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WHAT IS
CONFLICT RESILIENCE?

The ability to sit with and be fully present around those 
with whom we have fundamentally different views on 

critical issues, listening with generosity and sharing one’s 
own view with authenticity and grace
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PRESCRIPTIONS
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APPROACHES TO
CONFLICT HANDLING

Fight
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TODAY’S TRIBES

Flee
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APPROACHES TO
CONFLICT HANDLING

Fix
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UNITED WE STAND
9/11
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TROUBLING TRENDS:
CIVIL WAR ERA/POST 2016
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LABELS & STRATEGIC SILENCE
TROUBLING TRENDS:
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CBS NEWS 2021 POLL
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CONFLICT RESILIENCE:
21ST CENTURY LEADERSHIP & SURVIVAL SKILL
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BENEFITS OF 
CONFLICT RESILIENCE

Growth in empathy

Reduction in demonization
Increase in social capital, trust, 
& ability to co-exist peacefully
Increase in patience, tolerance, 

& other virtues

Capacity for problem-solving
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CONFLICT RESILIENCE
PILLARS OF 

1. Mindful Awareness

2. Curious Listening

3. Brave Assertion

4. Low-Risk Containers
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UNDER THE HOOD OF
SELF-CONTROL

CONSCIOUS MIND
HIDDEN MIND

Refractory period

Trigger
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INTERTWINED

Physiological
Changes

Reactive 
thoughtsProblematic

Behavior
Defensiveness, 

attacking, blaming, 
accusations, judging, 

not listening

You don’t understand! 
You are a jerk. You 

never listen. I hate you!

Brain chemistry(cortisol, 
adrenaline)Blood pressure 

& heart rate change

FEELINGS, THOUGHTS 
AND BEHAVIORS ARE
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Judgment of 
intentionality 
for harmful 
behavior

ACCUSER/EXCUSER BIAS

Accuser 
Bias Anger Retaliation

Excuser Bias/ 
Accuser Bias

HARMFUL
WORDS/ACTS

(by Bob) Judgment that 
self is  not

responsible for
original harmful

behavior 
& that other 

party’s response
is intentional &

unjustified

Anger
Counter-

Retaliation

Source: Keith Allred, Relationship Dynamics in Disputes in The Handbook of Dispute 
Resolution, M.L. Moffitt & R.C. Bordone, Eds., (Jossey-Bass, 2005)

Maria’s Response

Bob’s 
Response
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MINDFUL AWARENESS

Pause, breathe, 
& assess

• Stop & assess the actual urgency
• Acknowledge emotional 

refractory experience

Name 

• What sides of me are curious 
about the other?

• What sides of me want to 
disagree, fight, or run? 

• What sides of me are uncertain?

Decide
• What sides of my curiosity & 

disagreement might I voice? 
• How will I handle the discomfort of 

disagreement? 
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ACTIVE LISTENING
BEHAVIORS

Paraphrase

Inquire

Restate what you heard the 
other person say without 
agreeing

Test your understanding by 
asking open-ended questions

Listen for the underlying feelings 
of the other person and reflect 
them back to that person to 
demonstrate understanding

Acknowledge 
Emotion
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CONFLICT RESILIENCE
PILLARS OF 

1. Mindful Awareness

2. Curious Listening

3. Brave Assertion

4. Low-Risk Containers
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ASSERTIVENESS CONTINUUM

SUBMISSION

AGGRESSION 
OR CONTROL

Belligerent or insistent behavior that 
ignores others’ needs, perspective, 

and, at the extreme, rights

Passive or inactive behavior, 
neglecting one’s own needs, 
perspective, and, at the 
extreme, rights
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THE LADDER OF INFERENCE
The Ladder was developed by Chris Argyris and Don Schön.

Available data

Conclusions
The bottom line: “Trump should be indicted!”

Reasoning and interpretations
How do my past experiences impact this?  What 
implicit rules & assumptions underlie my reasoning? 

Selected data
What data do I notice?  What do I ignore?  What 
might the other person notice that I don’t?
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BRAVE ASSERTIVENESS
MANAGING SUBMISSIVE V. AGGRESSIVE TENDENCIES

Speak to their 
Interests before 

you assert

Begin with listening before asserting
Tie your views back to their 
expressed interests, values, & 
narratives

Span the Ladder 
of Inference

Share specific data, thinking, 
reasoning, & conclusions
Invite additional data and 
alternative reasoning

Avoid 
globalizations

Speak from your
own perspective

“You never…” or “You always…”

“I am feeling really upset…” 
not “You are upsetting me.”
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Step Up, Step Back

Engage constructively

Be raggedy

Use “I” Statements

Give everyone a chance to share and 
speak, especially in a “virtual” environment.

Speak from your own experience.

Strive to engage constructively, without 
personal attacks or interruptions.

Consider sharing your thoughts and feelings 
even if the words might not come easily.

SET GROUND RULES

Sample ground rules
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SET GROUND RULES

Sample ground rules

1. One person speaks at a time
2. No side conversations
3. No personal attacks—

comment on ideas, not people
4. Listen to understand
5. Respect agreements about time
6. Turn off cell phones
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UNPACKING RESISTANCE TO 
CONFLICT RESILIENCE

Discomfort

Self-Identity

Hard to Measure

Already too Busy

No Market
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SEEDS OF PEACE
CONFLICT RESILIENCE CAMP
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HOW WILL WE CHOOSE TO ANSWER THE CALL?
CONFLICT RESILIENCE:
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QUESTIONS?
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WATCH & SUBSCRIBE
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STAY IN TOUCH

For negotiation/dialogue news, 
updates, & commentary:
@bobbordone

Connect at Robert Bordone

For negotiation & difficult 
conversations coaching & training:
bobbordone@gmail.com
www.bobbordone.com
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