Conflict Resolution Strategies

Quick guide to conflict resolution
While it may be daunting to think about tackling conflict rather than ignoring it, you will feel
much better if you create an opportunity for both of you to talk about what is happening.
There is more information within the booklet but here is a quick guide to resolving conflict.

Define

Plan the
conversation

•What is your perspective?
•How can you encourage them to share theirs?
•Plan your approach and what you will say. (Think about where and when.)

Talk

•Open the conversation with a positive intent.
•Follow with an invitation to share perspectives.
•Keep an open mind.

Listen

•Practise active listening and encourage them to share their perspective.
•Summarise to check that you understood.
•Summarise your understanding of the root of the conflict.

Problem
solve

Positive
ending
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•What is happening?
•Try to be an objective observer. Reflect on each of your actions /
contributions to the situation.
•How is it affecting you?

•Identify the postive aspects of your interaction.
•Consider together the different options available.
•Decide a plan together. Keep future-focused and constructive.

•You have both problem-solved a difficult situation so take a moment to think
about this.
•Thank the other person for their participation in this process.
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What is conflict?

CONFLICT IS NEITHER GOOD NOR BAD. PROPERLY
MANAGED, IT IS ABSOLUTELY VITAL
Kenneth Kaye

Conflict is an inevitable fact of life. It is borne out of differences and may arise in any
situation where people are required to interact with one another. Conflict occurs when
people’s interests or different points of view intersect within a shared environment.
Conflict isn’t always a bad thing. It can be a creative force for an organisation or team when
managed effectively. Research suggests that some conflict may increase creative thinking
and innovation as it encourages people to share perspectives and to challenge what is
currently happening.(1)
Patrick Lencioni saw conflict on a continuum (2) where too little conflict resulted in artificial
harmony and perhaps “Group Think” and, at the other end, too much conflict resulted in
anger and personal attacks. In the centre was a spot where conflict was constructive.
An example of positive conflict would be passionate disagreement around important issues
in order to make effective decisions.

Constructive

Artificial
Harmony
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Destructive

Ideal
Conflict
Point

Personal
Attacks

What’s Group Think?

You are in a staff meeting and your team leader asks for input regarding a bold,
new initiative. You look around the room. You see affirming nods and smiling
faces, as far as the eye can see.
You realise that they haven’t thought of a factor that will have a huge negative
impact on the success of the initiative.
For a fleeting moment, you think about saying something but you feel an even
stronger urge to be a team player, so you say nothing.
Has this happened to you?

The absence of conflict can take the form of Group Think when members of a team try to
minimise conflict by suppressing different viewpoints.
Wikipedia has some interesting examples of group think affecting history at
https://en.wikipedia.org/wiki/Groupthink

Reflection
Think about the last time your team did something innovative to solve a
problem.
How did you decide what to do?

This booklet looks at the destructive conflict that has a negative impact on performance,
relationships and resilience. It contains some tools to help you resolve conflict and looks at
some ideas on personal strategies to keep yourself resilient through conflict.
If you are a manager, we have some ideas about managing conflict within your team in a
companion booklet, Managing Conflict. This includes some tools and strategies to enable
conflict to move into the productive space on the conflict continuum.
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Personal – what is my style?
How we approach any conflict has a significant impact on whether and how it is resolved.
Many of us see conflict as a win-lose situation – or as a right-wrong situation.
This self-assessment will help you discover how you respond to conflict and this knowledge
will be useful as you navigate through this book.

Task
Look at the statements in the table below. Assign each of the statements a rating from the
following:
1. Not at all like me
2. Sometimes like me
3. Exactly like me
When you have finished, add up your score and read the interpretation provided.

Statement
I don’t say how I really feel when I am upset with someone because I don’t
want to hurt them.
I rarely disagree with anyone.
When someone raises their voice, it makes me tense and I want to run
away.
I never lose my temper.
I am always told that I should stand up for myself more.
If I am really angry with someone, I just avoid them.
I have ended relationships without trying to talk through differences.
I often keep my opinions to myself when I think that others will disagree
with them.
I have resigned from jobs simply because I didn’t want to work with a
particular colleague.
I apologise just to end arguments or confrontations, even when I know I did
nothing wrong.
I secretly think that I am right but don’t often say it.
I am scared to argue with people in case I say the wrong thing.
I loan money or personal items to people and want them back but am
afraid to ask.
I never go back to shops to return goods, even when they are faulty.
Total
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Score

