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Video transcript: How to Manage Conflict in Virtual Teams in 7 Easy Steps by Fahd Alhattab

So, we're living in this online world and having virtual meetings and virtual teams, but how do you deal with virtual conflict? Well, here's seven key steps that I'm gonna give you and principles on how to deal with virtual team conflict in a really healthy way.
 So, first step: I want you to shift your perspective on conflict. See, I think you should shift the entire team's perspective on conflict from being a negative thing, something that we should avoid and something that we should tippy toe around, to something we should naturally embrace. See, conflict is the journey to truth. Conflict is when we put ideas under pressure so that a better idea comes out of it, and we want to do that by beginning with questions. And so, encourage your team to question each other, question the thinking, question, where that comes from, question the evidence that's being provided for that idea, and question the idea itself. So, our first step in dealing with better conflict is simply changing our attitude towards why conflict can actually help us. 
The second step: see, with online, resentment can build very quickly with a lot of little minor things that add up. Someone showed up a little late to a meeting, someone constantly reschedules, someone said something offhand. And see, resentment builds over time and, because we're in a virtual situation, we kind of downplay and we push it aside. And I'm gonna encourage you not to, because if you let resentment build over time, then it festers up and you get pretty upset about it. But if there is something that's happening that you don't like, something someone said or a feeling that you have based on someone else's actions, it's best to actually take it up with them. And how do you take it up with them? Well, that's our third step. 
Then, our third step is, in an online world, never ever, and I mean ever, take up conflict or give harsh criticism through messenger. See, unfortunately we're all living through Slack or our text messages or WhatsApp groups or whatever it is that you're using to communicate through text, through email. But the reality is that there's far too much nuance lost in the language and in the empathy of person-to-person when we give our criticism, or we call someone out or we have conflict over text and over messenger. Just schedule a call, make it a Google hangout call, Zoom call, call them right on Slack or pick up the phone and just say: “Hey I've been feeling this way about what happened here”, and that will create a lot more empathy. If you can do a video call, even better because that creates a better, greater connection and that allows both people to feel the issue at hand versus just talk about it and debate it. 
The fourth part in ensuring that you have a good healthy online conflict is that we have to give the benefit of the doubt. Yeah, that means you have to give trust. See, a lot of people say: “Well no, trust is earned, someone needs to show up to earn my trust, I need to see evidence”, and the reality is that the most effective teams give trust, they give it to each other when it's not yet earned because trust is actually that leap of faith. Trust is not about prediction, it's not about predicting that someone else is going to treat you right, it's about trusting and having faith that they too have the best in mind for you and for the team. 
Number five on our seven steps is, if you want to differentiate the facts from the interpretation, far too often we take our interpretation of the events as facts. But sometimes there's a gap there that's missing, and one of the best ways to do that is when you're engaging in a discussion, you turn on the video call and you're discussing with your teammate on how to deal with this issue at hand, you can say: “See the story I'm telling myself from the facts that I've gathered is…” And this way you present your interpretation, and the other person can correct the fact if need be or can provide another interpretation of how they saw the same exact set of facts.
Number six is you want to actually engage the other person in helping solve the problem with you. You want to engage them in the problem-solving part of this discussion. And how do you do that? Well, actually you use “how questions”. They're very simple, but yet powerful and you simply say: “Well how do you think we can make this better or how do you think we can improve the current situation, how do you suggest we move forward?” By using how questions, you're engaging the other person, you're bringing them in to say: “Help me solve this problem together” and that cooperative problem-solving will lead to greater team bonding and team building through this conflict. 
And last but not least, when you do agree on a set of next steps after a conflict, put it on record, send it in an email, put it on writing, and say: “These are the next steps that we've agreed to”, to make sure that everyone is on the same level.
Those are the seven secrets we have on how to make virtual conflict a lot easier for teams.
Source: How to Manage Conflict in Virtual Teams in 7 Easy Steps (https://youtu.be/a0FjPjdTJI8)
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