




Understand conflict

Examine barriers to negotiation

Explore conflict resolution strategies



Conflict is…
• Any situation where people 

have incompatible goals, 
principles, or feelings.

Conflict is…
• Natural
• Part of life
• A negotiation that presents an 

opportunity…



COOPERATION OR COMPETITION? 

This is a central theme of all negotiation



THREE VERSIONS



A “PRISONER’S DILEMMA”



IF WE WERE IN CAMBRIDGE…



aka THE HARVARD METHOD

• First step is to think about three basic concepts:

 Interests

Options

Alternatives



• “Interests”describes the things you care about.

o E.g., money, time, efficiency, feeling good about your job, etc.

• In negotiation, we need to think BROADLY about our interests AND THEIRS



More for them is more for us.



There are things one side cares about that the other doesn’t care about at all.



• More for you is less for them and vice versa – e.g., money

• Having conflicting interests doesn’t mean you have to deal with them in a contentious 
way.



• That all interests are conflicting.

• They think negotiation is “zero-sum.”

• And they miss opportunities to work 

together to maximize outcomes.



• These are the various possible deals you and the 
other side might reach

• For every INTEREST on your side or theirs, there 
ought to be an OPTION that meets as many 
INTERESTS as possible 



• What happens to you if there’s no deal?  What do you walk away to?

• What about them?

• How well does your walk away alternative meet your interests?  How about them?



INTERESTS

help you think about OPTIONS and ALTERNATIVES

and NEGOTIATION is a search for an OPTION that meets enough INTERESTS to leave both 
parties better off than their best ALTERNATIVES.









1. Be hard on the problem, soft on the people

2. Cool down, slow down, and reflect

3. View things from a different perspective

4. Communicate!





• Remember, it takes time to settle a 
conflict. 

• Take the time up front to:
• Cool your emotions
• Slow down so you can respond 

rather than react
• Reflect on what is happening: 

from your perspective AND
their perspective







NOT SO GOOD! GOOD!



NOT SO GOOD! GOOD!



• NOT SO GOOD!

• That’s true…

• GOOD!

• That’s true…



• NOT SO GOOD: BLAME! • GOOD: CONTRIBUTION!





1. Be hard on the problem, soft on the 
people (remember your interests!)

2. Cool down, slow down, and reflect

3. View things from a different 
perspective

4. Communicate!





DEIRDRE GALLAGHER 
dgallagher@jamsadr.com

mailto:dgallagher@jamsadr.com


PLEASE REMEMBER TO FILL OUT YOUR BREAKOUT 
SURVEY ON THE APP
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