Interpretation
How did you do? Add up your score – the lowest number is 14, and the highest possible is
42. Use the following scale to determine just how much of a conflict coward you are:
14-25: You are not frightened of conflict at all and are quite happy to speak your mind. But,
be careful that you are not too aggressive in your dealings with other people, as you could
cause undue offence or upset.
26-35: You have a fairly healthy approach to conflict but you could probably use a little help
in managing certain situations more effectively.
36-42: You definitely need more work in handling conflict. Make a commitment to changing
your attitude towards conflict, taking small steps to begin with. Practise stating your position
in an assertive fashion, e.g. when someone asks you to do something and you don’t have
the time, say so but suggest an alternative solution.

Reflection
Think about the last time you did not agree with another person.
What did you do? How did you react?

What was the other person’s perspective?

Looking back, what would you do differently?
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Conflict at work
Conflict at work takes many forms. It can be between people, teams or organisations. It can
be about processes, ideas or even individuals.
Reflection
Think about a conflict situation that you found yourself in. It could have been in
your private or your professional life.
Now read the following definition and think about what the disagreement was,
who was involved, and finally, what needs, interests or concerns were
threatened.

This definition of conflict comes from the University of Wisconsin (3) and it has some
interesting points about what conflict is and who might be involved.
We define conflict as a disagreement through which the parties involved perceive a
threat to their needs, interests or concerns. Within this simple definition there are
several important understandings that emerge:
Disagreement - Generally, we are aware there is some level of difference in the
positions of the two (or more) parties involved in the conflict. But the true
disagreement versus the perceived disagreement may be quite different from one
another. In fact, conflict tends to be accompanied by significant levels of
misunderstanding that exaggerate the perceived disagreement considerably. If we can
understand the true areas of disagreement, this will help us solve the right problems
and manage the true needs of the parties.
Parties involved - There are often disparities in our sense of who is involved in the
conflict. Sometimes, people are surprised to learn they are a party to the conflict,
while other times we are shocked to learn we are not included in the disagreement.
Perceived threat - People respond to the perceived threat, rather than the true
threat, facing them.
Needs, interests or concerns - Workplace conflicts tend to be complex because they
involve ongoing relationships with complex, emotional components.
Simply put:
Two or more people have different perspectives on an issue. The people involved
see a threat in the disagreement and react to that threat, whether it is real or
perceived.

8

There can be different dimensions within conflict.

Procedural
Substantive

Personality

Conflict
Any conflict situation may involve all three elements.

1. Substantive conflict
Substantive conflict is about decisions, ideas, directions and actions – disagreements around
the substance of issues.

Mark has parental responsibilities and wishes to begin work at 9:30am. However, his
manager wants all team members to begin work at 8:30am as this is when their office
opens to the public. As a result, Mark persistently arrives late. Rather than letting the
situation escalate, Mark and his manager approach the situation with a view to solving
a problem. They discuss the situation and each of them shares their perspective.
During the discussion, Mark learns that his manager is worried that, if someone calls
in sick, the office won’t be able to open on time. They both look at the customer flow
and realise that most customers arrive after 9:00am and that there is another big rush
at 5:00pm which is about the time they close.
As they discuss this, they realise that Mark could move his hours so that he starts 30
minutes after the rest of the team and finishes 30 minutes after, extending hours for
the customers and providing enhanced customer service.
Addressing the manager’s concerns about illness, Mark
suggests that he trains another staff member who could
assist in an emergency. He knows that one of the team
members has been interested in this customer facing role
and it would be an opportunity to up skill them.
These innovations would not have happened if there had not
been conflict to start with.
9

2. Procedural conflict
Procedural conflict is about how or when something is done. It is about the methods
involved rather than the subject.

Elaine and Ian are working together on a project. Their objective is to create new
customer service standards that can be used in their workplace.
In the initial meeting, Elaine proposed that they both interview their customers to find
out what they need and how they defined good customer service.
Ian disagreed about two elements in Elaine’s suggestion. He didn’t think both of them
needed to interview each person, and he thought that they should ask the staff first.
He was worried that, if they didn’t have clarity about the constraints staff were under,
they may not understand the environment.
As they both discussed their perspectives, it became clear that it
wasn’t a case of choosing one of the options over the other.
They decided to split the tasks; Elaine interviewed the customers
and Ian interviewed the staff. They then compared the views
and this allowed them to see any gaps.

