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The ConflictAbility Model - The theory behind the assessment 

Exploring your ConflictAbility - Specific descriptions of the Skills and Process themes and their significance to your performance 
in conflict, and how they can be improved
Ideas for Developing your ConflictAbility - Suggestions for improvement

This Report Includes Information About: 

Congratulations! 

You have completed your individual ConflictAbility Assessment 
(CAA). You are on your way to learning about your 
ConflictAbility and increasing your capacity to effectively engage 
in conflict.

The ConflictAbility Assessment measures Skills and Process so 
you can see how you’re applying these competencies. You can 
use that information to learn more about how you manage in a 
conflict discussion. This CAA Personalized Report is designed to 
help you understand your ConflictAbility results - including what 
specifically you can do to improve your Skills and Process 
competencies.

Now let’s get started!

Copyright ADR Education
CAA Personalized Assessment for Jane Doe

The ConflictAbility Assessment measured 
your capacity to address conflict and 
dispute. It did so by presenting you with 
100 statements for your consideration and 
response. Those statements relate to ten 
themes that are important measures of 
engaging in conflict constructively.The ten themes are divided between five 

that relate to Skills (the specific actions or 
behaviours you demonstrate in a conflict 
discussion) and five that relate to 
Process (anything having to do with how 
you engage in a conflict discussion). 
You will see your results for each of the 
ten themes in the pages that follow. 

CURIOSITY

LISTENING

EXPRESSIVNESS

EMOTIONALAWARENESS

CREATIVITY

RESOLUTION

Interest in finding out about things

Paying close attention to what’s going on 

Sending messages and conveying meaning
Feeling-based communication and responses

Encouragement of imagination and originalityPREPARATION

ATMOSPHERE

METHODOLOGY

FRAMING

Planning and being ready

Finding outcomes to disagreement

SKILLS

PROCESS

Establishing and maintaining a collaborative, positive tone
The use of procedure in conflict situations

Defining the problem in a disagreement

The Conflictability Model
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The ConflictAbility Assessment measures 
your tendencies when you address 
conflict and dispute. It did so by 
presenting you with 40 questions for 
your consideration and response. Those 
questions relate to ten themes that are 
important measures of engaging in 
conflict constructively.

The ten themes are divided between five 
that relate to Skills (the specific actions 
or behaviours you 
demonstrate in a conflict discussion) 
and five that relate to Process 
(anything having to do with how you 
engage in a conflict discussion). 
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Encouragement 
of imagination 
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When we are engaged in a conflict discussion we respond in various ways. Some of those are helpful and some are not. Certain 
responses and behaviours are constructive and promote learning, understanding and collaboration between those involved. 
Others usually just make matters worse, leading to misunderstandings, escalation and competition. Our ways of responding and 
engaging in conflict reflect the Skills and Process we use. 

Skills Theme Descriptions

Skills are the immediate actions, 
behaviours or techniques we use. They 
are all about what we “do” when 
engaging in conflict discussions. For 
example, Skills include things like asking 
a question, restating a phrase we just 
heard the other say, summarizing 
comments, or refocusing discussion when 
it gets off track.

The ConflictAbility Assessment measures 
your tendencies and balance in the use 
of five distinct Skills themes. 

Exploring Your ConflictAbility - Skills Dimension
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Curiosity is the skill of being inquisitive and is closely related to having a genuine interest 
in discovery and understanding. It measures how inclined you are to ask questions, look 
for answers, dig beneath superficial information, and invite greater exploration and 

How interested are you in discovering unknown information and hidden objectives? In discussions, especially conflictual ones, we 
frequently like to appear certain about the facts. However, assuming we know everything can keep us from finding out information 
that is essential to solving problems. Challenges to curiosity include:

Benefits of Curiosity

Discovery – Curiosity helps answer questions about others and fills in gaps in our understanding.
Catalyst for Creativity – Curiosity inspires possibilities for finding new ways forward in a conflict discussion, as new 
information and previously unknown motivations are discovered.

Expanded Outcomes – As curiosity is satisfied, imaginative outcomes and agreements can emerge.

