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“WHY DON’T WE THINK ABOUT WHY WE SOLVE PROBLEMS BY
REPEATING THE KIND OF BEHAVIOR THAT BROUGHT US THE
PROBLEM IN THE FIRST PLACE?”

—RUTH WILSON GILMORE

WHAT
IS THIS
BOOKLET
ABOUT?
This is a challenging time for any association of people who work
together in a productive and goal-oriented manner. This booklet intends
to underline the importance of awareness concerning the conflict culture
within our organisations, and discuss how that has a bearing on the
creation of a positive work environment. If you are interested in how to
enhance morale, work efficiency, attendance, or on-time delivery in your
team

through

collaborative

approaches

to

conflict

identification,

containment, and resolution, this is your reading!

This booklet will provide you an understanding on how you can develop a
set of attitudes and processes with the people you work with to endow a
positive professional environment. Simply put, the upcoming chapters
will help you get acquainted with tools that can support you and your
team in turning tension into positive outcomes.

WHY TO CARE
ABOUT
CONFLICT |
TENSION?
“We can't solve problems by using the
same kind of thinking we used when we
created them.”
— Albert Einstein

When you work with a group of
individuals, conflict is inevitable.
Disagreements can be caused by
clash of personalities or difference in
ideas or opinions. And this is normal.
Nevertheless, if you are not tackling
the conflict on time resentment and
frustrations can grow bigger in the
background and ultimately these can
poison both the work environment
and the group. Therefore, ignoring
conflict won’t make issues go away,
they will surface in other moments
and situations creating possibly more
more significant and acute problems
for your organisation.
Despite understanding that unsolved
tensions can blow up our relationship

and jeopardised our personal and
professional growth or organisational
success, many of us try at any cost to
avoid them.
While at the moment letting go may
sound easier, the consequences of
consequences of unresolved conflict
can be difficult, if not impossible to
reverse or fix on the long run. It is,
therefore, a great risk in choosing the
comfort of not addressing tensions
instead of assuming the discomfort of
looking into it honestly, as unresolved
conflict can lead our organisation into
a full-scale crisis. Ultimately, that is
quite uncomfortable, right? So, you
better care about conflict!

Conflict is inevitable — in every
organisation
where
people
work
together. This doesn’t mean that it isn’t
possible
to
have
a
peaceful
environment in which we can interact
and work. It just requires maturity in
conflict management. Besides being
inevitable conflict is actually a beneficial
and healthy thing too for the long-term
success and good relationships.
Rather than a source of destruction,
tension can stir growth, continuous
renewal and better ideas. Being able to
deal with conflict means that the team
can face and overcome challenges, but
also utilise it to its own benefit and
development.
So what are the reasons for welcoming
conflict?
For new ideas and different perspectives
to appear we need people to interact
and clash their thoughts. When you see
a new point of view or listen to a new
idea you either feel stronger about your
original
thought
or
you
revisit,
reconsider or relate it to the new input.
This process allows you to filter and
reflect better while it widenes your
perspective. It also helps you test your
ideas or opinions. As such, conflict can
help you put your ideas in a different
perspective.
Conflict can also create the opportunity
to speak up. Instead of remaining inside
our own thoughts, in a conflict we are
pushed to share these thoughts verbally
which helps the building of honest and
meaningful relationship and a way more
productive work environment.
Dealing with tension helps us learn how
to listen better.

to listen better. Without being able to
listen, we cannot address conflict for
real. Of course, it is important that
whenever we face tension, we create a
well-managed environment that allows
us to employ the necessary tools, such
as listening or speaking without
interruption, to access the real source of
the conflict in question.
But conflict is also when we are the
most severely tested as communicators.
Therefore, addressing tension can in fact
enhance our communication skills and
can teach us a lot about our own
behavioral patterns and areas of
improvement. At the same time we can
also understand other people better,
learn what triggers them, what helps or
limits them in expressing themselves.
Thus, you will be able to manage the
discussion better.
One of the main reason behind avoiding
conflict is the fear of ruining our
relationships. Nevertheless, if we care
about having meaningful relationships,
we need to address tensions. Having
honest conversations, truly listening to
someone and going through the
difficult
process
of
confronting
problems
together
is
mutually
empowering, builds trust and offer a
strong foundation for a meaningful and
long-term relationship with another
person.
Maintaining honest relationships where
conflict is welcomed is important in any
kind of relationship. When it comes to
people
who
work
together
on
something with a high importance to
them, it is an imperative to care for the
achievement of the collective goal.