3. Personality conflict
Personality conflict is emotional and is usually driven by feelings of anger or frustration and
perceptions about the other party’s character, motives, values and personality.

Mike has always found it difficult to get on with Mark. He thinks Mark is too
casual and always seems to be running late.
Mike realises that this conflict is now affecting the rest of the team and he
doesn’t want to appear unprofessional himself. He realises that it would be
better to talk to Mark about the problem rather than just stewing about it.
He thinks about an example where the conflict is being demonstrated and
remembers that in team meetings, he gets annoyed because Mark is always
late.
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He knows this bothers him and he then becomes very abrupt and rude to Mark. He wants
to turn this into procedural conflict so he can have a conversation with Mark that is less
emotive. He wants to build a better relationship with Mark.
He finds a time when he can talk to Mark and explains the
effect on him when Mark arrives late for the team meeting.
He keeps calm and explains the impact.
Mark listened and told Mike that he hadn’t realised that his
lateness was causing concern. He said that he would try to be
on time for team meetings.
Mark didn’t start arriving on time for every meeting but it
became obvious that he was making an attempt. Mike felt
better because he had explained the impact in a calm and
professional manner.

Reflection
Thinking about a particular conflict situation you had witnessed or been involved in.
What were the substantive conflict elements? (What was it about?)

What were the procedural conflict elements? (What about the how and when?)

What were the personality conflict elements? (What were your feelings about the people
involved?)

What was the source of the conflict?
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Preventing destructive conflict
One of the most effective strategies for managing destructive conflict is to prevent it from
arising in the first place.
Through good communication, potential sources of conflict can be addressed before they
have the chance to escalate. The earlier people can share conflict the easiest it will be.
Open communication is a valuable method for preventing destructive conflict. It can be
encouraged by:
Noticing non-verbal signals
A person may say that they agree with what has been said, but their hesitant tone tells
a different story. By noting this, you may provide an opportunity for someone to share
their concerns.
“It sounds like you are not sure about this option. Are there factors which we have not
considered?”
Challenging assumptions
Bringing assumptions out into the open can clarify expectations and provide an
opportunity to correct any concerns.
“We have assumed that you would like to take on this role as you have done this before. Are
our assumptions correct or would you like us to discuss other options?”
Thinking about how we phrase things
By asking questions in a curious, empathetic manner rather than a challenging tone,
we encourage someone to share rather than shut them down.
“It seems like you are concerned about something. I would appreciate it if you could share
this so we can work out what to do next.”
Clarifying details
By summarising your understanding, it provides an opportunity for someone to share
theirs so that you can build a shared understanding.
“Just to check we are on the same path, I am doing the first stage and then handing it to
you within two weeks. You will complete the final stage and we will have it finished by the
10th. Is that your take on it?”
Listening attentively
Active listening requires more than just hearing someone. It is about focusing on what
and how they are saying or not saying something. Active listening provides no gap for
distraction.
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The power of curiosity
I HAVE NO SPECIAL TALENTS.
I AM ONLY PASSIONATELY
CURIOUS
Albert Einstein

Curiosity is a powerful tool to keep conflict in a constructive mode. It allows for the
possibility of someone providing an interesting perspective or point of view that differs from
yours.
Certainty closes us off to new information, it makes it more difficult to see other people’s
points of view and heads us off into a win/lose situation. Curiosity opens us up to new
information and leads us into better ideas.
Be curious about the other person’s perspective and have an open mind.
Their perspective may contribute something new to the situation and will add different
ideas. How does this issue look from someone else’s point of view?
Curiosity isn’t debate. It is not listening to prove yourself right. Curiosity starts with an open
mind and a willingness to listen to the other’s ideas and perspectives. Curiosity is about
respecting someone else’s right to hold a dissenting view and being open to the idea of
learning something new.
It can be difficult to move to that curious mind-set so here are some suggestions to help you
shift.






Ask them to share their perspective. “We seem to disagree on this one, I would be really
interested in hearing your take on it”
Don’t talk while they are explaining and don’t think up arguments. Listen with an
open mind and then think about what they have said.
Check your understanding “So, it sounds like you are thinking……….”
Think about the elements that you have in common and share those. “It sounds like
we both agree on the need for the change but we don’t agree on the process.”
Build some neutrality into the discussion – use a whiteboard to visualise your
thoughts, take a walk and talk about it outside, move away from your office space.
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Destructive conflict
Over the next section, we will look at some ideas to resolve destructive conflict. To
enable us to see these in a practical sense, we would like to introduce you to James and
Ashleigh.
We will use the following scenario throughout the rest of the booklet to demonstrate
how the information applies.
James and Ashleigh have worked together in the same team for the last two years when
Ashleigh was hired. There are two others in the team as well.
James is a planner. He arrives at work early, does his job well and
always has everything produced early. He struggles with change but
once he understands the necessity, provides really useful ideas. James
wants things to be right and prizes himself on his accuracy.

Ashleigh arrives at work at 8:30, is really proficient at her job but is
easily distracted and often waits until the last minute to get her work
done. She does achieve all of her objectives and often comes up with
innovative solutions. She really enjoys change and can get bored.

So what happened to start the conflict?
The team has been tasked with improving internal customer service and yesterday they had a
meeting. Ashleigh suggested lots of ideas, some of which James knew had been tried before
with poor results. He mentioned this as he did not want the same mistakes to be made.
James felt that their internal customer service was good and didn’t really need to change.
Ashleigh felt that their service could be improved to provide more flexibility to customers.
Their team noticed some signs of conflict between the two of them and it started to build tension
in the team.
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Signs of conflict
Some signs of conflict may be visible such as a heated exchange between colleagues
however, not all forms of conflict are so obvious. Some individuals might hide their feelings
as a way of coping with a problem; while a team might react to pressure by cutting itself off
from the rest of the organisation.
Often there is a series of occurrences that build into conflict. The earlier constructive
conversations occur, the easier it is to resolve conflict.

Conflict escalation stages(4)

There is a sense that something is not right.

Something happens that leaves you feeling worried or
irritated but you ignore it.

Another incident adds to the initial feeling and you start
to think negatively about another’s intentions.

The relationship is affected by negative attitudes and
opinions. You interpret actions negatively.

As tension builds, there may be a crisis when conflict
spills out.

James and Ashleigh’s different opinions about customer service were
demonstrated in the team meeting. They didn’t listen to each other, talked
over each other, and argued for their point of view. At one point James said
to Ashleigh that she was trying to ruin the reputation of the team. The rest of
the team thought it was best to end the meeting so they would have time to
cool down.

The tension in the meeting that escalated to a crisis would have begun as
a minor discomfort a long time before this.
Ashleigh reflects on what happened and decides to resolve the conflict.
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Resolving conflict
The step-by-step approach outlined here will help you manage conflict effectively and come
to a mutually acceptable solution.
1. Define the problem
Once you are aware of a problem, take time to reflect on what the background to this
conflict might be. What are the possible issues?







Do you think it is a substantive conflict?
Do you think it is about procedural issues?
Is there an element of personality conflict?
What actions may you have taken that contributed to the conflict?
What actions might they have taken that contributed to the conflict?
What are the signs of conflict that you are seeing and what is the impact on you.

Try to be a neutral observer. One tip is to think about what a video camera would record.

Ashleigh reflected on what happened. She realised that the conflict
between her and James was affecting the team and she didn’t want that
to continue.
She realises that while it looks like a substantive conflict about customer
service, it had a component of both procedural and personality conflict.
She was annoyed at James because she felt that he relied too much on
“this is the way to do it” and she realised that the different work styles
they had may have been the initial conflict issue.
After thinking about her actions, she realised that she was closed minded
about James’s suggestions and tried to shout him down. He responded in
the same way and that didn’t help the conflict.
She decides to talk to James but realises that she needs to plan her
approach.

2. Plan your approach
First of all, why are you moving into this conversation? Do you have a positive intent that
you can share with the other person and do you have a clear statement of what your
perspective of the situation is?
A positive intent is the positive reason for having this conversation and clarifies what will be
make better (e.g. understanding, collaboration or teamwork).
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Your perspective is what you experienced and should not contain any “stories” about the
other’s intentions. Try to be objective and concentrate on what happened, what you thought
or assumed about the experience, how it felt and finally, what you want to have happen.
Where and when will you talk to the other person? You don’t want to have this conversation
in a public space like a shared office and a walking meeting can work really well.
Think about how to approach the other person to inquire about their perspective. This is an
invitation so you need to inquire if this is a good time/place for them.
Your approach should include:
1. Your positive intent
2. An invitation to talk when it suits them.