Exploring a Low Curiosity Result

Curiosity

explanation. Engaging in conflict discussions almost always includes a search for unknown information, data, history, and 
explanations. It also includes wondering about the needs and interests of those involved in the discussion. Curiosity is also about 
limiting assumptions and testing your initial impressions about the other person and the things about which you disagree. Curiosity 
is an essential contributor to effective listening, given its potential to change the discussion from one focused on judgement and 
defense to one seeking exploration and understanding.

Curiosity
Listening 

Expressiveness 
Emotional Awareness 

Creativity

Listening with judgement
Wanting to defend or “prove” your point 
of view

Believing the other is just too different
Rushing to solutions
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Questions to Consider About Curiosity

Does the other person see things differently from me or are we aligned?
Do I listen with judgement, evaluating whether I agree or disagree with the speaker, rather than hearing important points that 
could provide valuable information needed to solve our problem?
Do I think that appearing curious might be seen as a weakness? 
Do I avoid asking questions because I don’t want to seem ignorant, even though I need more information?
Am I too focused on reaching a quick solution and might I be missing opportunities that greater curiosity could provide?

Suggestions for Improving Curiosity

Be prepared to acknowledge out loud that neither you nor others have perfect knowledge.
Frequently ask questions that probe where the other party is coming from and what they find important.
Encourage others to express their curiosity about what’s important to you.
Avoid making assumptions before and during a conflict discussion. Instead, challenge your pre-conceptions by posing open-
ended questions.

Apply various methods to encourage imagination, such as brainstorming, creating lists, envisioning yourself in a future scenario, 
or by asking “what would need to be accomplished for any solution to be satisfactory?”
Be fearless in exposing your lack of knowledge and awareness. Not understanding is a powerful tool! It can act like a magnet, 
drawing you and others to greater understanding.
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Listening involves the ability to attend and pay close attention to incoming information and 
decipher meaning. It includes efforts to “decode” body language, word choices, metaphors, 
emotions, and the underlying motivations behind the responses and reactions of others. It 

How loud are your internal voices when others are speaking to you? To listen more effectively, work on turning down your internal 
volume and controlling the impulses that get in the way of paying careful attention to what is being expressed. Some barriers to 
listening include:

Benefits of Listening

Building Connections – Listening connects us with others and helps foster deeper and more meaningful relationships.  
Improved Outcomes – Listening contributes to better solutions by gathering clear and accurate information to build into an 
agreement.
Expanded Horizons – Listening helps us look beyond ourselves and grasp the "bigger picture".

Exploring a Low Listening Result

Listening

measures more than your ability to hear things accurately. Listening requires deliberate effort and is all about the ability to interpret 
and understand meaning. It also involves making sure you’ve understood the speaker properly by repeating key ideas and 
restating what you believe to be the intention behind what was said. Listening also requires being mindful and attentive to the 
overarching goal of “creating shared meaning” and genuinely attending to what the other person is trying to convey. 

Curiosity
Listening 

Expressiveness 
Emotional Awareness 

Creativity

Advising and offering counsel rather than paying close 
attention
Being distracted by internal and external influences

Defending yourself rather than trying to understand the other
Correcting others and being preoccupied with being “right”
Prematurely proposing solutions
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Questions to Consider About Listening

How are my interests connected to and impacted by others? The more we see how our interests are connected with those of 
others, the more likely we are to listen to them.
How does my body feel when I am listening? Do I tense up and emotionally escalate? Why might that happen?
Do I tend to advise others with my opinions and expertise too soon, too often?
Am I inclined to accommodate others or apologize too soon or too often to protect relationships?
Do I lack focus and struggle to actively listen and understand the message beyond the words?
Do I pay close attention to what is being communicated through tone and body language?

Suggestions for Improving Listening

When you listen, remind yourself that you are simply guessing at the intended meaning. When we feel we’ve got someone 
figured out, we often stop listening. Demonstrate listening by expressing your interpretation of their meaning and let them correct 
you if necessary.
Do what you can to feel centered before a conflict discussion. Work on getting yourself to a place where you feel grounded.  
Listening well requires avoiding habits that lead you to not listen. Notice the tendencies you have that distract you from 
genuinely attending to what’s being expressed.

