
Method TIC –TAC

CONFLICT 



CONFLICT

• is a dispute between two or more 
people, which is accompanied by 
tension, emotions, disagreement and 
polarization of positions, as a result 
of which mutual relations of the 
parties deteriorate



"Conflictus"

"Conflictus" from Latin means 
"collision"

...... different views, visions, 
situations, experiences, 
attitudes, needs, interests, 
values, feelings ...

In Chinese, the word "conflict" is 
written with two symbols:

One means possibilities  
The second means threats
Do you want to understand the 

essence of the conflict? 
Remember both sides of it!



Division of conflicts by reason

Procedures, 
material issues, 

psychological needs

Time limits, 
unequal or unclear 
division of power, 

responsibility, 
rights and 
obligations

Cultural and 
ethical 

differences in 
views; everyday 
values (customs, 

conventions)

Stereotypes, 
strong emotions, 

bad 
communication, 

negative 
experiences

Lack of information, 
misunderstanding, 

different procedures for 
collecting and analyzing 

data, differences in 
interpretation

The Mediation Process. Christopher W. Moore

Conflict of interest

Structural conflict

Conflict of values

Relationship
conflict

Data conflict



Features of the conflict

EVERY CONFLICT HAS ITS 
CAUSES

THE CONFLICT IS 
CHARACTERIZED BY THREE 

ASPECTS: NEGATIVE, 
POSITIVE AND NEUTRAL

THE CONFLICT HAS 
DYNAMICS DEPENDING ON 

VARIOUS FACTORS 
(SITUATIONAL, SUBJECTIVE, 

OBJECTIVE)

POOR EXPLOSION 
PREDICTABILITY

ANY CONFLICT CAN BE 
RESOLVET



And how do you perceive the conflict?

You may have 
heard that 
conflicts:

They are 
undesirable

They can and 
should be 
avoided

They are a denial 
of harmonious 

cooperation

Leaders should 
eliminate them 

at all costs



... But conflict is inevitably inscribed 
in social life ...... People embrace 
each other and each is a unique 
individual



Conflict can 
be 
constructive!

You noticed that the conflict:

it's a chance

arouses curiosity

reduces stagnation, increases energy

strengthens team integration

contributes to growth

effectiveness

accelerates development

releases repressed emotions

"Purifies the atmosphere" in between

the parties

restores harmony in relationships

develops creativity



Conflict Resolution Styles:

Cooperation

Focusing on what connects

Work on the benefits of both sides

Requires:

understanding one's own emotions

empathy

commitment

listening skills

tolerance



2. Compromise

The search for the "golden mean"

The art of giving way and finding solutions 
in the name of the general good

May cause loss and powerlessness



Fight

 It exhausts emotionally and physically

 It is necessary to gain authority in 
socially immature people

 Fighting is also a defense

 It is the stage after which there should 
be a change to a more friendly style



Break the vicious circle of battle by 
proposing a gesture of agreement that:

• is a conciliation action meaning:

• A proposal to look for a joint solution

• Admitting error

• Talking about your own emotions

• Discovering your own needs

• Expression of repentance

• Showing recognition for the other party to the 
conflict

• A proposal for concessions



. Avoidance (escape)

You postpone the resolution of the conflict
• Remember!

The conflict will not resolve itself!

The unresolved conflict will return!



Indulgence

• Resignation from those needed to 
satisfy the other party to the conflict

• Exposes to abuse, disregard and 
harm



Stages of 
constructive 
conflict 
resolution:

Determining (defining) the problem

Diagnosis of causes

Generating solutions

Assessment and choice of solution

Implementation

Evaluation of the efficiency and 
effectiveness of the introduced solution



Conflict resolution methods
1. Negotiations is a conversation during which each party can 

present their views and how to resolve a dispute.
The purpose of negotiations is to resolve the conflict and reach 
agreement.

• Striving for advantage and 
achieving the greatest 
benefits

Hard 
negotiations

• They rely on far-reaching 
concessions

• They are characterized by a 
tendency to avoid and escape

Soft
negotiations

• Searching for solutions 
acceptable to all parties

Substantive
negotiations



Arbitrator • 2. Arbitatrion is used 
when the parties 
cannot find a joint, 
unanimous settlement 
of the dispute.

•

• (an impartial person or 
institution) after hearing 
the facts and evidence, 
without the participation 
and influence of 
conflicting parties, settles 
the dispute by imposing 
its own solution.



Mediation

Is a way for the parties to the conflict to 
communicate through a neutral third 
party (mediator).

The goal of mediation is to find a 
solution that is satisfactory and 
acceptable to the parties to the dispute.



Peer 
mediation

It is a voluntary and confidential 
search for a solution to the 
conflict between students, in 
the presence of two impartial 
and neutral mediators -
students prepared for peer 
mediation. These conflicts 
relate to matters related to 
student relationships.



Who can be a peer mediator?