HOW DO
WE MANAGE
CONFLICT?
Each style of conflict management described below can be
useful and appropriate in certain situations, and none of
them is considered to be best. Each represents a set of
useful skills that increase the chances of a successful
outcome. It is important to realize that although every style
has its strengths, each also has its weakness. In conflict
management, the skill is to analyze each situation carefully
to determine which style will be most effective.

Accommodation

Avoidance
Avoidance reflects a desire to
evade the matter at issue. The
person who uses this style
neglects her own needs as well
as those of the other party by
not raising or addressing the
conflict issue. This approach is
neither
assertive
nor
cooperative and produces a
lose/lose outcome.

Accommodation indicates a willingness
to meet the needs of the other people
involved at the expense of your needs.
Cooperation is the primary behavior
manifested with this style. Unlike the
competitor and the collaborator, the
person who accommodates does not
behave assertively, and this produces a
lose/win outcome.

Competition
Competition indicates a desire to
meet your needs and a lack of interest
in the needs of the others involved in
the conflict. In using this style, the
competitor uses some form of power,
which may be connected with
position, rank, expertise, or ability to
persuade or coerce. This approach
produces a win/lose outcome.

Compromise
Compromise reflects a desire to find a solution
that will meet the needs of everyone involved. The
person who approaches conflict with compromise
in mind expects the outcome to be mutually
acceptable and somewhat satisfying to all parties.
They expect to give up something in order to
reach a solution that everybody can live with. They
think
successful
resolution
must
involve
mitigation, and their style is both assertive and
cooperative. This approach produces a win
some/lose some outcome.

Collaboration
Collaboration reflects a desire to meet the needs of all people involved
in the conflict. The collaborator is highly assertive, like the competitor;
however, unlike the competitor, the collaborator cooperates with
everyone involved in order that all needs are acknowledged as
important, alternative solutions and consequences are identified, and
the solution that meets each person’s needs is chosen and adopted.
This produces a win/win outcome.

WHEN
TO USE

POTENTIAL
RISKS

Avoidance
When an issue is trivial;

Decisions are made by default;

When there is no chance of

Unresolved issues;

getting what you want;

Energy sapped by sitting on

When the potential damage of

issues;

confrontation outweighs the

Self-doubt created through lack

benefits of resolution;

of esteem;

When you need to cool down,

Creative input and improvement

reduce tensions, and regain

are prevented

perspective and composure;

Accommodation
When one realizes one is wrong;

Decreased influence, respect, or

When the issue is more

recognition by too much

important to the other person

deference;

than to you;

Laxity in discipline;

When credits need to be

Frustration as your needs are

accumulated for issues that are

not met;

more important;

Self-esteem is undermined;

When continued competition

Relinquished best solution.

would only damage the cause;
When preserving harmony and
avoiding disruption are
especially important;
When subordinates need to
develop and be allowed to learn
from their mistakes.

WHEN
TO USE

POTENTIAL
RISKS

Competition
When quick, decisive action is

Eventually being surrounded by

needed;

yes people;

On important issues for which

Fear of admitting ignorance or

unpopular courses of action

uncertainty;

need implementing;

Distorted perceptions;

On issues vital to your collective

Reduced communications;

welfare when you know you are

Damage to relationship;

right;

No commitment from the other

When protection is needed

person;

against people who take

Having to keep selling or

advantage of non-competitive

policing the solution during the

behavior.

implementation.

Compromise
When goals are moderately

No one fully satisfied;

important but not worth the

Short lived solutions;

effort of potential disruption of

A cynical climate through

more assertive modes;

perception of a sell out;

When two opponents with

Losing sight of the larger issues,

equal power are strongly

principles, long-term objectives,

committed to mutually

values, and the collective welfare

exclusive goals;

by focusing on practicalities.

When temporary settlements
are needed on complex issues;

WHEN
TO USE

POTENTIAL
RISKS

Compromise
When expedient solutions are
necessary under time pressure;
If a back-up mode is needed
when collaboration or
competition fail.

