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Using Conflict Coaching to Address Conflict
What is conflict coaching?*
Coaches work in one-on-one sessions either in person or by telephone to help an individual improve their conflict management skills, better manage an interpersonal conflict situation, or prepare for a challenging conversation or a mediation. 

What issues or situations might be addressed with a coach?

Improve conflict management skills to help staff manage conflicts.


Understand triggers or hot buttons that provoke a reaction and plan a response.

Identify the underlying source of conflict and how to address it.


Practice before you have a challenging conversation in a conflict situation.

Recognize patterns in conflict situations and develop strategies.

Prepare to participate in a mediation process.


Deal with unresolved feelings after a dispute resolution process.


Identify ways to develop your staff or team and increase effectiveness.

Improve your communication with your supervisor or co-workers.

When is a coach needed?

• Individual is not comfortable with a mediation or group process.

• Individual recognizes recurring conflict situation/s are limiting effectiveness.
• Individual feels stuck or reports unresolved feelings about an individual or a

   conflict situation.

• Individual wants to improve communication with a supervisor or colleague.
• Supervisor wants to help an employee improve communication skills.
THE HOW TO’S
Coaching Tools  

Individual one-on-one conversations in person or by telephone, written survey, 360 assessments, homework assignments between coaching sessions, and other tools 

1. Identify a coach acceptable to the client.
2. Determine number of coaching sessions and arrange for contracting coaching services and /or payment of any costs associated with coaching services.

* Coaches may also be engaged to assist with leadership development, and are referred to as leadership or executive coaches.

3. Provide a written coaching agreement and schedule sessions either in person or by phone.

4. Clarify coaching relationship and explain confidentiality to those outside coaching relationship (e.g. supervisor).

5. Clarify client’s goals for coaching.

6. Conduct coaching sessions.
7. Conduct assessment at end of coaching relationship.

8. Evaluate coaching services.

Situations Where Coaching can be helpful include:
• A new female supervisor inherits a very vocal staff who were previously managed by a long-time male supervisor. The new supervisor feels challenged by the employees and does not feel respected as a manager.  There is one employee in particular that always gets a rise out of the new supervisor and she doesn’t know how to handle him. The new supervisor wants to change the way she interacts with the staff but needs to manage the “problem” employee who knows just how to push her buttons. She is concerned that she may not survive her probationary year as a supervisor if she can’t figure out how to handle this situation better.
• You are conducting a group facilitation process and have observed behaviors from one team member that are having a chilling effect on the rest of the team and reducing the team’s ability to make decisions.  The team lead has told you this individual’s communication style is having a negative impact on the team’s ability to manage conflict and has resulted in complaints from customers as well. The team lead has never talked to the individual about these communication issues.  
• An employee calls you after a mediation process and tells you that although the mediation did result in an agreement to resolve an EEO complaint, they are still having problems working with the co-worker they mediated with and are interested in really figuring out how to improve the relationship and move past the complaint and the feelings that were stirred up in the mediation process.

• You get a call from a senior manager who tells you they are very frustrated and have been told they need to develop a more collaborative leadership style to fit the culture of their organization. This manager tells you they are former military and the hierarchical leadership style that worked in the military is definitely not working at DOI but they don’t know any other way to get the results they are used to. Accomplishing results is important to them and they cannot seem to motivate their team with their usual methods.  
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