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» Review diverse conflict style and the impacts of incongruence 

between parties.

» Explore collaboration strategies in setting goals with families.

» Discuss strategies to reframe a caregiver’s action or inaction as 

methods of advocacy 

Learning Objectives



Conflict and Conflict 

Resolution Styles



Competitive Style

▪ Aggressive and uncooperative

▪ Conflict = war

▪ Object is to win the war

▪ High concern for self

▪ Low concern for other

Kilmann & Thomas, 1975



Avoidance Style

▪ Little concern for self or other

▪ Maintains peace

▪ Nonassertive and passive behaviors characterize style

▪ May provide time to reflect on issue

▪ May convey message 

▪ Conflict is bad

▪ Lack of concern or care 

Kilmann & Thomas, 1975



Compromise Style

▪ Moderate concern for both self and partner’s interest

▪ Satisfactory solution for both sought

▪ “each have to give a little”

▪ Less time consuming than collaborative

▪ May lead to failure to find best solution

Kilmann & Thomas, 1975



Collaborative Style

▪ Opposite of Avoidance

▪ High concern for self and partner

▪ Optimal solution strived

▪ Don’t want compromise for self or partner

▪ Time and energy demanding

▪ Relationship burnout possible

Kilmann & Thomas, 1975



Accommodating Style

▪ Neglect of self interest for partners

▪ Characterized by nonassertive but cooperative behavior

▪ May reduce creative options

Kilmann & Thomas, 1975



Styles of Conflict Resolution

Kilmann & Thomas, 1975







» Openers 

» Talk to me about how you are 

feeling about this

» I’d like to hear more about that

» That is a good question

» Tell me more

» You look upset, what is going on?

» I’d be interested in your point of 

view

» I can tell this is important to you

» How do you feel about that

» Open ended questions

Door Openers and Closers
» Closers 

» Talk to me about how you are 

feeling about this

» I’d like to hear more about that

» That is a good question

» Tell me more

» You look upset, what is going on?

» I’d be interested in your point of 

view

» I can tell this is important to you

» How do you feel about that

» Open ended questions

Always be mindful of body language and nonverbals



I-Statements

1. "I"

2. what YOU feel or want

3. the event that evoked your 

feeling(s) or desire (typically 

something you BOTH can agree 

on), and

4. the effect the event has on YOU.

Combine these pieces to form a 

sentence as follows: "I feel 

____#2____ when ____#3____, 

because _____#4_____.
http://www.traumacentral.net/i-statements.htm



Active Listening:  Three Types of Feedback

» Factual

» You weren’t able to make your doctor’s appointment because your car 

broke down. And you couldn’t call because you were out of minutes 

on your phone.

» Emotional

» It’s frustrating not to have a reliable care, or a phone. That must be 

really hard. 

» Solution-Focused

» The woman in the doctor’s office said you could reschedule for next 

week.  Did you say your sister works in Middletown?   Do you think 

she’d give you a ride

Adapted from the Family Development Credential, 

Empowerment Skills for Family Workers, Dr. 

Claire Forest



Value Passion 

Wherever You 

Find It



» Instead of:

» They were late picking their child up again . . . 

» They forgot the paperwork . . . 

» Their homework is never signed . . . 

» That parent cusses like a sailor . . . 

» He refuses to let their child get mental health treatment . . . 

Let’s Reframe



THANK YOU FOR WATCHING!
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