Ashleigh decides to approach James on the way back from morning tea
as he is relaxed and it is not a public space. She makes it clear that, while
she wants to talk to him, it is at a time and place that is convenient for
him.
“James, do you have some time? I would like to talk about our
meeting today so that we can share our perspectives on what
happened. I really want us to work well together and I think this will
help us to do that.
“I would like to find a time that suits you and I wondered if you
would like to talk in the meeting room.”
He agrees to meet her that afternoon to talk about the meeting

3. The conversation
Start by sharing your perspective, recognising that this is just your perspective and that
theirs might differ - “When I suggested that our team try a new process, you said “That is a
crazy idea”. I felt angry when you said that and was hurt that you would dismiss that idea
so harshly.”
Ask them to share their perspective – “I realise that this may not be what you intended
and would like to hear your perspective on what happened so that we can work together.”
It is a good idea to phrase what happened in terms of what a video recording would have
shown. This can eliminate defensive reactions and keeps the conversation neutral.
Keep your conversation really simple and directed towards a goal. In this case, the goal is to
problem-solve so that both of you agree a way to work through a similar situation in the
future.
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Ashleigh decides to approach James on the way back from morning tea
and he agrees to meet her that afternoon to talk about the meeting. She
is careful to remain neutral and talks about her part in the conflict.
“James, our conflict has upset the team and that is something that none
of us wants. I was so enthusiastic about my ideas that I didn’t listen to
you and I didn’t let you speak – I am sorry about that. I can see that our
customers are getting frustrated with the delays and wanted to help
them. That is how I see it but I would really like to know what it looks like
from your point of view.”

3. Listen
This is how the situation looked to you, so now listen attentively to how it looked to
them. Active listening uses more than your ears.







Your facial and body language shows that you are focused on what they are
saying and you are encouraging them to continue sharing their perspective.
Don’t try to create a rebuttal or answer – this is an indication that you have
stopped listening.
Once they seem to have finished, wait for a couple of seconds as that may
encourage them to continue.
When they have finished, think about what they have said and then check your
understanding by summarising what you have heard.
They will tell you whether you have heard what they intended correctly and this
provides an opportunity to clear up any misunderstandings.
For a great video explaining active listening, watch the video at this website:
https://www.youtube.com/watch?v=z_-rNd7h6z8
Ashleigh listens carefully to James as he clarifies his perspective.
“Look Ashleigh, I just get so frustrated when someone suggests ideas that
we have tried before but haven’t worked.”
“I should not have reacted so strongly but this was the third time you had
suggested something without checking with us to see if it is feasible.”
Ashleigh then summaries what she has heard to ensure that she
had heard what James intended. “It sounds like the problem wasn’t
so much the idea but it is the pattern behind it. I suggest ideas
without talking to you to ensure we haven’t done it before. Does
that sound right?”
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4. Problem-solve together
Look for a possible solution or ask them to suggest one. One technique is to brainstorm
any ideas at all without filtering them. Then once the brain storming has finished, pick
the ideas that you both want to continue with.
Be open to any suggestions and try not to use the word “but”. You could replace it with
“and”. It is important to remain off the defensive as that shuts down our mind.
Summarise the solution and finish on a positive note.
“Thanks for talking to me about this. I find it difficult when I don’t get on with the
people I work with. It has helped me understand where you are coming from.”
Ashleigh and James both suggested ideas that would help them work
better and they finally considered that the following actions would do a
lot to minimise conflict between them.
Ashleigh suggested “Would it work better if I just ran my ideas past you to
see if you have any additional information that I haven’t considered? We
could talk it through and work out which is the best way to go with it.”
James thought that was a great idea but recognising that he needed more
time to consider the idea, suggested that “Why don’t you email me with
your idea and that gives me time to think about it. We can then talk
about it together after this.”
They decided together that they needed to get in early next time so have
arranged to talk over any niggly points each Friday.