Collaboration
When both sets of concerns are

Too much time spent on an

too important to be

insignificant issue;

compromised;

Ineffective decisions made from

When the objective is to test your

people unfamiliar with the

own assumptions or better

situation;

understand the views of others;

Unfounded assumptions about

When there is a need to merge

trust.

insights from people of different
perspectives on a problem;
When commitment can be
increased by incorporating
others’ concerns into a
consensus decision;
When working through hard
feelings that have been
interfering with an interpersonal
relationship.

HOW TO TURN
DIFFERENCES
INTO
SOMETHING
POSITIVE?
Even if you have great ideas, the best
projects or services, it doesn’t mean you
as an organisation are destined to
succeed. Building and maintaining
strong
relationships inside the
organisation
is
also
essential.
Differences among people will always
exist and it is important that we learn
how
those
differences
do
not
automatically lead to the weakening of
our organisation but to positive results
instead. When we realize this, we also
understand how allowing a relationship
to deteriorate without attempting to
resuscitate it, can cost us precious
opportunities to grow as people and
also as organisation.
Respect is at the core of any
relationship; it is the glue that holds
together and enables the functioning
of
teams,
partnerships,
and
relationships,
laterally,
vertically,
internally, or externally. Respect for the
right to disagree is also an essential
aspect of healthy relationships, but it is
usually difficult for most to handle.

The very first step is to find the specific
areas of difference. This is not about
finding who or what is "right" or
"wrong". That would simply create a
zero sum game that inevitably
produces "winners" and "losers" and
locks the way towards identifying the
source of the problems and of a
meaningful conversation.
When, however, we understand that
differences are merely a matter of
opinion, not fact, then cooperation,
compromise, or collaboration becomes
possible. The better we understand
where the differences come from , and
the more we listen the closer we move
to creating an environment of trust,
which can lead to openness to new
opportunities,
new
collaborations,
strategies,
ideas,
and
improved
relationships. If you think this sounds
right, try implementing the following
points to avoid power struggles and
non-productive conflict, which can
drain energy from your effectiveness
and divert your focus.

communication
styles
We don’t all communicate the same way. Often,
because we are stuck in our own perspective we
do not see the patterns of misunderstanding
Good communication skills are mutual respect
skills and each person should show respect for
the other as well as respect for self. You can
demonstrate respect by listening fully and
affirming that you understand what that person
means and you respect yourself when you assert
or propose your own legitimate self-interest
without aggression.

Learning
Styles

Most of our communication
is non-verbal. This form of
communication is more
covert but not any less
important. It includes body
language and intonation
and the message being sent
may be quite different from
the words used. Be receptive
to what is really being
conveyed in the message.

Non-verbal
Communication

People learn in different ways, and when you become aware of unique
requirements for improved understanding and communication, you can adjust
your participation to bring about greater success.

While values must be identified and
respected, there are times when
conflicting values are so opposed that
cooperation is extremely difficult.
Respect for a person’s diametrically
opposed values is surely a sign of
respect
for
that
person,
and
relationships can be carved around
negative interactions.

Differing
Values

We all have space and boundary
needs. Boundaries are identified
as the limits you place on the
behavior of others around you. It
is important to be aware of
peoples’ boundaries and then to
use this understanding to
approach them respectfully. This
behavior often avoids conflict
and strengthens relationships.

Boundaries

THE SELF
Self-respect is a vital and primary
building block that supports the
formation of relationships. By being
aware of personal needs and styles
you can create a healthier foundation
and the ensuing relationship will be
more satisfying and fulfilling.

Changes in the team, the presence of
temporary collaborators can cause
disruptions as new approaches to
cooperation meet. This must be
identified and respected in order to
insure successful integration into the
current organization.

ORGANISATIONAL
CULTURE
FAMILY CULTURES
This influence of our background in
immense. We often ignore these
differences,
thinking
them
inappropriate
for
the
workplace;
however, the reality is that people
cannot keep who they are out of the
workplace. Recognize when the source
of conflict is based on family or personal
issues
and
avoid
this
kind
of
confrontation. We all should be allowed
to be a product of our heritage.

