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Conflict 

Noun: A serious disagreement or argument, typically a protracted one. 

Synonyms: dispute, quarrel, squabble, dissension, and clash 

 

Verb: Being incompatible or at variance; clash. 

Synonyms: vary, be at odds, differ, contrast, and collide 

~Dictionary.com 

~Merriam-Webster Dictionary 

~Cambridge English Dictionary 

~Vocabulary.com 

 

Conflicts can be much more serious than disagreements.  In many cases, conflicts are situations 

in which one or both individuals perceive a threat; whether or not the threat is real.  Ignoring the 

conflict or practicing the Ostrich Syndrome, hiding one’s head in the sand, will only exasperate 

the conflict and continue festering the problem and/or concern at hand.  Recreation/Activity 

Professionals deal with conflict every single day.  As Quality of Life leaders, facing conflict 

‘square in the eye’ and helping resolve uncomfortable and sometimes difficult situations with 

dignity, fairness and an open mind, is an important part of our job portfolio and responsibility.  It 

is through the working ‘phase and stage’ of these times, with both colleagues and residents, that 

we learn to build solid trusting connections.   



Strong and effective leaders promote and foster positive working relationships that encourage 

collaboration.  And, taking the leadership role as ‘Department Conflict Champion’ benefits 

individual and team success.  Each Activity Professional responds to conflict based on his/her 

own personal perceptions and not necessarily on an objective review of the facts.  Perceptions 

are significantly influenced by personal cultures, life experiences, values and beliefs.  It is a fact; 

serious conflict triggers strong emotions.  If we, as leaders, are not comfortable with our own 

emotions, we certainly won’t be able to help our team members resolve conflict successfully.  

Remember, there are many different ways and methods to accomplish and reach agreement.  One 

positive way to view conflict is as an opportunity for growth knowing that relationships can and 

will survive the many challenges and misunderstandings that happen each day.  

Practical Application 

The art of resolving conflict goes hand-in-hand with the skillful application of negotiation.  Most 

importantly, any working relationship must involve a strong level of trust.  Without trust, honest 

dialogue and collaboration becomes jeopardized.  The following points have proven successful 

when experiencing conflict in the workplace: 

  1). Think, to yourself, about the other person and try to understand how that individual thinks 

and responds in various work-related situations.  What is happening and what are ‘red flags’ that 

stand out to you?   

2). Recognize and validate the following ‘natural’ reactions to conflict: avoidance, ambush and 

arguing.  Remember that the ultimate goal is to ‘stay in the game’ and strengthen the existing 

relationship.  



3). Record your observations throughout a three-day period of time.  Be specific.  Note the 

individual’s actions and/or reactions that produce emotional triggers within yourself.  List each 

trigger separately and then write and reflect on your reactions and emotions. 

4). Create a personal action plan with detailed steps and helpful strategies to move forward and 

resolve the conflict in a positive manner.  If needed, seek wise counsel from a trustworthy and 

confidential source.  Winning ‘the battle’ doesn’t always mean that you’ve won; you may have 

destroyed a possible strong and productive working relationship. 

5). Invite the co-worker (it may even be a resident or resident’s family member) to a brief face-

to-face meeting.  Keep the dialogue ‘on topic’ and use active listening skills throughout the 

conversation.  One of my favorite biblical verses says, “Everyone should be quick to listen, slow 

to speak and slow to become angry…” ~ James 1:19 (NIV). 

 6). During the conversation, offer honest compliments and demonstrate genuine interest and 

authenticity in your words.  This helps show the other person that you are sincere and willing to 

begin ‘mending the fence.’  And, remember that each person has his/her own distinct and unique 

way of thinking and completing tasks and assignments.  Your way is not always the ‘right’ way! 

7). Remain calm and positive.  Address and attack the problem, not the person.   

8). Focus on common interests and agreement minimizing areas of disagreement and opposition. 

9). Finally, thank the person for taking time to talk with you.  Most importantly, think about 

today and forget the past. 

 

 



“Don’t hold a grudge or a chip and here’s why 

Bitterness keeps you from flyin 

Always stay humble and kind.” 

~ Tim McGraw, Humble and Kind 

By embracing conflict as part of one’s work experience, each person can make positive gains as 

a team player.  Working through conflict is truly a learning opportunity; transforming difficult 

and most times uncomfortable situations into something much better.   

The following poem was written by a geri-psychiatric patient of mine during an activity therapy 

writing session.  The poem’s theme and lyrical lines reinforce an important strategy that we all 

need to use during conflict resolution: listening. 

Listening 

I ask that you simply listen, but you start rattling off your own words and advice.  

You haven’t done what I asked.   

I ask that you listen, and then you begin telling me why I shouldn’t feel a certain way.  

You are truly hurting my feelings.   

I ask that you listen, and then you feel that you must do something to solve my problems.  

Once again, you have failed me.  Please listen! 

All I am asking is that you listen, not talk or do anything – just hear my side out. 

When you accept the simple fact that my feelings are real, then I can quit trying to convince you.  

So, please just listen and just hear me, and I promise to listen to you. 

~ Patient’s Name Withheld 

 


