
 

 

 

 

Leader Toolkit 
Analyse how you resolve conflict 

We are COLLABORATIVE leaders.  

We work together and have constructive conversations to ensure we respect what 
everyone brings to the team. 

Why use this tool 
Conflict is a normal part of any 
relationship and occurs because people are 
different, not necessarily because they are 
wrong. Learning how to deal with conflict – 
rather than avoiding it – is crucial. 

This tool will help you understand your 
conflict management style and what 
situations will benefit from a different 
style. 

When to use this tool 
§ When you want to understand more 

about yourself. 
§ When you are about to enter into a 

new relationship and you want to be 
thoughtful about how you manage the 
relationship. 

§ When an existing relationship is 
becoming difficult. 
 

How to use this tool 
1. Create your conflict management 

style profile. 

§ read through the conflict 
management list describing different 
conflict situations. 

§ mark one statement for each 
situation that best describes the way 
you respond to that type of situation. 

2.  Score your profile.  

§ transfer your statement selections to 
the profile score sheet.  

§ add up the responses under the 
different conflict styles of Forcing, 
Avoiding, Collaborating or 
Compromising. 

3. Think about your preferred conflict 
management style and understand 
which style is best for different 
situations. 

§ Does one style dominate?  
§ Learn when to use a different style. 
§ Think about the style you will try and 

use more often. 
 

  

Tips 
• When conflict is mismanaged, it 

can cause harm to a relationship, 
but when handled in a respectful, 
positive way, conflict provides an 
opportunity to strengthen the 
bond between two people. 

The insights you gain from this tool 
depend on your honest scoring of 
the conflict management list. 
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Analyse how you resolve conflict 
 
1. Create your conflict management style profile. 

For each situation in the following inventory, TICK the statement that most closely shows the way 
you prefer to deal with conflict. 

Sometimes you will find that more than one statement is appropriate. In that case, choose the one 
that most closely represents what you would do.  

# Situation The way you typically respond PP 

1 When I am in an 
angry 
discussion, I 
prefer to... 

a. talk face-to-face.  

b. find out what the other person wants.   

c. wait until tempers cool.  

d. explore various alternatives to resolve the issue.  

2 When someone 
on the team is 
hostile toward 
me, I tend to... 

a. stay away from that person.  

b. seek an open exchange to clear the air.  

c. confront the individual about their attitude.   

d. listen to the other person's concerns.  

3 When I observe 
others in the 
midst of a 
conflict, I 
usually... 

a. attempt to help if I can.  

b. leave as quickly as possible.  

c. become involved and take a position.  

d. observe what's going on and see what happens.  

4 When someone 
puts personal 
needs ahead of 
what's best for 
the team, I am 
apt to... 

a. tell them what I think about their behavior.  

b. try to understand why they feel a need to do this.   

c. seek the other person's help in finding a solution.   

d. let others on the team take responsibility for solving the problem.  

5 When I am 
involved in an 
interpersonal 
dispute, I like 
to... 

a. stress the things we agree on and minimise our differences.   

b. reduce tension by not discussing areas of disagreement.  

c. encourage both of us to get our issues and concerns out immediately.  

d. dismiss it when it impacts my ability to do my job effectively.  

6 A teams' ability 
to resolve 
conflict depends 
most on... 

a. accepting different points of view.  

b. openness and candour.  

c. a willingness to work through differences.   

d. a patient, nonjudgmental approach.  
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Analyse how you resolve conflict 
 

# Situation The way you typically respond PP 

7 When I am upset 
with someone I 
tend to... 

a. wait until my anger subsides before I decide what to do.   

b. let the person know how I feel right away. 
  

c. make sure I don't react in a way that will damage our relationship.   

d. focus on the issue we need to resolve rather than personalities.  

8 The phrase that 
best describes 
my approach to 
dealing with 
conflict is... 

a. attack it head on.  

b. look for a win-win solution.   

c. let it work itself out.  

d. try to understand others' point-of-view.  

9 I believe a team 
can minimise 
conflict by... 

a. letting the team leader resolve controversial issues.  

b. being willing to yield to others' point of view.   

c. expressing opinions and letting the best argument win.   

d. seeking creative solutions and alternatives.  

10 When I 
communicate 
with someone 
with whom I 
have a conflict, 
I... 

a. speak rapidly and forcibly, with power.  

b. find an alternative to face-to-face discussion, for example, voice e-mail.  

c. focus the discussion on what's important to both of us.   

d. let the other person talk first before I speak.  

11 The word others 
would use to 
describe my 
approach to 
conflict is... 

a. mediator.  

b. yielding.   

c. tough.   

d. retreat.  

12 When someone 
does something 
that irritates 
me, my 
tendency is to... 

a. tell them to stop.  

b. do nothing and hope they stop.  

c. speak gently and let the individual know my feelings.   

d. try to persuade the person to stop.  

13 The qualities 
that I value 
most in dealing 
with conflict 
are... 

a. understanding and empathy.  

b. examination of the real issues and creative resolution.   

c. strength and certainty.  

d. calmness and tranquility.  

14  When others 
seek my help in 
resolving 
conflict, they 
can count on me 
to... 

a. discourage strong emotions.  

b. encourage listening and mutual respect.  

c. propose solutions and tell them what to do.  

d. help them understand what all parties need to reach a workable solution.  



