person.  If emotions are impeding your ability to communicate well, it can be a good idea to withdraw temporarily from the situation and come back to it later, when those emotions are more controlled.  As well, knowing our triggers can be very helpful in allowing us to create a strategy for responding when those buttons are pushed.  

Goals for communicating your message:

· Avoid the desire to punish, attack or blame.  It may feel good to do it in that moment, but it is not helpful in moving the conversation forward.

· Improve the situation.

· Communicate feelings appropriately.

· Improve the relationship (if appropriate – not all conflicts happen between people who wish to maintain or improve their relationship) and improve positive communication.

· Avoid repeating the same situation (or similar).

Some Tips to Keep in Mind
It’s not what you say...it’s when you say it!!  
They say that timing is everything.  In this case, it is!  Choose the time for having a difficult conversation very carefully.  Is the person running out the door for work? About to chair a meeting?  Ill?  The more carefully you choose your timing, the more positive the result will likely be.  We often feel that the conflicts we get into need to be resolved in the heat of the moment – now, now, now!  However, there is always the often better option of stepping away from the conflict with the commitment to come back together and talk about it at a better time.

It’s not what you say...it’s where you say it!!  
Where you have the conversation is just as important as when you have it.

· Keep the conversation private.  Everyone prefers to “save face” when they are in a difficult situation.  No one likes to be embarrassed.  And, one of the biggest escalators of conflict is when other people get involved.  With that in mind, try as much as possible, to keep your conversations in private with as few people involved as possible.  


· NEVER USE EMAIL!!!  Email is a great tool for sharing information, but a lousy tool for communicating difficult emotions (even if we use smiley faces!).  It’s very difficult to accurately interpret the tone of the message which can lead to misunderstanding.  Also, as it’s not a face-to-face medium, we often feel removed and distant from the person we’re communicating with and, therefore, may have a tendency to “shoot from the hip” without reflecting on how it’s going to be perceived.  When used, email can be a huge escalator for conflict.  In the immortal words of Nancy Reagan – “Just Say No!!”
It’s not what you say...it’s how you say it!!

· Only approximately 7% of our understanding of verbal messages comes from the actual words.  The rest of our understanding is taken from the tone of voice and body language.  Consider how those will be perceived by the person you’re speaking to and adjust them so that the other person is more likely to hear your message.

· Use “I” instead of “you”:  Phrases like “You never do this!” or “You are really inconsiderate!” are “you” statements and are heard as attacks.  At that point, the person you’re trying to reach with your message isn’t listening to you openly anymore.  Instead, speak from your own experience in a way that still identifies the behaviour that’s having a negative impact on you, how it’s making you feel, and that you’d like to find a different way of moving forward.
E.G.  “John, I feel really frustrated when I’m interrupted (or “when you interrupt me”) because then I feel like I’m not being heard and I lose my train of thought.  Could you please wait until I’m finished speaking?”


Or
E.G.  “Mary, I get frustrated when your clothes are left on the floor because that kind of mess really makes me feel stressed and I trip over them!  Could we please talk about how we can do things differently?” 
· Use specific language:  Words like “always”, “never”, “everyone (feels this way)”, etc., escalate conflicts.  It’s far more helpful to be very specific about the behaviour you’re experiencing as negative.   Talk about specific incidents and behaviours and not generalizations.
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