Conflict Management Tips
· Pause and de-escalate: Acknowledge emotion, slow things down.
· Listen to understand: Use open questions; paraphrase the other person’s view.
· Clarify interests, not positions: Explore what each person really needs (for example, flexibility, recognition, clarity).
· Generate options together: Co-create several possible solutions before choosing.
· Agree next steps and check-in: Confirm actions, responsibilities, and follow-up
Scenario: Clash over workload and hybrid working
You work as part of a project team in a medium-sized organisation operating a hybrid working model (three days in the office, two days from home). The team is under pressure to deliver a major client project on a tight deadline.
Characters:
· Aisha – Team Leader
· Has overall responsibility for project delivery and client satisfaction.
· Often stays late to deal with client emails, last-minute changes, and reporting.
· Feels accountable if the team misses deadlines.
· Believes visibility in the office improves communication and responsiveness.
· Ben – Senior Analyst
· High performer with strong technical skills, often allocated complex analytical tasks.
· Has caring responsibilities at home and values the flexibility of remote work.
· Feels he is more productive at home where there are fewer interruptions.
· Believes he is already “going the extra mile” by working late from home.
Trigger incident:
· Over the last month, several minor deadlines have slipped. Aisha feels client confidence is at risk.
· Aisha has noticed that on office days, Ben often leaves promptly at 5 p.m., while others occasionally stay late.
· Aisha has also seen emails from Ben sent late at night from home, but she is more focused on in-office presence.
· In a recent team meeting, Aisha said:
“Some people seem to be taking advantage of hybrid working and not pulling their weight in the office. We need more commitment.”
· Ben felt this comment was directed at him and became defensive, saying:
“I deliver more than anyone on this team, whether I’m at home or in the office. If you measured outcomes instead of who sits at a desk the longest, you’d know that.”
· The atmosphere in the meeting became tense, and other team members fell silent.
Current conflict:
· Aisha now sees Ben as resistant, overly focused on his own flexibility, and not a “team player.”
· Ben feels unfairly judged, unappreciated, and believes Aisha equates commitment with physical presence.
· Communication between them has become curt and transactional, mainly via email.
· The project is reaching a critical phase, and their unresolved conflict is beginning to affect coordination and morale.










Role brief – Aisha (Team Leader)
Your viewpoint:
· You are under pressure from senior management and the client to hit milestones.
· You feel you are carrying the emotional and practical burden of the project.
· You believe team members should “step up” visibly when deadlines are tight.
· You are frustrated that Ben leaves on time on office days and feel this sets a poor example.
Your underlying interests (not immediately stated):
· Reliability and predictability.
· A sense that the team is “in it together.”
· Protecting your reputation with the client and senior leaders.
How you might show up in the conversation:
· Slightly impatient, direct, focused on deadlines and risk.
· Tempted to focus on “hours in the office” and “commitment.”
· May use language that sounds accusatory if you do not manage your emotions.













Role brief – Ben (Senior Analyst)
Your viewpoint:
· You produce high-quality work and often log back on at night from home.
· You feel your performance speaks for itself and you are being judged on presence, not output.
· You experience Aisha’s comments as unfair and as a criticism of your character.
· Your caring responsibilities mean you must leave the office on time, but you regularly make up time at home.
Your underlying interests (not immediately stated):
· Fairness and recognition for your contributions.
· Respect for your need for flexibility and work–life balance.
· A desire to be trusted as a professional adult.
How you might show up in the conversation:
· Defensive and hurt, but trying to remain professional.
· Inclined to justify yourself by listing all the extra work you do.
· May generalise (“You always…”, “You never…”) if you feel attacked.



