Brockville Newcomers Club
Policy and Guidelines for Conflict Resolution
May 2019
POLICY
During the Executive meeting of May 2019, the Executive Officers of the Brockville Newcomers
Club (BNC) adopted the following Process « Conflict Resolution for Executive » for use by its
Officers, if and when appropriate, in the event of issues among or between Club members.
This Process was adapted from resource information on the website of the National Newcomers
Association of Canada (www.nnac.ca), in particular the Winnipeg Newcomers Club 2007.
PROCESS OF CONFLICT RESOLUTION FOR EXECUTIVE:
As a friendship club, all members of the executive, if approached concerning a disagreement or
problem with a member or between members, will address the concern immediately observing
the following protocol:
1.

The executive member who has been approached about the disagreement or problem should
ask the member if resolution might be possible through discussion between the parties,
putting the onus for resolution back on the persons involved.

2.

If resolution by discussion between the parties is not possible or is unsuccessful, then the
person with the complaint should be directed to speak to the President. The President will
request the complaint be put in writing. The President will inform the person about the
process of resolution ensuring that the person knows and understands that his/her letter will
be given to the other party. The person to whom the complaint is directed must be notified
and given a copy of the letter and an explanation of the process of resolution once the
Executive has been notified of the complaint.

3.

Once the President receives the formal letter of complaint, she/he will take the formal
complaint to the Executive either at a regularly scheduled Executive Meeting or a Meeting
convened for the purpose of discussing options for dealing with the situation. Two members
of the executive will be delegated to encourage a dialogue between the parties and to assist
the parties in resolving the misunderstandings and reaching a resolution. It is vital that the
parties agree to fully participate and respect the investigation committee’s role, answer all
the requests and follow the timeline set out by the Executive. All parties need to understand
and enter into the process in good faith. It shall also be understood that the complaint will be
handled in a confidential manner and will not be the topic of discussion with anyone other
than the parties involved. Once the mediation has taken place the investigation committee
will provide the Executive with their recommendations.

4.

Once the recommendations have been received and reviewed by the Executive, a decision
shall be made and voted on. All parties need to agree to respect the decision of the
Executive.

5.

If the Executive is unable to resolve the conflict, it may invoke and vote on By-Law Section
9 (Conflict Resolution) of Article V (QUALIFICATION OF MEMBERSHIP, DUES AND
BENEFITS) regarding suspension or expulsion of a member.

GUIDELINES
The following guidelines include two articles written by Greg Giesen with simple suggestions
for conducting conflict resolution.
Brockville Newcomers Club Policy and Guidelines for Conflict Resolution

Page 1 of 9

Eight Simple Rules … To Resolving Conflict and Improving
Work Relationships
By: Greg Giesen
About the author: Greg Giesen is a professional speaker, management consultant, graduate professor and the author
of, Ask Dr. Mac: Take the Journey to Authentic Leadership. Go to Greg Giesen Associates for more information.

Managing conflict with coworkers doesn’t have to be difficult. In this article are eight simple
rules that should both help you deal with conflict and improve your relationships at work.
Rule 1: See conflict as an opportunity
Your perception of conflict has a direct impact on how it plays out in your life. If you embrace
conflict and see it as an opportunity to better a situation or a relationship, then you’ll take on the
challenge of seeing the confrontation through, regardless of how difficult it may be, because you
know that the ultimate benefit of working through an issue will be worth it in the long run for
both you and your working relationship with the other party.
If, on the other hand, you distain conflict and would rather lie on a bed of sharp nails than
address a problem with a coworker, you’ll be more inclined to avoid it, mismanage it, or even
deny its existence. In either case, your negative perception of conflict will prevent you from
dealing with it effectively. Furthermore, avoiding conflict only makes it more likely that the
issue will continue to be a source of contention with no end in sight.
Keys:
•

Begin by breaking away from the following myths around conflict:
a) Conflict is negative.
b) Conflict is about winning and losing.
c) Conflict, if left alone, will resolve itself.
d) Conflict only impacts the parties in conflict.
e) Your past determines how you handle conflict today.