Engage in practices like meditation, breathing exercises and positive self-affirmations, that induce calm and act to quiet the 
voices in your head. Deliberately practice “deep” listening by slowing down, watching carefully and removing distractions.  
Focus more on helping the other person feel heard and validated and less on “getting the facts” straight. 
Think about people you frequently have good conversations with, where you feel your input has been considered and 
understood. Seek out opportunities to practice listening by demonstrating reflective Skills (paraphrasing, restating, 
summarizing etc.). 
Remind yourself that reaching a successful and cooperative outcome often requires you to hold 
back from jumping to solutions. Listening is required in order to get there. 
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Benefits of Expressiveness

Exploring a Low Expressiveness Result

Communicating effectively, particularly in conflict, depends a lot on how you choose to 
send messages and convey meaning. Expression includes asserting your views, including 
the way you transmit ideas and feelings, the tone of your voice, and the level of detail in 

Being Understood – Composing and delivering clear messages that are easily interpreted helps others comprehend your 
intended meaning.
Achieving Influence – Having a “way with words” draws people in and stimulates self-reflection and change.
Meeting Interests – Focusing on expressing key values and objectives maximizes the likelihood of reaching collaborative 
solutions to conflict.

Expressiveness

your messages. Your skill at expressing yourself has a significant influence on how you are perceived and understood by others.

Curiosity
Listening 

Expressiveness 
Emotional Awareness 

Creativity

Do you feel misunderstood or struggle to express what matters to you? Do you tend to jump to solutions without fully sharing 
your values and interests? Skillful communication in conflict requires careful listening and deliberate efforts at conveying meaning 
to make ideas, perceptions, thoughts, and feelings accessible to others. Effective expression and assertion during a conflict 
discussion is often difficult because:

 Emotions can get the better of us
There is a tendency to blame and accuse
We get preoccupied with finding solutions 
instead of creating shared meaning

Instincts of self-protection reduce the likelihood of being 
descriptive and transparent
Stress has a negative impact on our ability to think (and 
speak) clearly
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Questions to Consider About Expressiveness

Do I get “tongue tied” and have difficulty finding the right way to convey my point of view? If so, why?
Am I sufficiently aware of what is most important to me, such as my beliefs, values, and interests, and am I able to articulate 
them during a conflict discussion?
How effective is my vocabulary and style of speaking when expressing myself in conflict discussions?
Do I overvalue proving my point and determining who is right/wrong?
Am I conscious of how my expressions and assertions effect others?

Suggestions for Improving Expressiveness

Prepare and rehearse in advance. Test out different ways to share meaning effectively. 
Consider the use of storytelling, metaphor, and other symbolic means to express yourself. 
Use “I” statements (expressing the effect on you) to share thoughts, opinions, ideas, and feelings.
Refrain from negative attribution; resist the temptation to blame, accuse, judge, or criticize. 
Focus on describing the problem rather than arguing over its solution. 
Model reciprocity by acknowledging the value of exchanging different ideas, thoughts, and perspectives. 
Seek opportunities to verbally emphasize moments of shared understanding and agreement. 
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Benefits of Emotional Awareness

Exploring a Low Emotional Awareness Result

Being emotionally aware means being conscious of your behaviours while you interact with 
others. It also involves deliberate efforts at regulating your emotional expressions and 
considering the feelings of others.  Emotional awareness also includes the ability to remain 

Being Grounded – Emotional awareness does not deny feelings but allows you to avoid the highs and lows that can be 
unsettling.
Productive Listening – Being emotionally aware helps you remain focused and attentive to what others are expressing, 
including being empathic.
Positive Tone – Emotion influences the atmosphere of a discussion which can help to shift it in helpful and positive ways.

Emotional Awareness 

“consciously present” in the midst of difficult discussions. This theme assesses how aware you are of your own emotional 
responses in conflict. It looks at bias and neutrality as well as your comfort level with heightened emotion and how you 
address things like accusation, negativity, and rigidity. 