A peer mediator should be a student 
who enjoys peer trust and whose age, 
independence and degree of 
psychosocial maturity will allow him 
to understand the essence of the 
conflict, mediation, and other 
people's point of view.



Principles of mediation

1. The principle of voluntariness

Mediation participants take part in it voluntarily, without coercion and pressure from outside. They can withdraw at any stage of the process.

2. The principle of impartiality

The parties in mediation have equal rights and are treated equally.

3. The principle of neutrality

The mediator is neutral as to the subject of the dispute and the solutions developed. It is up to the parties to find a solution

4. The principle of confidentiality

Everything that is raised during the mediation process is confidential. Mediator does not disclose what he heard to private individuals or institutions.

5. The principle of acceptability

The mediator should be accepted by the parties to the conflict. Nobody has laws impose the choice of a mediator and the parties may ask to change it.



What issues can be resolved 
through peer mediation?

naming peers because of their origin, clothing, 
behavior,

insulting peer family members,

forms of sexual harassment e.g. mocking the 
appearance of girls and how they develop, 
offensive inscriptions on the board or walls,



Conflict

• theft and storage of other people's 
items,

• ridicule

• destruction of property,

• rejection (not allowing participation in 
group classes),

• fights, quarrels and other 
misunderstandings among peers.



Advantages of mediation

Final conflict resolution

Expressing your needs, 
feelings, views and goals

The opportunity to participate in the process of 
finding a solution and making decisionsAcquiring future conflict 

resolution skills

Resolving the conflict in an 
atmosphere of mutual 
respect and acceptance 

without violence

Finding a lasting solution that 
is satisfactory for the parties

Finding solutions based 
on your own needs and 

interests

Save time and money



Stages of 
mediation

 Choosing a school mediator

 Qualified cases for the 
mediation process

 Arranging meeting dates with 
the parties to the dispute

 Initial mediator meetings with 
each party

 Joint meetings of the mediator 
and parties to the conflict

 End of mediation process



The effectiveness of 
mediation depends on 
the communication 
skills of the parties, 
and most of all the 
mediator



Communication for the mutual exchange 
of information between living beings

What is communication?

The concept of "communicating" derives from the Latin verb communico, 
"communicare (make common, connect; convey messages, confer) and 
the noun communio (communion).



Types of communication

Interpersonal 
(occurring 
between

two people
• Intrapersonal 

(internal 
monologue)

Social (group)

Intermediate 
(using

available media, 
i.e. telephone, 

computer)



Interpersonal
communication

Verbal
communicati

on

Nonverbal
communicati

on



Information 
flow in 

communication

• Sender

• Coding

• Statement

• Decoding

• Recipient

• feedback

• feedback



Conflict

• Differences and language errors
• Cultural differences
• Generational differences,
• Speaking pace
• Excess information
• Excessive emotions
• Lack of trust
• Different perceptions and
• Interpreting reality



Conflict

 Inconsistency used verbal and non-
verbal

 Internet obstacles (e.g. noise)

 Stereotypes, beliefs

Well-being and health of the parties

 (fatigue, cold)

 Bad channel selection



The most common communication 
errors

TEACHING AND 
ORDERING

OVER GENERALIZING 
(ALWAYS, NEVER)

CRITICIZING THREATENING

DISTRACTION APPLYING 
GENERALIZATIONS

IMPOSING YOUR 
OWN OPINION

BLAMING



Principles of 
good
communication

1. Active listening (showing the 
interlocutor's interest, 
focusing on his words and 
body language)



What shows that someone is actively listening?

Paraphrasing

Paraphrasing - giving 
what our interlocutor 
said in his own words

Asking

Asking (finding out 
exactly: What? 
Where? How? 
When? ...)



Recovery (overall description of received 
content)

Valuation (appreciation of the caller's effort, 
companies ago, the author of the site felt better)

Organizing conversations (presented in 
summaries)



2. Mastering - think first then say (patience is important 
and

"Keeping emotions under control")

3. Specified purpose of communication

4. Responsibility for your own message (take 
responsibility for your own words,



5. Formulation of clear and precise messages (the language you use should be simple, 
unambiguous and adapted to the interlocutor)

6. Feedback (constructive feedback helps find out if we have been understood 
correctly, enables current confrontation of the statement and, if necessary, correction)

7. Non-verbal communication

(can provide more information

than the caller's words)



Remember!

KEEP EYE CONTACT THE CALLER IS YOUR 
PARTNER, NOT A 

COMPETITOR

LISTEN "ACTIVELY" USE THE MESSAGE 
"ME"

SHOW RESPECT AND 
INTEREST

TAKE CARE OF THE 
RIGHT CONVERSATION 

CONDITIONS



CONFLICT? DISARMED!!!



THANK YOU FOR YOUR 
ATTENTION!



GROW IT UP - COMPETENCES AND FRAMEWORK FOR SOCIAL SYSTEM 
YOUTH WORKERS 
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