	Coaching ‘Challenging’ People

	
The information below will help provide you with the necessary process for addressing different types of conflict within your planning committee. This table outlines steps you can take to handle the most frequent problem areas.



	
	Coaching Tips

	Anger / Hostility
	· Assess situation; if too tense, set up a different time to address the conflict – not at the meeting site (after parties have had a chance to cool down)

· At meeting onset, establish ground rules; personal attacks will not be tolerated

· Acknowledge the anger; let him/her know that you hear that he/she is very upset over this issue

· Try not to let yourself or the other party become defensive; just try to listen to what the angry party is saying so that you can better understand what is behind the anger 

· Encourage him/her to share the anger in a constructive manner (i.e. express what behavior made them angry versus saying “I am angry with you”)

	One Party is Nervous about Confronting the Other
	· Reinforce that conflict is a healthy and normal part of any relationship; confrontation is necessary to help the relationship grow (and if you don’t address it, the problem will just fester)

· Help the person to build the courage/confidence needed for the confrontation:

· Remind him/her that he/she deals with conflict in other areas all the time (e.g., son who did poorly on a test)

· Encourage him/her to take some time to prepare for the confrontation (e.g., conversation goals and outline, what he/she will say, how the other person may respond, etc.)


	Issue
	Coaching Tips

	One Party Does Not Seem to Want a Resolution
	· Consider why this seems to be; look at your own behavior first; in most cases, there is something you could have done better (Have you adequately expressed how you feel about the situation?  Have you put your concerns in terms the other person can hear/understand?  Ensure the parties are dealing with the same conflict; there may be more than one conflict/issue at hand

· If the other party does not seem to budge, try focusing first on an area of the conflict which that party feels is important (then they will be more likely to engage in the process)

· If all else fails, ask some direct questions to help express your concern:  “Do you think we’ll be better off if we resolve this conflict?” or “What are some of the things that you need that you think resolving this conflict will help you to get?”
· If you have seriously tried each of the above steps and the party still does not seem to want a resolution, you are faced with a tough question:  Is the conflict a big enough issue that it warrants ending the relationship

	People Who Have to ‘Get Their Way’
	· Explore why that party is behaving that way – look at your own behaviors as well as theirs (see notes on party resolution.)

· Focus everyone on the partnership nature of the conflict resolution process – what is best for the common goals of the committee and your Relay.
· Be careful not to respond in kind (i.e. try to get your way to help balance things out); if you have slipped into that pattern, shift to a more productive angle – “Why don’t we table that for now, and try to think of some other options.  We both seem to be pretty stuck on our own pet ideas/issues.”

	An Injustice Has Occurred
	· Be sure that an injustice truly has occurred, and that it is not just something you do not like

· Communicate that you believe an injustice has occurred; focus on the behavior, not the person who committed it

· Focus on the positive, rather than the negative; highlight what opportunity has been missed and how that opportunity could still be leveraged for the good of everyone
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