Curiosity
Listening 

Expressiveness 
Emotional Awareness 

Creativity

How in touch are you with your personal values? Do you get distracted by uncertainty or self-doubt? Do emotions interfere with 
your behaviour? We need to be conscious of the triggers that can interrupt our ability to engage, such as:

 Being accused by others
 Negativity
 Feeling lost or overwhelmed
 Getting stuck on one preferred outcome
 Needing to defend yourself

mallorienicholson
Highlight
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Questions to Consider About Emotional Awareness

Do I lose concentration when I hear things I don’t agree with?
How does my body feel when I lose control? Do I tense up or feel anxious? Why might that happen?
Do I get overwhelmed by emotions?
Do I tend to react rather than respond?
Do I deny my feelings or expect others to suppress theirs?

Suggestions for Improving Emotional Awareness

Be prepared; Emotional Awareness requires you to be intentional and present. You will need to anticipate how to manage 
strong feelings which may arise in a conflict discussion. Try to reach the goal of being emotionally grounded:

 Be clear about your intentions.
 Rehearse how you want to project yourself.
 Practice emotional self-regulation techniques and strategies (e.g. slow, deep breathing, meditation, visualization etc.).
 Anticipate but don’t assume what the other party may express and how you may respond emotionally to it.   

Be prepared to adapt and change based on what you hear. Try to avoid the desire to defend and debate. 
Think about how you want your behaviour to express your values. 
Share how you feel about a situation.  Being clear about your feelings isn’t a weakness.   
Be attentive to how the other person seems to be feeling. Share your observations when you think it may help the situation. 
When emotions get elevated, try to avoid either of the “fight or flight” responses, and instead:

 Respond by describing the effect of the elevated discussion and question why that effect may be occurring.
 Focus more on helping the other person feel heard and less on “getting the facts straight”; practice empathy and 
 compassion.
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Creativity is the capacity for generating ideas and thinking outside the box. It includes using 
your imagination, seeing possibilities (whether realistic or not), using concrete examples to 
encourage abstract ideas, resisting early evaluation, and encouraging unconventional 

Benefits of Creativity

Generating Options, Ideas and Solutions – Creativity helps to generate solutions by infusing a conflict discussion with multiple 
options for discussion, consideration, and evaluation.
Revealing Different Perspectives – Being creative introduces fresh perspectives that can help identify approaches to considering 
the problem.  It also releases the confines of conventional and fixed thinking by inspiring novelty and innovation.  
Celebrating Uniqueness and Originality – Creative thinking during problem solving can help us recognize and acknowledge our 
diversity and encourage more original self-expression.  

Exploring a Low Creativity Result

Creativity 

options. Creativity is the catalyst for innovation and inspiration.  Lateral thinking – viewing the problem in unconventional and 
unusual ways – is an important contributor towards harnessing creativity and imagination.  

Curiosity
Listening 

Expressiveness 
Emotional Awareness 

Creativity

How motivated are you to reach a solution? How confident are you that you have already found the best solution? Try holding 
back from selecting a solution right away in order to encourage creative thinking about it. Solving problems is expected in our 
personal and professional lives, but when we move to solutions without being curious and exploratory we often inhibit creativity. 
Challenges to creativity include:

 Wanting to “get it done”
 Knowing the “right solution” 
 Feeling uncomfortable suggesting unconventional possibilities
 Being afraid that too many options will make it more difficult to reach agreement
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Questions to Consider About Creativity

How do I respond to original and unconventional ideas?  
What might make me resist being imaginative and unrealistic when problem solving?
Am I listening to and including the other person’s ideas, or am I dismissing them out of hand?
Do I adopt a more “fixed mind-set” during problem solving that inhibits me from thinking “outside the box”? If so, why might 
that be the case?

Suggestions for Improving Creativity

Be curious and ask questions. Encourage lateral thinking. 
Challenge yourself to hold back from solving the problem before generating different options to consider. Then, hold back from 
evaluating those options until you have an expansive list to work with. 
Explore the past and imagine the future. Try using prospective (what would this look like in the future?) and retrospective (what 
if we had done this in the past?) thinking and imagination.  
Fostering creativity requires time and space. Notice when you feel yourself wanting to rush to a solution. Slow down, take a 
deep breath, and challenge yourself to put forward an unconventional idea for consideration. 
Consider the use of brainstorming and other idea generating modalities (e.g. listing, mind-mapping etc.), to develop multiple 
options. 
Encourage the development of idealistic, “blue sky” options. It doesn’t mean you will agree to them, but it helps to promote 
creativity and generate options for mutual benefit. 
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Process Theme Descriptions

Processes are procedural choices that we 
make, often without thinking – they are all 
about the “how” of dealing with and 
engaging in a conflict discussion. They 
include considerations like including other 
people, deciding to meet in a particular 
place, taking a break, letting the other 
person complete what they’re saying and 
using structured models or methodologies 
to organize the discussion and keep it on 
track.

