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“When elephants fight the grass 
beneath them dies.”  Swahili proverb 
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Agenda 

• Welcome  
• Nature of Conflict 
• Taking a Coaching Approach 
• Skills Needed to Coach Families to Conflict Well 

– Separate the person from the problem 
– Determine level of message 
– Validation tools 
– Identifying interests 
– Determining next steps 
– Working with High-frequency Clients 

• CADRE Resources  
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Conflict happens 

Don’t be surprised by it.  
Conflict is normal, natural,  

and to be expected. 
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Conflict  
When thinking about a conflict,  

what comes to mind for you?  
How did you feel?  

What did it look like?  
What was the impact? 
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Conflict  
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Conflict is dangerous, but 
holds opportunities 

• Clarification 
• Healing 
• Understanding 
• Movement 
• Creativity 
• Problem Solving 
• Growth 
• Relationship improvement 
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Dealing with emotions is hard. 

High emotions increase when an outcome holds 
critical importance to us.   
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When conflict escalates,  
resolution is more difficult because: 

• Tactics go from light to heavy 
• Positions become more polarized and people 

more risk averse 
• Issues expand 
• Specific issues move to general issues 

• Motivations change: 
     Doing well  
         Winning  
           Teaching a Lesson 
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How Coaching Someone Differs 
from Advocating 

Coaching is using a set of 
skills and strategies to 
support another’s ability 
to engage in, manage, or 
productively 
resolve conflict.   
 
In this process, a 
coach works one-on-one 
with someone 
experiencing conflict with 
another person. (Amadei, 2011) 

 
See also: Brinkert (2006)  
 

https://www.mediate.com/articles/AmadeiR1.cfm
https://www.mediate.com/articles/AmadeiR1.cfm
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A Coaching Mindset: 
 What it isn’t  . . .  What it is. 

NOT… 
• Counseling   
• Advocating 
• Mentoring 
• Judging 
• Mediating 
• Resolving 

IS… 

• Exploring 
• Identifying 
• Expanding resources 
• Prepping 
• Educating 
• Building competency 
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*Adapted from Nobel, 2006 

https://www.mediate.com/articles/noblec8.cfm
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Coach families to help them… 
• decide whether to engage  
• prepare logistically and 

psychologically for an event. 
• view the issue from multiple 

perspectives. 
• explore options for resolution of the 

conflict situation. 
• formulate the words that will be used 

to convey the message. 
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• Underscore self-determination (Spence & Oades, 2011) 

• Improve conflict communication skills  
• Increase understanding of one’s triggers and 

tendencies (Gottman, 2013) 

• Encourage open-mindedness 
• Shift destructive reactions to constructive 

responses 
• Learn how to check assumptions 
 

https://www.researchgate.net/publication/313707730_Coaching_with_self-determination_in_mind_Using_theory_to_advance_evidence-based_coaching_practice
https://www.gottman.com/blog/manage-conflict-triggers/
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Preparing Others  
• Set Expectations 

• Establish Trust 
• Explain Roles and Boundaries 
• Determine Goals 

• Get Current 
• Validate  
• Identify Interests 
• Clarify Issues 
• Skill Building 

• Move to Future Focus 
• Identify next steps 
• Make a plan 

 
 

 

Adapted from Sounding Board 
Community Mediation Manual. 
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Suggestions for Setting Boundaries 

• Explain the scope and limits of 
your role. 

• Convey commitment to do what 
you can to address their concerns. 

• Allow time and space to reflect, 
regroup, reconsider. 

• Use summary strategies when 
faced with repetition. (“Let me 
look at my notes, you’ve told me 
about ____. Is there any more I 
need to know?”) 
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Coach others to adopting an 
“Inquiry Mind” 

• Before reacting, 
listen 
 

• Before critiquing, 
clarify 
 

• Before demanding, 
understand 
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Filling Your Toolbox 

• Recognizing bias 
• Separate the person from the 

problem 
• Determine Level of Message 
• Validate 
• Identify interests 
• Determine next steps 
• Working with the High-

frequency Client 
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Noun: 
a particular tendency, trend, inclination, feeling, 
or opinion, especially one that is preconceived or 
unreasoned. 

Bias 
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Values 

Beliefs 

Our perspectives come 
from: 
• Beliefs – specific ideas 

about the world we hold 
true, largely unproven 

• Values – represent what 
we believe as important 
about the life and 
individual behavior 

(Evans & Vaandering 2016) 

The Glasses That Shape Our View 
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Separate the Person  
from the Problem   

 

Person A 

Pr
ob

le
m

 

Problem
 

When people disagree, 
they often see the 

other person as the 
“problem.” 

Person B 
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Person A 

The goal is to put the 
“problem” on the 

other side of the table 
and work together to 

resolve it. 

Person B 

Problem 

Separate the Person  
from the Problem   
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• Reflect content, emotions, 
meaning 

• Ask open-ended questions 
• Summarize and clarify 

Responding Skills • Contact (distance, eyes, 
touch) 

• Gestures 
• Body language 
• Interested silence and 

encouragers  
 

Attending Skills 

Basic skill clusters 
for effective 

listening: 

 Getting Current through  
 Effective Listening 

22 
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Unpacking Messages 
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Distinguish Levels of a Message 

Whew! The cat 
box stinks! 

Content 
Level 

I noticed the 
litter box is 

smelly. 

Emotional 
(Relational) Level 

She seems irritated. I said I would 
clean it. We have company coming 

over soon. 
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“You want the team to review his progress in 
math and consider a new approach.” 