INDIVIDUAL
V. TEAM
Balancing the person’s needs
against the team needs is always a
dilemma, but if this balance is not
reached problems are certain to
follow. Take the time to identify and
address
individual
and
team
dynamics, because business success
if directly related to getting this
right.

Collaboration is empathy and the
ability
to
compassionately
and
emotionally relate to the feelings of
another, even when you do not agree
with
the
person’s
opinions
or
interpretations. It is also empathy and
the ability to relate to your own
thoughts, emotions, and behavior
without being imprisoned by them in
decision-making during conflicts with
stress, anxiety, or other strong
emotions. In conflicts the fight or flight
impulse causes us to create a distance
between ourselves and our adversaries
to avoid harm or discomfort and most
of us flee in one way or another.
Collaboration, a win-win outcome,
delivers the ability to avoid or resolve
damaging
conflict
and
form
relationships within the workplace that
impacts
the
core
of
every
organizational function.
Collaboration breeds trust and in the
transactions of the workplace that trust
must be reciprocal, that is, you have to
give it to get it. It is given by involving
others and seeking their input

input for decisions affecting their work
and lives; by telling the truth, sharing
information, and speaking with good
purpose; it is managing expectations
and
delegating
with
requisite
resources and authority. Trust is vital to
individual,
team,
and
overall
organizational performance. With trust
created through collaboration, people
are better equipped to make informed
choices and targeted decisions for
action, and success will surely follow.
Regrettably, people in the workplace
increasingly suffer profound, chronic,
and pervasive instances of betray
betrayal and have come to expect
situations
and
relationships
characterized more by betrayal than
trust. Betrayal makes for very unhappy
and uncooperative people, who are
guarded, suspicious, and give their
peers and managers only limited
access to their knowledge, initiative,
and loyalty. The good news is that this
culture and mood of the workplace can
be changed by making every day into a
team effort.

RESOURCES
ACTIVITIES &
EXERCISES

HOW DO YOU
COMMUNICATE?
Type of activity

Objectives

Focus

Description

1. Never
2. Not Often

Self-reflection | Questionnaire

Make participants observe their own behaviour and
reflect on it in order to understand how they can
communicate better, and discover areas of
improvement.
The survey is an important initial step in getting
started on understanding the theoretical side of the
training as well as stir discussion and self-reflection.

Ask participants to fill in the questionnaire by using
the following answer option. The questionnaire is
assessed in two parts, so there is a division in the
middle.

3. Sometimes
4. Often
5. Always

When someone makes me angry, I deal with them while still angry. _______
I become impatient with people who do not express their thoughts and opinions
clearly. _______
I can get to the solution of the problem without regard to underlying interests or
motivations. _______
When I’m negotiating with someone, I view them as an opponent. _______
I believe the words I choose in communication with another person convey most
of my message. _______
When I listen carefully to what someone is saying to me, I can predict what their
conclusion will be. _______

When I’m not sure about what someone is saying to me, rather than ask questions,
I’ll wait to learn more. ____
When someone gives me instructions and asks, “do you understand,” I say “yes”
even if I’m not entirely sure. _______
Effective communication can be achieved simply by taking turns talking. ____
When I’m locked in an argument with someone, I view them as an opponent, and I
think in terms of win/lose. _______

For Questions 1-10
Add all scores and divide by 10 for the average total score. ___________

1. Never
2. Not Often

3. Sometimes
4. Often
5. Always

When I initiate a discussion of something important to me and want to be sure it
makes an impact, I invite the other person to explain their viewpoint before I
present mine. _______
I ask for more information about why a particular demand is being made to
explore for underlying interests and ask why a position is important. _______
I listen fully and affirm that I understand what the other person has said as a sign
of respect to the speaker. _______
When I ask questions for clarification, they tend to be open ended and cannot be
answered with a simple “yes” or “no” response. _______
The best way to get the listening I need is to make the other person feel listened to
first. _______
In negotiations I try to direct the focus away from stated positions and explore for
interests and common solutions. _______
I practice direct communication by using “I” statements, such as, “ I think…,” “I
feel…,” “I need….” _______
I look past a person’s opinion of what solution is necessary to solve the problem to
get to their needs and underlying interests. _______
When someone says something I’m not sure about I ask for clarification. __
I restate the essence of the speaker’s message in my own words as a way of
checking on the accuracy of what has been heard. _______

For Questions 11-20
Add all scores and divide by 10 for the average total score. ___________

LOOK INTO THE MIRROR
Type of activity

Objectives

Focus

Description

Self-reflection

Self-awareness and organising ones’ self are necessary
prerequisites for digging deeper into the questions of
communication and cooperation with others. This
activity aims at building this indispensable basis.