The ConflictAbility Assessment measures 
your tendencies and balance in the use 
of five distinct Process themes. 

Exploring your ConflictAbility - Process Dimension

RESOLUTIONPREPARATION

ATMOSPHERE

METHODOLOGY

FRAMING

Planning and 
being ready

Finding 
outcomes to 
disagreement

Establishing 
and maintaining 
a collaborative, 
positive tone

The use of 
procedure in 

conflict situations

Defining the 
problem in a 
disagreement

PROCESS
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Benefits of Preparation

Exploring a Low Emotional Awareness Result

Preparation is anticipatory; it comprises the actions one takes to get ready for problem 
solving and conflict resolution. It may be an individual activity or include others; it can entail 

Reflection and Consideration – Preparation allows you to reflect on what is important to you and consider what may be 
important for the other party.
Organization – Organizing the information you hope to share will give you more clarity during the discussion, especially if it’s a 
challenging or “messy” one. It is also helpful for you to know what you hope to achieve in advance of the discussion.
Effectiveness – Preparation encourages you to consider relevant information to support informed discussion that will result in 
better and more lasting (i.e. durable) outcomes.
Efficiency – Investing your time in preparing and planning for a conflict discussion will dramatically improve problem solving 
efficiency and productivity.

Preparation 

varying levels of detail and sophistication. The action you take to prepare includes 
everything you do in advance of a conflict discussion to promote effective communication, reduce barriers to progress, and 
encourage opportunities for resolution. Examples include planning for an appropriate environment, being aware of cultural norms, 
identifying and preparing relevant information, as well as rehearsing and reviewing your narrative with special consideration of your 
values and interests. It’s also important to practice empathy by “putting yourself in the shoes of the other” and imagining what 
their story and objectives might be.  This theme includes anticipating the views and interests of the other, deciding who should be 
involved, thinking about behavioural guidelines, considering special needs, opening rituals and any writing required ahead of time, 
and taking part in pre-discussion meetings or conversations.  

Preparation 
Atmosphere 
Methodology 

Framing
Resolution
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Questions to Consider About PreparationExploring a Low Preparation Result

Do you experience conflict discussions 
as unfocused and/or unpredictable?
Have you considered what is motivating 
the other people involved?
Are you aware of all the elements that 
will inform and influence your conflict 
discussion?
Is the process being staged in a suitable 
and culturally appropriate environment?
Are you emotionally prepared to enter 
the discussion?

Perceived lack of time
Wishing to avoid a conversation by not thinking about it
Not knowing where to start
Being overly entrenched in one idea or outcome
Feeling overwhelmed or, conversely, being overly confident in your position 

How much do you value time spent before engaging in problem solving? Do 
you feel compelled to rush to move things along rather than taking the time to 
get ready? How aware are you of the elements of the conflict discussion that 
need to be addressed? Rather than prematurely “leaping into the fray,” we need 
to be diligent in overcoming the common barriers to preparation, which include:

Suggestions for Improving Preparation

Figure out the amount of time you have available to address a conflict and make a point of setting aside adequate time to 
prepare. The time will be “made up” by the efficiency and effectiveness of the discussion. 
Reflect on the things that motivate you and are important to you about the issue rather than focusing on a specific outcome. At 
the same time, anticipate but don’t assume the perspective of the other party. 
Rehearse what you want the other party to understand about your perspective. Consider practicing with someone you trust, who 
will give you honest feedback. 
Preparation is about reducing barriers to effective communication. Communicate early with the other party to develop mutually 
acceptable logistics, environment and other preliminary process considerations. 
Deliberately calm your mind and get grounded, so you’re ready to be curious and responsive rather than reactive. 
Focus not only on what you want to say but also on questions you’d like to ask to understand the other party and the problem 
you share. 
Try not to dwell on achieving a particular outcome. Prepare to explore how you can create a result 
that may be different from what you originally predicted. 
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Atmosphere is about setting and maintaining a positive, future-focused, and collaborative 
tone. It is impacted by the physical set-up of the space including, for example, the choice 