NOBODY LIKES CONFLICT, BUT
SWEEPING ISSUES UNDER THE RUG
ULTIMATELY CAUSES MORE DAMAGE
THAN ADDRESSING THINGS DIRECTLY.
Sharon M. Rivkin
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Keeping yourself resilient
When we find ourselves in conflict with others, it can affect our resilience. These tips
were initially based on 6 steps to help you cope (http://www.nextavenue.org) and has
grown over time with other common strategies that are so prevalent it is hard to
determine original sources.
Think positively by embracing a positive outlook but also be realistic about the
negative.
Listen to how you talk to yourself when things go wrong. Start replacing thinking like “I
can never deal well with conflict” with more positive thoughts “This time I have tools to
help me move the conflict and maintain the relationships”.
Pay attention to your thoughts and fears.
If you want to use the words always or never, you may need to correct that thought. If
you hear yourself saying “She will never listen to me”, think again.
Count on your friends and support networks.
Knowing that there are people to help, listen or provide a shoulder is important in
coping. Worried about talking to them – think what you would do if it was one of them.
Get fit and get enough sleep.
Studies have shown that aerobic exercise can help us regulate our stress responses. It
doesn’t take much, just put on your walking shoes and head out.
Change your perspective.
Think about the opportunities within the situation not just the threats. Also consider the
long term impact. Think back to something you found very stressful 10 years ago. What
impact does it have on your life today? Can you even remember it?
Face your fears.
Think about what you are afraid of and then think about the skills you will need to
overcome this fear. Practice the skills in a safe environment with support and then
develop a plan.

Dealing with anger
Anger is often regarded as a negative emotion. However it is not the feeling in itself that
can be destructive, it is how you deal with it.
So, how should you deal with your anger effectively?
1. The first step is to be aware of your emotions. Identify through past experience
the early feelings or physiological reactions you experience when you start to
20

feel angry. You need to recognise this as soon as you start to feel angry while you
are still in control and have the opportunity to manage it positively. Say to
yourself: “I am starting to feel angry here”.
2. The next step is to identify the motivation for your emotion and your reasons for
feeling angry. Remember to trust your feeling of anger; it lets you know when
something is wrong. “What is making me angry here?”
3. Ask yourself if the reason and your reaction are justified, rational and in
perspective. Sometimes you can achieve this spontaneously; other times you
might need to allow yourself some space and time to reflect on this.
4. Once you are clear about this you are better prepared to consider how you want
to deal with it. You might want to consider one of the conflict-resolving styles
and/or acknowledge your feelings to the other person.
5. Depending on the circumstances, it may be appropriate to acknowledge your
feelings to the other person. You can do this in one of two ways each likely to
generate a different response. If you say: “You are making me angry”, this could
spiral. However, if you say: “When you say/do that it makes me feel angry”, you
are referring to the action and not to him/her personally, so it is more
constructive. You also own your own feelings which is important because it
means you are in control.
6. There are other healthy ways you can discharge your feelings, e.g. through
exercise, talking to someone, writing it down.

Stress-relieving techniques
When faced with a difficult person or situation, your stress levels may rise and your
communication can suffer as a result. You can practise quick stress relieving exercises
to keep you calm during stressful communication. Below are some techniques.
Have you ever massaged the palm of your hands when feeling tense? There is a
pressure point in the centre of your palms, which can be a great tension reliever if
pressed or massaged. However, this technique is unlikely to have dramatic stress
relieving powers in highly charged situations.
Breathe in, clench all your muscles as tightly as you can and hold this for five seconds.
Quickly release the tension and breathe out as you do so. Relax as much as you can.
Hold the palms of your hands together with your elbows out. Breathe in and let the air
out slowly. As you breathe out, tighten the muscles around your diaphragm (the lower
end of your rib cage). Relax at the end of exhalation. This will help you to calm down
and also to prevent that nervous tremble in your voice.
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People who can help
http://www.otago.ac.nz/mediation/mediation.html - Jennifer Anderson is the University
Mediator. You can make an appointment to see her by phoning 479 5679 or by emailing
mediation@otago.ac.nz. She is in her office Monday, Tuesday, Thursday, and Friday
mornings; and Wednesday afternoons. If you contact her when she’s out, she will return
your message as soon as possible.
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Online resources
Here are some sites that have tools and online courses to support you.
To understand and build assertiveness
http://www.cci.health.wa.gov.au/resources/infopax.cfm?Info_ID=51
A great video about negative communication styles
https://www.youtube.com/watch?v=1o30Ps-_8is
Our Healthy Campus Website has a range of tools
http://www.otago.ac.nz/healthy-campus/social/otago085778.html
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