Things to Remember When Addressing a Conflict 
Compiled at Camp NSA 2008
· Rephrase what the other person said
· Acknowledge contribution, respond to ego needs
· Educate Board members, committee chairs in what they need to know and how they should be in order to be successful
· Same comments that apply to Board should apply to committee
· Identify and determine how to handle conflict of interest
· Discuss process issues early-be proactive
· Questions instead of comments
· Reiterating the “concern”
· Take responsibility for your part
· “We” language
· Pre-call with the challenging person –ask for their input before meeting
· Let emotions settle-meet again in 48 hours
· Avoid blaming
· Ask questions
· Focus on the solution
· Know your people-strengths and weakness
· Set specific goals, times, dates
· Structure conversation toward solutions vs. conflicts
· Establish/clarify expectations
· What result expected
· When achieved
· Get an agreement in writing, follow up periodically-coach for desired outcome
· Make it about the issue, not the person
· Control flow of communications
· Respect everyone’s point of view
· Acknowledge feelings
· All emails go through the President!
· Get clear about vision/mission
· Roberts Rules of Order-Rule!
· Approach conflict from a common ground
· Trust and Verify-look what they do, not just what they say
· Observe body language
· Broaden Impact by asking how others feel
· “Why are you here? What would you like to learn from NSA?”
· Use presidential authority positively
· Identify process and work flows and roles
· Set up meeting as shared/mutual problem-solving one (blame free!)
· Act proactively
· Take a time out
· De-escalate
· Manage our own emotions
· Acknowledge tact on process dysfunction
· Insist on multiple layers of leadership on committees
· Have clear written procedures and commitments
· Tapping into strengths of senior members us members with newer ideas
· Sitting down
· Listen
· Stay focused on the desired outcome
· Make it face to face
· Open probes
· Feed forward behavior
· Committees recommend
· Boards decide
· That becomes the expected process