•

The truth is, only you can determine what conflict means to you. However, if you truly
want to be better at resolving conflict, then it’s important to view conflict from a new
perspective:
From Negative
Disruption
Incompatibility
Error/Mistake
Right/Wrong
About the person

•








To Positive
Opportunity
Diversity
Improvement
Differences
About the issue

By approaching conflict as an opportunity, any reluctance you have will begin to
dissipate with practice as your confidence grows.
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Rule 2: Choose your battles
Take on the issues that matter to you and/or that impede you from being as effective as possible
on the job and let the rest go. Life’s too short to be wasting any of your valuable time and energy
on issues that ultimately don’t matter or that don’t impact you in a detrimental way.
Keys:
•

Think through an unresolved or current conflict and do the following:
a) Identify the benefits of resolving the problem for you, for the other party, and for the
people impacted by this conflict.
b) Identify the potential costs of not resolving the conflict for you, for the other party,
and for the people impacted by this conflict.
c) Compare your findings. If the benefits outweigh the costs, then you need to address
the problem, regardless how uncomfortable it might be.

•

Always have an exit strategy (i.e., avoid, accommodate, let it go, turn the other cheek, or
just walk away) for the irrelevant or non-important issues.

Rule 3: Do your homework
The more prepared you are to address and resolve a conflict, the better you’ll do. This includes
taking the time to think through the problematic issue(s), personality dynamics, relevant past
experience and desired outcomes before engaging in an authentic conversation to resolve a
conflict with another party. It’s no different than preparing for a speech or an exam. With
preparation, you become more confident, focused, and in control of your emotions.
Keys:
•

Always remember that the people who trigger you the most are often your best teachers.
Why? Because these people bring out your vulnerabilities, insecurities, and hot buttons
that actually end up revealing more about you than about them. That doesn’t mean that
your conflict is less legitimate, but just don’t forget to include yourself when examining
the problem. You’d be surprised what you might learn.

•

If you find yourself judging another person’s actions without knowing the intent behind
those actions, ask that person first what they meant or why they did what they did before
attributing any motives to them. What you will often discover is that there was a wellmeaning or humorous intention that went astray. Wouldn’t you want others to do the
same with you?

•

Consider thinking through these questions prior to talking out a conflict:
a) What’s your desired outcome for both the relationship and the conflicting issue?
b) In order to achieve those outcomes, how do you need to be in the discussion so as to
ensure the greatest chance for success?
c) Do you know what the problem is and are you prepared to propose a solution, if
needed?
d) Are you willing to hear the problem described from the other party’s perspective,
including how you might have contributed to the conflict?
e) Are you willing to compromise in order to reach agreement?
f) If the conflict should happen to escalate, do you have an exit strategy?

Brockville Newcomers Club Guidelines for Conflict Resolution

Page 3 of 9

Brockville Newcomers Club Guidelines for Conflict Resolution
Rule 4: Take the initiative
Conflict is not about who’s right or wrong, who’s more at fault, or who should be the first one to
apologize to the other. The fact is that if the conflict is bothering you, then it is yours to resolve.
Waiting for the other party to come to you doesn’t help you address the problem; it only
prolongs it.
Keys:
•

Never hold on to an issue, a wrongdoing, or an unresolved conflict. Find a way to address
it, resolve it, or let it go. This is about you taking care of you.

•

The benefits of taking it upon yourself to resolve a conflict include:
a) You are taking care of yourself.
b) You are managing the relationship between you and the other party.
c) You are not allowing a problem to fester inside of you.
d) You are role modeling effective conflict resolution to your peers.
e) You are holding the other party in the conflict accountable for their actions.

•

If emotions are high and/or you don’t feel safe initiating a conversation with the
conflicting party, consider a third party facilitator/mediator to intervene. This could be
your supervisor, a human resource representative, or an outside facilitator.

Rule 5: Focus “out” before focusing “in”
Focusing “out” means understanding the other party’s point of view before expressing your own.
Why does this matter? Because it puts the other person at ease knowing that their concerns have
been heard and validated. When people feel listened to and acknowledged, they have a tendency
to relax and lower their defenses. This not only helps ease the conversation, but increases the
likelihood that the other party will be more willing to hear your side of the story.
Keys:
•

Why active listening is so important:
a) It allows the other party to vent.
b) It provides clarity for you on the problem from his or her perspective.
c) It validates the other party’s concerns.
d) It shows you are willing to collaborate.
e) It helps diffuse any anger the other party may have.
f) It allows you time (since the initial focus is on them) to think through your response.
g) It provides you with information that you may not have had, allowing you to respond
from a more informed perspective.