 

Paraphrase the issue or 
the position that the 
speaker presents 
without agreeing or 
disagreeing. This is a 
good tool to reassure 
and record information. 

Content Paraphrasing 
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Sometimes a well-placed content validation 
can help move a conflict along by providing 

a summary of key points. 

Content Paraphrasing 
 
 



27 

 “We need to address _________, _______ and 
_________. Did that capture it?” 

     
 “You want there to be increased communication 

with Jack’s teacher.” 
 

 “You have brought up ________ several times. 
Whatever we decide needs to address this.” 

 
IMPORTANT: Make sure there is  

no judgment or opinion  
in the paraphrase. 

 

 
Content Paraphrasing 
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“You’re worried she’s falling behind her peers.” 
 

 

Paraphrase the emotion or 
relational level of the message.   

Emotional Paraphrasing 
 
 

“You’re (emotion) by/when (situation/behavior).” 
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You’re (emotion) by/when (situation/behavior). 

• “You’re bothered by Maggie not turning in her math 
homework.” 

• “You’re worried about Jack’s progress in reading.” 
• “You’re concerned the suggested placement will 

separate Jenny from her peers.” 

Don’t be afraid to guess. 

Emotional Paraphrasing 
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Problem Solving 
 

Separate positions from interests 
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Positions 

80% 

20% 

Interests Beliefs 

Values 

Fears 

Needs 

Expectations 

Solutions 

Demands 
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Recognize the Positions and 
Uncover the Interests 

• Positions are the solutions offered. 
 “I expect ...”   
 “I want ...”  
 “You should ...”  
 “This is what must happen ...” 
 
• Interests are the motivations. 
 “I need ...”  
 “I value ...”   
 “I fear ...” 
 “I hope ...” 
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Go under positions to  
find the interests 

• What need is this position 
attempting to satisfy? 

• What is motivating the person? 

• What is the person emphasizing so 
it will be heard and understood? 

• What is the person afraid will 
happen if a demand is not fulfilled? 
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Positions and Interests 

  

Possible Interests: 

Safety 
Worry about bad choices 
Want to be a responsible parent 
Values boundaries 
Don’t want son to turn out like his brother 

Be home by  
10:00 p.m. 

Dad’s 
Position: 
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Positions and Interests 

  

Possible Interests: 
Having fun 
Not being controlled     
Freedom/independence 
Peer approval 
Social interaction 
Time away from home 
Concert doesn’t end until late 

Be home by  
2:00 a.m. 

Son’s 
Position: 
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Finding the Interests 

• How has this affected you? 
• What do you think will happen if we do ___? 
• Can you explain how this is important to you? 
• How does this solve the issue? 
• What is blocking you from ______? 
• What do you need to move forward? 
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“1:1 aide” 
Position 

Interests: 
• safety 
• social growth 
• academic success 
• physical assistance 
• individual attention 
 

Positions vs. Interests 
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Future Focus:  Making an Action Plan 

• Help to determine 
priorities 

• Identify appropriate 
audience 

• Consider roleplaying to 
help with framing of 
concerns 

• Explore contingencies 
• Present options 
• Follow up 
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Educate and Expand Resources 

• Check for understanding often. 
• Offer and follow through with 

providing resources. 
• Offer to walk through resources 

together. 
• Consider sharing additional 

community resources. (e.g., 2-1-1 
Services) 
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Coming right up, Oliver! 
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www.cadreworks.org 

41 
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For Families Page 

https://www.cadreworks.org/for-families
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Parents Resources 

Helps to explain DR Procedural Safeguards to Parents 
Coming soon in video format! 
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Tale of Two Conversations 

The original videos 
were developed by 

the Office for 
Dispute Resolution 
in Pennsylvania and 

a very popular 
training tool.  
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Skill Builders: Online Learning Series 

5 Courses 
•Introduction 
•IEP Meetings and Beyond 
•Listening and Responding 
•Managing and Responding to Emotions 
•Focusing on Interests to Reach Agreement 

Six Courses: 
Course 1: Your Journey to Self-determination 
Course 2: Finding Your Voice 
Course 3: Listening for Understanding 
Course 4: Managing Emotion and Conflict 
Course 5: Collaborative Problem Solving 
Course 6: Educational Planning Meetings 
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CADRE Webinars 

CADRE offers a series of webinars that can 
assist in professional development.  
• Self-Care Strategies for Families with 

Children with Disabilities 
• Productive Conversations Through Empathy 
• Perfect Together: Aligning and Leveraging 

State Education Agencies and Parent 
Centers in Shared Work 
 

https://www.cadreworks.org/events/self-care-strategies-families-children-disabilities
https://www.cadreworks.org/events/self-care-strategies-families-children-disabilities
https://www.cadreworks.org/events/productive-conversations-through-empathy
https://www.cadreworks.org/events/perfect-together-aligning-and-leveraging-state-education-agencies-and-parent-centers-shared
https://www.cadreworks.org/events/perfect-together-aligning-and-leveraging-state-education-agencies-and-parent-centers-shared
https://www.cadreworks.org/events/perfect-together-aligning-and-leveraging-state-education-agencies-and-parent-centers-shared
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Visit CADRE online 

www.cadreworks.org 
 

Contact CADRE via email 
cadre@directionservice.org 

 
Sign up for the CADRE Caucus Newsletter! 

Need More Information? 

http://www.cadreworks.org/
mailto:cadre@directionservice.org
http://www.cadreworks.org/subscribe-cadre-caucus-e-newsletter
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