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District 7090 – Centre for Coaching | Coach Approach to managing conflict resolution

Avoid "Why" questions (e.g., "Why did you do that?") as they can create defensiveness; instead, rephrase them as "What" or "How" questions (e.g., "What led to that action?"
1. Exploring the Situation (The kickstart question)
· "What is on your mind regarding this conflict?"
· "What happened?"
· "What is the nature of the conflict from your perspective?"
· "What is the 'heart of the matter' for you?"
· "What are your current hopes, fears, concerns, or unmet needs?" 
The Kickstart Question opens the discussion as to what is on their mind so that you can begin with the issue at hand. The point of this question is to have an overt presentation of the issues and to create a focus for the initial coaching session. The coach approach is to see what matters most without any judgement and to assist in finding a starting point for how to help the person through and with the conflict. Also consider the three Ps which each relate to the conflict and often overlap: the project (i.e., content of the situation), patterns (i.e., behaviour present now or in the past), and people (i.e., relationships and roles people play in the conflict situation). 
2. Shifting Perspectives (Understanding and The AWE question)
· "How would [the other person] describe what’s going on?"
· “And, what else”
· "What do you think [the other person] would need for this issue to be resolved?"
· “And What Else”
· "What assumptions may you be making about the other person's intentions?"
· "Is it possible that there is another explanation or more to the story?"
· "How might they be feeling about your actions or words?" 
The AWE Question, (understanding the situation) is used to get further details either because what the person might have left out And What Else (AWE) should be shared. 
This can be a very quick and easy way to uncover and create possibilities. The coach Approach is non-judgmental and be genuine in that curiosity. Repeat the AWE question several times to dig deeper. Keep your self-control if the temptation is to jump in and give advice rather than have the client get there on their own. It also buys time for the coach since asking the question might shake the cobwebs loose when you cannot quite figure out what comes next.
3. Analyzing Emotions and Power Dynamics
· "What emotions are driving you, and what are driving the other party?"
· "What is at stake for you in this conflict?"
· "What power do you have to influence the current situation?"
· "How are you and the other person currently portrayed in this conflict?" 
Conflict is rarely just logical—it's emotional at its core. Emotions act as signals of unmet needs, perceived threats, or violated values.
Key emotional layers to look for:
Surface emotions: anger, frustration, defensiveness
Underlying emotions: fear, insecurity, shame, hurt
Core needs/values: respect, autonomy, fairness, belonging
Mapping Emotional Triggers
What specific behaviors trigger strong reactions?
Are these tied to past experiences or patterns?
Are reactions proportional—or amplified?
4. Identifying Goals and Solutions
· "What would an ideal outcome look like?"
· "What is your goal for this situation?"
· "What are you committed to?"
· "What have you tried so far to resolve the conflict, and what were the results?"
· "What can you do to make them feel better?" 
Identifying goals and solutions in conflict coaching is where the work shifts from understanding the problem to creating a path forward. It’s not just about “fixing” the issue—it’s about aligning what each person really wants and finding solutions that address those deeper interests.
5. Moving Toward Action
· "What is one small step you can take to move forward?"
· "What support do you need to resolve this?"
· "How can you ensure this kind of conflict does not happen again?"
· "If you had a magic wand and could make this situation just the way you wanted, how would you like to see the future?" 
Moving toward action in conflict is the point where insight turns into behavior change and real-world follow-through. Many conflicts don’t fail because people lack understanding—they stall because no one translates that understanding into clear, mutual action.
Remember SMART goals Specific, Measurable, Achievable, Relevant, and Time-bound,

If you are in the conflict here are some Self-Coaching Questions
· "What good is this conflict doing me?"
· "What does this conflict reveal about me and my values?"
· "What would I do if I was willing to let go of being right?" 
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