•

Improve your ability to become an active listener now by asking questions and
paraphrasing in your everyday conversations.

Rule 6: Seek mutually beneficial solutions
Successfully managing conflict means having the ability not only to bring an issue to resolution
but also to do it in a respectful, collaborative manner with the other party. One without the other
will greatly diminish your results.
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Keys:
•

If you always treat the other party in a conflict with respect, you will have discovered the
quickest way to resolution.

•

If emotions are high, you are better off postponing a confrontation until you can be
reasonable and rational. Unloading emotions might make you feel better, but if it is at the
expense of coworker, you could end up making things worse.

•

Keep the discussion on the conflicting issue and/or behavior and stay away from personal
attacks. By separating the issue from the person, you have a much greater chance for
resolution.

•

Follow these steps when addressing a concern:
a) Begin by acknowledge the importance of having an effective working relationship
with the other party.
b) Tell the other party that the purpose of your conversation is to share a concern that
you feel is impacting your working relationship with them.
c) Describe the particular behavior that is causing a problem for you.
d) Explain how the behavior is impacting your ability to get your work done.
e) Propose a solution.
f) Seek the other party’s input.
g) Get agreement.
h) Talk about how to handle any potential problems together before they occur.
i) Thank the other party for his or her willingness to collaborate with you.
j) Always follow up with the other party a week or so later to ensure that things are
working better.

Rule 7: Empower the third side
In a conflict, there’s your side, there’s their side, and there’s the “third side.” According to
William Ury, author of Getting to Peace, the third side in a conflict is all the people who are
directly and indirectly impacted by someone else’s conflict. Although many third-siders see
themselves as innocent bystanders, they actually have a tremendous influence on establishing a
work environment that either supports constructive and functional conflict resolution or
reinforces dysfunctional and destructive conflict resolution.
Keys:
•

As a team, work group and/or department, establish group norms and expectations around
managing conflict effectively and productively.

•

Make sure that everyone understands his or her role in ensuring that norms are followed
when conflict amongst members occurs.

•

Schedule biannual teambuilding sessions to further develop working relationships while
instilling a greater sense of team.

•

Establish and enforce consequences for any member of the group who disregards the
established protocol for effective conflict resolution.
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Rule 8: Be proactive
Instead of waiting for a conflict to occur before practicing these eight simple rules, why not start
today by enhancing your working relationships and applying the concepts in this article to the
smaller, more manageable office issues and disagreements. After all, the goal here is to develop
some momentum and patterns of success now so that you’ll be better prepared to take on any
bigger, more volatile issues and conflicts in the future.
Keys:
•

Be proactive both individually and as a work group, as follows:
Individually:
a) Solicit feedback from others on your strengths and weaknesses as it pertains to
managing conflict.
b) If there are areas to improve, enroll others in supporting you by helping you manage
conflict more effectively as well as providing you with feedback when you’re not.
c) Handle any and all issues when they occur.
d) Periodically check in with coworkers to assess how your working relationship is
going and could be improved.
e) Role model the behavior you expect to see in others.
As a work group:
f) Schedule biannual teambuilding sessions to further develop your working
relationships, established norms, group communication, and team cohesion. Allow
for any specific issues brought up by or affecting the whole group to be raised as
well.
g) Incorporate more humor in the workplace. Do fun activities as a work unit together
periodically. You’d be surprised at the impact laughter can have on creating
cohesion in a group.
h) Learn more about each other’s personalities and communication styles. The MyersBriggs Type Indicator and the True Colors Personality Profile are great in helping
your work group better understand each other.
i) Should an incident/conflict occur within the group, don’t be afraid to debrief it with
the group after it has been resolved. This will provide an opportunity to assess how it
was handled and to reinforce the group norms in the future.

Conflict, if managed effectively, can be a tremendous asset in helping individuals and groups
maneuver through issues, disagreements, and problems that are common in today’s workplace.
Hopefully, these eight simple rules will provide sufficient guidance and incentive to help you
take charge of conflict forevermore.

Article Source: https://www.expressyourselftosuccess.com/eight-simple-rules-toresolving-conflict-and-improving-work-relationships/ (accessed 2019-05-14)
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What to Say and How to Say It: A Conflict Resolution
Process That Works!
By: Greg Giesen
About the author: Greg Giesen is a professional speaker, management consultant, graduate professor and the author
of, Ask Dr. Mac: Take the Journey to Authentic Leadership. Go to Greg Giesen Associates for more information.