Self-reflection, self-organising
Being clear of our strenghts but also the areas where
have space for growth is essential for interacting with
awareness with those around us. Self-awareness or
being conscious of ourselves is possible through
reflection that can be generated
by each of us
through organising our thoughts, asking questions to
ourselves, noting them down, or by asking others to
give us some points to think about. This exercise
combines these two ways to trigger self-reflection. Give
participants a day or two at least to work on these
assignments.

1. Make a list of what you perceive to be your strengths when managing conflict with
others. What skills do you possess?
2. Make a list of what you perceive to be your weaknesses when managing conflict.
What do you need to improve? What skills would you like to acquire?
3. Ask three important people in your life (friend, co-worker, parent, sibling, or romantic
partner) to assess your strengths and weaknesses. Do not give them the list you
already wrote for yourself.
4. Note the similarities and differences in your lists and the lists of others.
5. Write a “Plan for Improvement,” incorporating the feedback from others. Set 3-5
goals for yourself to improve during this course. Your plan should be approximately
one page in length.

THROUGH
THE LENS OF
THE OTHER
ABOUT THE PROJECT
“Through the Lens of the Other”
(TLO) introduced and explored new
ways
of
understanding
and
addressing discrimination in Europe.
In the course of the past three years,
approximately
100
individuals
belonging to diverse marginalised
groups
and
communities
collaborated for the successful
conclusion of the project. Local
working groups played the key role
in
empowering
individuals,
reinforcing
the
agency
of
marginalised groups and enhancing
their willingness to engage in social
affairs. Placed in a trans-local context,
TLO raised awareness on the
victimisation of vulnerable group

groups and promoted positive attitudes
towards discriminated groups, thus
embracing diversity as a positive aspect
in life. It reduced prejudice and
promoted social integration thus
fostering inclusion of marginalised
people and promoting integration and
cohesion among EU member states
regarding rights and freedoms.

BACKGROUND
Critical theories in social sciences
explain, through the concept of
intersectionality, how oppressive social
beliefs and structures (xenophobia,
sexism, homophobia, ableism, ageism,
etc.) are interconnected; systemic
oppression cannot be understood or
addressed with single-issue approaches
as they tend to accentuate a specific
part of the target groups’ identity and,
thus, perpetuate otherness. Co-existing
multiple
identities
demand
an
approach to integration that is holistic
and sensitive to different experiences.
Discrimination due to gender, sexuality,
race, culture, physical ability, ethnicity,
religion and nationality are the main
aspects that the project centers upon.
Discrimination affects the life pattern
and
the
social
and
economic
development of the people affected
and can be expressed in different
terms. Apart from the marginalisation,
that is the main pressure on the
persons’ social development

development, discrimination can be
detected in the exclusion of the
aforementioned people from equal
treatment by institutions (e.g. unequal
access
to
democratic
rights,
discrimination in the workplace, access
to the labor market). The common
element in these discriminations is the
process of othering, that is, of viewing
people around you as inherently and
essentially different, based on their
belonging to one certain group.
Shedding light onto this structure,
outlining how it is a common process in
all discriminations and operationalising
the analytical framework though nonformal learning activities, works as a
step towards tackling it. To this end,
youth workers (who are among the
target groups of the TLO project) need
to be equipped and strategically placed
for navigating through challenging
situations, embracing diversity and
complexity as positive aspects of life.

ACTIVITIES, METHODS &
DELIVERABLES
TLO’s analytical framework has been
operationalised through non-formal
learning (learning by doing, peer
learning, learning through arts) and
different other tools that enriched the
methodology in the course of the
project

project. The power of the image played
a key role in sensitising the public on
issues of discrimination. 14 audio-visual
products (short films) were created by
the project teams, translated in English
and screened for different local
communities

communities across 10 countries and 16
communities and as a separate section
of the Positively Different short film
festival (PDSFF) organised by Inter Alia
in 2020.
The learning process resulted in online,
open access educational material on
intersectionality

intersectionality,
advocacy
and
campaigning. Project teams produced
policy
recommendations
for
the
integration of marginalised groups
resulting
from
deliberation
with
youngsters, youth professionals, policy
makers, local communities, and other
stakeholders.