Benefits of Intentional Atmosphere

Expectations - Demonstrating respect and collaboration sets positive behavioural expectations for how the discussion will occur.
Emotions - People can be fearful, uncertain, hopeless, anxious or angry when engaging in a conflict discussion. Spending the 
time to establish a collaborative and hopeful atmosphere can inject a degree of optimism and encourage people to bring their 
best to problem solving. 
Outcomes - Attending to details like refreshments and room set-up beforehand ensures that people are comfortable and well 
supported for the duration of the meeting. Comfort fosters improved decision-making. 

Exploring a Low Atmosphere Result

Atmosphere

of venue and availability of “creature comforts”. Additionally, atmosphere is influenced by 
actions such as the expression of collaborative expectations, demonstration of respect, the sharing of small talk, opening rituals, 
and being intentional about the level of formality or informality.

How important do you think it is to ensure people are comfortable? Being intentional about atmosphere may feel unnecessary or 
artificial to you. However, it’s important to be aware of the default tone and atmosphere of conflict discussions and be prepared to 
influence them in deliberate ways. Here are some typical default approaches to watch for and adjust:

 Wanting to get on with problem solving
 Wanting to avoid wasting time on formalities
 Since I disagree with this person, why would I focus on making them comfortable?
 Thinking it’s not worth the effort. Nothing I do will make them behave any differently

Preparation 
Atmosphere 
Methodology 

Framing
Resolution
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Questions to Consider About Atmosphere

How am I feeling prior to the conflict discussion? 
What do I need to do in order to feel relaxed and centered during the meeting?
Do I tend to focus on problem solving instead of fostering relationships?
Am I uncomfortable with small talk and “fluffy” stuff?
Do I think that showing empathy will demonstrate weakness?
What if I come across as inauthentic or contrived?

Suggestions for Improving Atmosphere

Before starting the conflict discussion, think about where you will meet, how the room should be set up and whether 
refreshments will be provided, as well as any other logistical requirements. Remember, the more comfortable everyone is, the 
better the discussion will go and the more likely you will be to reach a successful outcome. 
When you meet, spend some time connecting socially. It’s not all about “the problem”. 
Establish a positive, future-focused tone. Express optimism, create collaborative expectations, and genuinely acknowledge the 
challenges ahead. 

Express the need/desire to have the discussion, and the importance of resolving things between you. Remember that positivity 
and hopefulness are contagious. 
Resist the urge to delve into the subject matter of the problem too quickly. 
Emphasize mutual interests by acknowledging areas in which you already agree. Build common ground, even if only expressing 
the importance of solving the problem together. 

Suggest and agree on any ground rules and guidelines that may be helpful in maintaining respect and cooperation during the 
discussion (e.g. speaking one at a time). 
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Methodology is about the “how” of addressing conflict and accounts for how skillful you 
are at navigating difficult discussions. It includes how you apply a model, structure, or 

Benefits of Methodology

Achieving Efficiency – Being purposeful about what, when, and why you are doing something saves time and builds 
“achievement momentum”.
Developing Flow – Following a sequenced and organized framework with clear goals along the way creates energy and rhythm 
during discussions and can counteract forces of inertia and feeling stuck.

Staying Focused – A methodology acts like a navigational tool that helps you stay on track by clearly defining where to go and 
how to get there.
Giving Confidence and Comfort – Using a methodology reduces the uncertainty of conflict discussions by providing a clearer 
and more defined path forward. 

Methodology 

framework to address conflict in an orderly fashion. Your methodology is a reflection of 
your attitude and puts structure to your beliefs, values, and theories about solving problems. This theme looks at how 
deliberate you are in doing so and whether there are intentional, sequenced stages or steps you follow to help a conflict 
discussion be more focused, organized, and efficient.