 

 

CUSTOMER OBSESSED       COLLABORATIVE       INSPIRATIONAL       RESPONSIBLE       DEDICATED TO QUALITY     |     4 

Analyse how you resolve conflict 
 

# Situation The way you typically respond PP 

15 When conflict 
polarises the 
team, I tend to... 

a. avoid taking sides and remain neutral.  

b. try to find out what we agree on before tackling the disagreements.   

c. make my position clear so that everyone knows where I stand.  

d. encourage my peers to listen to one another and avoid jumping to conclusions.  

16 When others 
challenge my 
competence or 
abilities, I 
usually respond 
by... 

a. accepting it as a difference of opinion.  

b. changing the subject and not reacting to the challenge.   

c. a strong rebuttal and, sometimes, counterattack.  

d. encouraging a discussion that explores why our viewpoints differ.  

17 When work-
related stress 
causes conflict, 
it is best to... 

a. deal with it quickly and keep the team focused on our goals.   

b. let people deal with stress as best they can.  

c. help one another deal with the stress-causing issues.  

d. try to soothe others' feelings and make people feel better.  

18 The best 
approach to 
take when 
people have 
different ideas 
about what 
needs to be 

   

a. take the approach most people agree with.  

b. look for an integrative solution rather than making a quick compromise.   

c. insist on the right course of action even if it's unpopular with some team members.  

d. not make a decision right away because it could make things worse.  

19 When teamwork 
breaks down 
because of 
conflict, the 
team leader 
should... 

a. do whatever is necessary to avoid needless tension.  

b. send a clear message that personal feelings must not hinder teamwork.   

c. encourage those involved to work together and rebuild their relationship.   

d. help those involved work through their differences.  

20 The best way to 
uncover 
underlying 
issues that are 
causing conflict 
is to... 

a. tell people it is the only way for everyone to try and get what they want.   

b. wait until people are ready to talk about what's really bothering them.  

c. encourage people to work hard to resolve the deeper issues.  

d. help people feel comfortable opening up with one another.  
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Analyse how you resolve conflict 
 
2. Score your conflict management style profile. 

 Pick the number of the statement you ticked for each situation. 
Add up the number of items circled in each column. 
The column with the highest total shows your preferred conflict management style. 

Situation Pick the statement you ticked for each situation 

1 1a 1c 1d 1b 

2 2c 2a 2b 2d 

3 3c 3b 3a 3d 

4 4a 4d 4c 4b 

5 5d 5b 5c 5a 

6 6b 6d 6c 6a 

7 7b 7a 7d 7c 

8 8a 8c 8b 8d 

9 9c 9a 9d 9b 

10 10a 10b 10c 10d 

11 11c 11d 11a 11b 

12 12a 12b 12d 12c 

13 13c 13d 13b 13a 

14 14c 14a 14d 14b 

15 15c 15a 15b 15d 

16 16c 16b 16d 16a 

17 17a 17b 17c 17d 

18 18c 18d 18b 18a 

19 19b 19a 19d 19c 

20 20a 20b 20c 20d 
 

    

For each column 
add the answers 

you picked 
    

     

Management 
style Forcing Avoiding Collaborating Compromising 
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Analyse how you resolve conflict 
 
3. Think about your preferred conflict management style and understand which 

style is best for different situations you find yourself in. 

a) Does one style - Forcing, Avoiding, Collaborating or Compromising – dominate and if so 
which one?  

_______________________________________________________________________ 

Can you explain this? Is it the nature of the work? Is it the situation? Is it explained by your 
preferences?  

_______________________________________________________________________ 
 

b) Learn when to use a different style.  

i. Conflict management style: Forcing 

Control the outcome; discourage disagreement; insist on my view prevailing. 

Forcing is good when... Forcing is not good when... 

§ you need to do something quickly.  
§ your conscience tells you to do or not do 

something that displeases others.  
§ you know you are right and it is important to 

you that the others recognise that.  

§ you use it often with people you care 
about or will need to spend time with in 
the future. 

§ you want people to feel they can discuss 
and disagree with you openly. 

 

ii. Conflict management style: Avoiding 

Delay or avoid response; withdraw; be inaccessible; divert attention. 

Avoiding is good when... Avoiding is not good when... 

§ you don't care that much about the issue.  
§ you (or someone else) are very angry and need 

time to cool off before discussing the issue.  
§ you are in a dangerous situation and don't need 

to be there. 
 

§ you rarely want to deal with the conflicts 
in your life.  

§ you care about an issue but are afraid to 
speak up.  

§ you keep being bothered by a 
disagreement with someone you care 
about.  
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Analyse how you resolve conflict 
 

iii. Conflict management style: Collaborating 

Speak out with your views while also inviting other views. Welcome differences; identify all 
main concerns; work out options; search for solutions that meet as many concerns as possible; 
search for common agreement. 

Collaborating is good when... Collaborating is not good when... 

§ you have the time and want to work something 
out that satisfies all sides.  

§ you care about the other person(s) and also feel 
strongly about the issue.  

§ you want to get thoughts and feelings out on 
the table and deal with them, so they don't 
cause problems later.  

§ you don't care that much about the 
issue.  

§ you need to do something quickly. ("Fire! 
Everybody out!")  

 

 

iv. Conflict management style: Compromising 

Urge moderation; bargain; split the difference; find a little something for everyone; meet them 
halfway. 

Compromising is good when... Compromising is not good when... 

§ you need a quick solution and can both give up 
something.  

§ you both want exactly the same thing and it can 
be divided up or shared.  

§ you are willing to let chance decide it (flip a 
coin).  

§ you have tried to satisfy each one completely 
and it isn't possible (or would take too long).  

§ you might work a little longer and find a 
solution that pleases each one better.  

  

 

c) Which style will you try to use more often and how?  
_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 
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