THE PARTNERSHIP
Inter Alia
Athens, GREECE
Inter Alia is a non-profit organisation aiming for the creation of an inclusive and active
European civil society, promoting communication between European people and
active participation in decision-making processes through collective action.
https://interaliaproject.com/

PRISM - Impresa Sociale
Palermo, ITALY
PRISM - Impresa Sociale is a non-profit organization with the mission to create
opportunities for the inclusive advancement of societies, communities, and individuals
- operating as a qualified development agent.
https://www.prismonline.eu/it/impresa-sociale/

Cross Culture International Foundation
MALTA
Cross Culture International Foundation (CCIF Malta) works toward the prevention and
elimination of trafficking in persons through awareness raising, direct service
coordination, capacity building and collaboration with key stakeholders, in order to
enhance international understanding, integration and inclusion.
https://maltacvs.org/voluntary/cross-culture-international-foundation/

Eğitim Programları ve Evrensel ve Kültürel Aktiviteler Derneği – EPEKA
Sinop, TURKEY
Eğitim Programları ve Evrensel ve Kültürel Aktiviteler Derneği – EPEKA is an NGO. It
aims to integrate creators of contents from the fields of culture, art, education,
science, and technology in activities that focus on international integration and
cooperation with organisations and institutions at local, regional and national level.
https://epeka.org.tr/en/

Thessaloniki Pride
Thessaloniki, GREECE
Thessaloniki Pride is a civil society organisation with the goal of promoting the
visibility of sexual orientation minorities and gender minorities, as well as supporting
equality and human rights in the greater area of Thessaloniki.
https://thessalonikipride.com/en/

Instutute für Roma und Minderheiten Integration e.V
Wuppertal, GERMANY
Institute for Roma and Minorities Integration works on participation, equality and
inclusion of the most vulnerable groups such as Roma and on the integration of other
ethnic minorities.
https://www.facebook.com/info.irm/

EU Diaspora Council (EDC)
Stockholm, SWEDEN
EU Diaspora Council is a non- profit organization that organizes and promotes
volunteering activities at local, national and international level, in order to enhance
social, entrepreneurial, communication skills, as well as multilingualism of youth
through non-formal education.
http://eudiasporacouncil.org/

Power of Humanity Foundation (Az emberség erejével)
Pécs, HUNGARY
Power of Humanity Foundation is non-governmental organization that places
emphasis on innovation and adaptability in education programs. The main goal is to
strengthen social inclusion by supporting oppressed, discriminated groups and
sensitize the majority within the society.
https://www.emberseg.hu/en/

Free Youth Centre FYC
Vidin, BULGARIA
FREE YOUTH CENTRE is a non-profit non-governmental association. Its mission is to
support the personal development of young people in Vidin and Northwestern
Bulgaria, as free citizens in a democratic society through involving them in
educational programs and community activities.
https://www.fyc-vidin.org/abouten.html

A.R.T. FUSION Association
Bucharest, ROMANIA
A.R.T. FUSION Association works to create and offer innovative and participatory
learning experiences in order for everyone to contribute in a responsible way to the
positive transformation of their communities both locally and globally.
https://en.artfusion.ro/

EU15 Ltd.
Anlaby, UK
EU15 are experts in the development of e-learning solutions and bespoke training
platform development. EU15 offers a full range of advisory and support services for all

all types of organisations and their staff, focusing on robotics, Artificial Intelligence, 3D
printing and entrepreneurship.
https://eu15.co.uk/

Sirius Training CIC
London, UK
Sirius Training is a company dedicated to professional training, EU project
management, work experience and training for all ages. It organises professional
development courses, for people involved in education who want to acquire new
competences.
http://siriustraining.org.uk/

Fundació Catalunya Voluntària
Barcelona, SPAIN
Fundació Catalunya Voluntària offers training opportunities through volunteer and
international mobility programs for young people that facilitate social cohesion and
intercultural learning.
https://www.catalunyavoluntaria.cat/en/
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