Preparation 
Atmosphere 
Methodology 

Framing
Resolution

mallorienicholson
Highlight
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Using a methodology reduces the uncertainty of conflict discussions by providing a clearer and more defined path forward. 
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Questions to Consider About Methodology 

Do I tend to “fly by the seat of my pants” 
and react to things in the moment? If so, 
why might I choose to behave this way?
How important is it for me to have a clear 
sense of where I am going and how best 
to get there? 
Do I often rush to try to solve the problem 
before understanding it deeply enough?
If I get lost, how much do I rely on a map 
or set of directions to help me find my 
way rather than trust that my instincts will 
guide me along?
How useful are frameworks, models, and 
phased approaches when I set out to 
accomplish something?

How much do you simply allow the discussion to take you where it wants 
rather than be intentional about the direction you would like it to take? There 
is often a tendency to “get caught up in the moment” and allow the conflict 
discussion to get side-tracked, bogged down, and disorganized. Applying a 
methodology can be challenging for several reasons that include:

Being preoccupied with the content (subject matter) of the conflict 
instead of how it is to be discussed

Wanting to rush to solutions and avoid deeper exploration of the conflict
Dealing with unpredictable behaviours and disorganized communication 
dynamics
Trying to balance the need to understand what the conflict is about while 
simultaneously paying attention to how the discussion is unfolding
Accounting for different styles and preferences for problem solving and 
communication during a conflict dicsussion

Suggestions for Improving Methodology

Exploring a Low Methodology Result

Spend time preparing and planning how you’ll organize a conflict discussion. Consider how you can purposefully sequence the 
conversation (e.g. where to start, what direction to head in, and how to track progress along the way).
Adopt and consciously practice a model, framework, or sequenced approach during conflict resolution and problem solving.
Be transparent and open about using a methodology in a conflict discussion and seek the other party’s feedback about it.

Focus on building the specific Skills that help transition between different stages or phases of your chosen conflict resolution 
methodology (e.g. gaining commitment to proceed, framing the issue, and summarizing interests).
Seek opportunities to practice methodology outside of conflict resolution activities (e.g. during staff meetings, while 
having a discussion with family or friends, or when dealing with a salesperson or service provider).
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Benefits of Framing

Exploring a Low Framing Result

Framing is the art of describing and characterizing the problem or issue being discussed. It is 
a procedural tool that is essential if a conflict discussion is going to result in a mutually 

Sometimes we’re swept into a conflict discussion because we want to get something solved quickly. It is hard to solve a problem 
when the problem itself has not been defined. Some challenges to framing include:

 Assuming you and the other person share a common understanding of the problem
 Lack of clarity about what needs to be resolved
 Not wishing to appear ignorant about what you may believe is an obvious issue
 Being eager to defend your point of view
 Being too focused on resolving the matter

Being on the Same Page – It is hard to find a solution to a problem that two people define differently. A common 
characterization gives everyone a joint task. 
Early Agreement – Even though you may strongly disagree about what the ideal outcome to the problem should be, reaching 
early agreement about what needs to be resolved demonstrates that success is possible.
Staying on Track – Once an issue is framed, it becomes a point of reference to keep the discussion focused and 
goal-oriented.

Framing

satisfactory outcome. This theme measures how you name the problem clearly and 
agreeably. It involves defining and getting agreement on what the conflict is about and characterizing it as a win/win proposition 
or an opportunity for joint gain. Careful framing of issues assures that you and the other party have defined what you are 
attempting to solve in such a way that you are united in a common goal.

Preparation 
Atmosphere 
Methodology 

Framing
Resolution



© ConflictAbility Assessment Ltd. 22

Questions to Consider About Framing

How eager are you to get the discussion started?
Are you assuming that you and the other person both know exactly what you are about to discuss, particularly when the 
problem has been around for a while?
Are you anxious that you will be disadvantaged by appearing too agreeable if you invite the other person to define the problem 
with you?
Is there a concern that you and the other person see things so differently that you may actually expand the problem by trying to 
define it?
Have you considered the importance and utility of framing an issue before discussing it? How a problem is described and 
framed has a profound influence on the quality of the outcome.

Suggestions for Improving Framing

As you prepare for the conflict discussion be clear about what you think the issues will be. 
Remember that the same problem is often perceived in different ways. Be open to other perceptions and be prepared to alter 
your preconceptions about the issues once you learn more about the other person’s views. 