As I have mentioned before in this series (The Eight Simple Rules to Managing Conflict), the
biggest key to effectively resolving conflict is preparation. When we have time to prepare we do
much better in resolving conflict than when it is thrust upon us and all we can do is react.
When I mediate conflicts, I include a preparation and coaching phase with both parties
individually before I ever bring them together. This added phase is critical to a successful
mediation, resulting in both parties being prepared, goal-focused, and ready for resolution.
Below is the two-step process I use for successfully mediating and resolving conflict between
two people.
Part I: The Preparation Phase
The first step in the preparation phase is to conduct a thorough self-assessment on the conflict
itself. Below are the questions I use to help conflicting parties think through the conflict and
prepare for mediation. These questions are also useful for the typical everyday conflicts and
disagreements that we all face.
1.

Is the conflict about one isolated event that shows little consistency with the rest of the
relationship, or is it the latest in a series of conflicts revealing problems within the
relationship as a whole?

2.

What are my goals for the relationship, and how do my goals for this particular conflict
affect them?

3.

Are my expectations so rigid that they won’t allow the conflict resolution process to work?

4.

Am I letting my own expectations be shaped or distorted by other people not involved in the
conflict?

5.

Are my expectations taking into account the other party’s needs, values, and constraints?

6.

Am I expecting the other party to behave in ways I want them to, or think in ways I think
they should? If so, what’s up with that?

7.

What have I done to contribute to the cause and perpetuation of the conflict?

8.

What misperceptions might the other party have of me?

9.

What misperceptions might I have of the other party?

10. What is it I need differently from the other party and what would that look like?
11. What am I willing to do for the other party to show my willingness to work through our
issue?
12. What are some of the workable compromises I can come to the table with?
By using these questions to self-assess and prepare, parties in conflict can put their focus more
towards obtaining resolution than fault-finding. This is because much of the hard work occurs
through this self-assessment process. It is also why I’m such a big fan of the preparation phase.
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Part II: The Conflict Resolution Process (Formal)
I’m calling this a “formal” process because it is to be used when both parties need a structured
format, particularly in cases where the working relationship is strained. I also use the process
below as my outline when mediating conflicts. Keep in mind, it can be customized to fit a variety
of situations.
Step 1: The Face-to-Face Meeting
Opening
•

Each party states their intentions / desired outcomes for the meeting

•

Each party acknowledges the importance of their working relationship with each other as
well as the importance of reaching resolution

Step 2: Defining Needs
•

Party 1 defines the problem and the impact it is having on him/her

•

Party 2 summarizes what he/she heard

•

Party 2 defines the problem and the impact it is having on him/her

•

Party 1 summarizes what he/she heard

•

Party 1 describes what he/she needs from the other to correct the problem…and seeks
agreement from Party 2

•

Party 2 describes what he/she needs from the other to correct the problem…and seeks
agreement from Party 1

Step 3: Additional Issues
•

Both parties have an opportunity to raise any additional issues/concerns (following the
format above)

Step 4: Summary & Wrap-Up
•

Once all problems, concerns, and conflicting issues have been discussed and resolved,
both parties summarize together what agreements were made

•

Both parties identify an agreed upon process to address and resolve any future
conflicts/disagreements between each other

•

Both parties commit to a check-in time/date in the future to revisit the agreements and
make any needed adjustments

This format gives you an idea how the flow of the mediation should go. And all parts are
essential elements, from the opening comments to setting a future check-in time between
parties.
Some Final Thoughts
Probably the biggest reason why I’ve witnesses so many successful conflict mediations in my
career is due in part to the amount of preparation that each party has been willing to put into the
process. It makes my job a lot easier too because parties come to the table goal-focused towards
resolution. All I have to do is provide some gentle guidance along the way.
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I guess it comes down to this: If you value the relationship with the person you’re in conflict
with, then it’s worth putting in a little extra time in the preparation phase before talking out the
problem. It will not only benefit you and the other person’s relationship in the long-run, but
you’ll also be role modeling to others what effective conflict resolution looks like. And isn’t that
how it should be?
-Geese
Article Source: https://greggiesen.wordpress.com/tag/conflict-resolution/
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