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	“I” not “you”  A simple change can help prevent conflict


	“Not going there”  Know your non-negotiables!


	Look ahead  Create a better next time


	Ask for what you do want  Shift the focus to “what can be”


	Keep the circle small  Go to the source


	Change the game  Move in a new direction


	It’s theirs, not yours  Don’t take it personally


	Listen  Build a bridge; solve a problem


	Go time  When compromise isn’t possible


	Walk away  ...and keep contact to a minimum



On a warm, sunny morning, you get ready to start work, listening to some music and thinking about the day ahead. Feeling focused and positive, you get to your desk and settle in, take a sip of your coffee, and start planning the day.

Then the phone rings, a text pings, or you open your email, and suddenly things take a turn. Someone emailed your boss (instead of you) to say he doesn’t like the layout you already approved for the company’s home page. Or an angry customer has gone all the way to your District Manager to say you were rude to her. Maybe a sale you were sure was a slam dunk stalled overnight. A joke you told was taken out of context and an important colleague isn’t amused.

It’s only 9:30, but your work day, which was wide open and full of possibilities just a few minutes ago, has narrowed to a pinpoint: damage control. Maybe you have immediate emotional and physical reactions: nervousness, fast heart rate, sweaty hands. For the moment at least, conflict has sapped your strength and stolen your peace.

Does this have to be just a typical work day? (No.) Can you control the number of conflicts you have to face? (Yes.) How about the way you react to them? (Definitely.)

“Flipping out”

We use dramatic words to describe conflict, phrases like “boiling over,” “flipping out,” and “exploding.” A conflict can feel like facing a monster. “Which side are you on?” demands the beast, grabbing us by the shoulders and shaking hard.

“Whose story do you believe?”

“Who are your real friends?”

“Shouldn’t you be watching your back?”

“Didn’t Josh actually owe you a favor?”

From minor misunderstandings to major blowups, conflicts at work can spread fast and sweep wide, pulling in everyone in their path and making it impossible to think about anything else. And relationships? Forget them. Regardless of how great they once were or one day might be, conflicts can end them.

And it’s just reality: the question isn’t if you’ll face conflicts at work, but when. Any time you’re dealing with people who are different from you, people who have different experiences and hopes and interests and ways of communicating (that would be everybody, every day!), there will be clashes.

Of all the people-skills we need at work (and let’s face it, in life), conflict management may be the toughest. Denial doesn’t work. Neither does running away or pretending a conflict isn’t serious when it is. Plus, losing it at work: not an option. A habit of losing your cool will take you off the A-list faster than just about anything else.

Whether you’ve been knocked down by conflict in the past or you’re looking for solutions to the hot situations you’re facing today, you don’t need to run from conflict at work, ignore it, or beat it back with a stick.

Beautiful someone, you’ve got better choices!

From here to harmony

By the time you read the last page of this ebook, you’ll have some great tools for handling hot situations at work (and maybe even in life!) in ways that can save your sanity, build your reputation, and even improve your relationships and network.

Learn how to keep an already hot situation from spinning out of control. Be polite but powerful, strong but flexible, and able to safeguard your best relationships without making yourself into a doormat.
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An ounce of prevention

“I” not “you”
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A simple change can help prevent conflict

“You” and “your” are two short words that are long on power! When they’re being used in a conflict, “you” and “your” can feel like a finger poke in the chest:


•  “You can’t expect me to do that for you!”

•  “I can’t take responsibility for your mistake!”

•  “You can’t possibly be asking me to help you out again!”


Result: the person feels on the spot and defensive, and the relationship is damaged instead of helped by a strong boundary enforced with confidence and respect.

A better choice: “I” statements take the edge off difficult messages and keep hostility under control: “I’m upset that we’re going to miss the deadline” is much easier to hear than, “You should have tried harder to meet the deadline” (even if that’s true, it doesn’t help the mood, and a defensive person isn’t going to work well with you in the future). The “I” statement keeps the listener from feeling attacked and ready to mount a counterattack. “I” statements also say you’re responsible for your own feelings and make the person you’re talking to more willing to listen.

In the same way, “You don’t understand what I’m saying” is a lot harder to hear than, “I want to make sure my point is clear” which leaves the other person room to offer their own opinion as part of a dialogue.

So watch those “you” statements and make the shift to “I” whenever you can.

When you do...

	Before

	After


	“You did the wrong thing.”

	“I don’t think that was the best way to handle the situation.”


	“You’re wrong.”

	“I don’t agree.”


	“What you’re asking for doesn’t make any sense.”

	“I don’t understand. I’ve got some questions.”


	“That’s your problem.”

	“I’m not able to help with that.”



Read the new statements, and just feel the controlled, sophisticated, and professional vibe in the air. A few small wording changes help prevent conflict and make a huge difference.
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