Avoid jumping to conclusions about how to characterize the problem. Only after views have been shared can the problem(s) 
be accurately framed. 
Try to describe the issue as a shared problem that has to be tackled together to be solved. 
Find mutually agreeable words when settling on an issue frame. Work at a joint issue frame until there is agreement about how 
the problem is to be characterized. 
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Resolution explores the importance and emphasis you place on reaching an agreement 
while considering the relationships involved in achieving it. This theme assesses the 
degree to which solutions satisfy your goals and objectives.  It also looks at the potential 

One of the most common reasons for a low result is focusing too much on developing quick fixes to the problem. Premature 
solutions to complex problems that lack clarity and thoroughness run the risk of:

 Missing important information and therefore don’t address the parties’ interests and objectives in sufficient depth
 Generating resistance from others who feel uninvolved
 Offering a more superficial outcome (i.e. one that deals with the symptoms) that does not address 
 underlying causes

Benefits of Resolution

Relationships – Reaching agreement (i.e. solving the presenting problem) tends to affirm and help strengthen important 
relationships.
Stop Fire Fighting – Resolution tends to address root causes and address systemic problems effectively.  Problems get fixed 
and usually do not return. 
Clarity and Learning – Resolution speaks to the opportunity to develop outcomes that promote understanding, education and 
interpersonal growth.
Leadership – Achieving resolution demonstrates effective leadership by catalyzing meaningful and lasting change, which can 
help others navigate complex situations more successfully.

Exploring a Low Resolution Result

Resolution 

opportunities for education, understanding and ease of implementation that outcomes may offer.  Resolution is therefore focused 
on the capacity to reach satisfactory outcomes and agreements in a conflict discussion. 

Preparation 
Atmosphere 
Methodology 

Framing 
Resolution
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Questions to Consider About Resolution

Do I strive for solutions at the expense of a clear process for getting there?
Am I defining what’s important to me too narrowly? Do I forget the ways in which relationships help me address my interests? 
Do I focus too much on immediate satisfaction at the expense of lasting resolution?
When a problem arises, do I feel a responsibility to provide a solution immediately, and if so, why might that be? What might 
be the disadvantage of providing quick solutions? What opportunities might I miss?
Do I tend to accommodate and sacrifice my own needs and concerns to protect relationships?
Do I get flustered or tense towards the end of a process when solutions are being agreed to?

Suggestions for Improving Resolution

Reflect on the relationships you rely on that would help support your personal and/or professional goals. Make sure outcomes 
act to strengthen and reinforce relationships rather than weaken them.  
Think about resolution being less of a destination and more of a journey. Measure the quality of resolution by both what it is 
and how it is reached. 
Share the credit for resolution. Strive to be recognized for strengths that go beyond creating and owning outcomes. 
Build in time for working toward resolution cooperatively. It takes sustained effort over time to generate creative options and craft 
effective outcomes. Don’t rush it. 

Don’t define (i.e. frame) the problem too easily. Getting a seemingly agreeable resolution to a poorly defined problem is not 
helpful. Allocate time in your discussion to accurately frame the problem that needs to be resolved. 
Expand your time horizons. Reflect on the short, medium and long-term impacts a resolution will have on what matters to you 
about the conflict. 
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Make time to reflect on your 
results and on the value of 
making changes and 
improvements to your 
ConflictAbility. 

Practice, practice, 
practice. Deliberately seek 
out opportunities in your 
personal and professional 
life to apply Skills and 
Process.

Obtain trusted feedback about 
your ConflictAbility. Invite 
people whose opinion you 
value to constructively 
comment on your conflict 
handling skills and capacity.

Sign-up for specific 
training - Take courses 
that focus on areas of your 
ConflictAbility you want to 
improve and further 
develop.

Study, research 
and explore. Seek out 
resources (e.g. books, 
podcasts, blogs etc.) to 
expand your learning about 
effective conflict engagement.

Engage with a qualified 
conflict resolution specialist to 
discuss your results and 
learning from this exercise.

Practice EngageReflect

DebriefLearnExplore

Ideas for Developing Your ConflictAbility




