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The energy in the room is tense.
It started in a virtual meeting with a few misunderstood
comments being voiced and an additional exchange
between people in the meeting chat. This continued after
the meeting ended. 

You can feel that conflict is brewing between some of your
coworkers, colleagues and peers. You want to know
whether to address it or avoid it. If I address it, how do I
do it without making it worse?
 
As much as we'd all love to work in an organization that's
free from disagreements and conflicts, we know that we
can't. Conflict is a type of communication that helps us
collaborate to solve problems and better our environments
so we can thrive within them. Conflict is, in fact, normal, if
it is handled correctly and with emotional intelligence.

Conflict is a healthy, important part of any relationship,
especially those at work. It means that people are actively
negotiating their needs, feelings, and expectations with
others, and that’s exactly what helps us stay happy with
our workplace interactions and relationships.

In this guide, I review different conflict management skills,
conflict resolution styles, and strategies you can use to
navigate a conflict you may be experiencing right now or
one that you might experience in the future. You’ll also
learn how to adapt your conflict style to be emotionally
intelligent for everyone involved. Let's get after it!
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SECTION  1

CONFLICT  
PREREQUISITES

Use "yes" and "I" statements.
Don't point fingers. No blame. 
Let the person explain
themselves, and intently listen.
Maintain a calm tone.
Show a willingness to
compromise.
Don't talk behind people's backs. 
Don't take anything personally.
Pay close attention to nonverbal
communication.
Prioritize resolving the conflict
over being right.
Know when to apologize and
forgive.
Focus on the conflict at hand and
not past ones.
Use humor, when appropriate.
Remember the importance of the
relationship.
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03SECTION  2

CONFLICT  RESOLUTION  STYLES
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HOW  DO  PEOPLE  MOVE  FORWARD  

FROM  CONFLICT?

ORORORSwitch flipper

Time in'er

Do they move forward after
discussing the conflict or do

they need time to pass and to
see that the conflict is not

coming back?



Section  3

HOW  TO  MANAGE  AND  

RESOLVE  CONFLICT

1 .  Get  your  mind  right  -  calm ,  patient ,  positive .  Know

how  to  self-regulate .

2 .  Face  to  face  -  Be  aware  of  your  body  language .

3 .  Tell  me  about  your  perspective  -  Demonstrate  mutual

respect .

4 .  Intentional  l istening/ Take  notes/ Collect  facts .

5 .  Label  emotions  and  feelings .

6 .  Reveal  & discuss  commonalities  -  Where  we  see  eye-

to-eye

7 .  Apologize .  Share/state  the  contributions .  (see  pg  5)

8 .  Ask:  How  would  you  l ike  this  resolved?

9 .  Ask:  How  will  you  measure  conflict  resolution?

10 .  Discover  an  action  both  can  do  now .

11 .  Move  forward… now  with  action !

12 .  Become  accountabil ity  partners .

04

Instagram @Eric_Herdman



•  Exp ress  so r row .  ( " I 'm  so r r y " )  Tone  i s

impor tan t  here .

•  Own  i t ,  t ake  r espons ib i l i t y .  ( " I  was  wrong " )

Noth ing  sa id  a f te r  tha t  but  a  br i e f  pause .

•  Name  spec i f i c  wrongs .  ( " I  d id  X  and  Y " )  Sta te

you r  con t r i bu t i ons  t o  the  con f l i c t .  

•  Name  the  impac t .  ( " I  hur t  you  by  do ing

tha t/ those  th i ngs " )

•  No  I F s  ( "Sor ry  i f  I " )  ANDs  o r  BUTs !

•  Don ' t  b lamesh i f t/de fend .  ( "But  you . . . " )  No

cove r t  con t rac ts  o r  con t r i bu t i on  ba i t i ng .  

•  Make  amends .  ( "What  can  I  do " )  Become

accountab i l i t y  par tne rs .  

Section  4

HOW  TO  APOLOGIZE
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ABOUT  ERIC  HERDMAN
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Eric Herdman is an accomplished speaker, business leader, coach
and facilitator, who has been speaking professionally in-person for
almost 3 decades. He has integrated his role as a virtual presenter

for nearly 5 years. During his presentations Eric will entertain,
inform, educate, and engage your audiences into action. 

 
Herdman is an innovator in helping others grow. Building his

speaking business by working with audiences and individuals has
been at the core of Eric's passion, since he started speaking

professionally in 1996. Eric has also experienced the start-up and
development side of business when in late 2004, he raised the

$1,000,000 necessary to open a startup called “Red Rock Running
Company.” He grew the business into one of the largest specialty

retailers in the southwestern United States market, with
exponential growth. 

 
Eric is dedicated to orchestrating know-how. As a business owner

and leader, his staff was trained and empowered to make
decisions and deliver an excellent customer experience. His

innovative advertising and social media networking efforts exposed
niches for growing his customer base and fulfilling their needs. 

 
As an International Professional Speaker, Eric’s clients include one

of the world's largest franchise health club chains. He is well-known
for his know-how in servicing customers and training staff and
helped them reach a $20,000 increase in revenue in the first

month by using his strategy. He works with a variety of clients from
multibillion-dollar pharmaceutical companies to top financial

institutions to national associations and government agencies. 
 

Eric has published several books including “Actions Speak Louder
Than Words,” and “The Complete Guide to Managing Everything,
Everyone and Every Task.” Most recently, Eric’s “Time, Energy, and

Focus” book has been expanded online as a Masterclass. 
 

For over 38 years Eric has walked the walk as a competitive ultra-
endurance athlete, competing in 103 triathlons, 6 marathons and
35 ultra marathons. Eric holds the 12-hour course record at both
“Flatlanders” race and “Race Against the Clock” as well as the 50-

mile course record in the “Valley of Fire” race. He has also
competed in many 24 hour races, including the "Ultimate Treadmill

Challenge" where he raced for 24 hours on a treadmill.
 

Whether you’re looking to strategically position your business, get
more from your team, or get into shape, Herdman has the style

and leadership to help you and your team achieve top-level
success.

 OFFICE PHONE:  (702) 553-7802
EMAIL: INFO@ERICHERDMAN.COM

WEB: WWW.ERICHERDMAN.COM
INSTAGRAM: ERIC_HERDMAN

Get in touch:


