
Civility and 
Conflict in 
the 
Workplace



“Be civil to all, sociable to many,

familiar with a few, friend to one,

enemy to none.”

- Benjamin Franklin
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What is civility?

Civility encompasses more than just

good manners and etiquette.

It includes the behavior that helps to

preserve the norms for mutual respect

at work.

Civility usually is demonstrated through

manners, courtesy, politeness, and a

general awareness of the rights, wishes,

concerns, and feelings of others.
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What is civility? 

Civility demands that one speaks in ways

that are respectful, responsible, 

restrained and principled…

…and avoid that which is offensive, rude, 

demeaning, and threatening.
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What is incivility? 

Incivility = low intensity deviant behavior 

with ambiguous intent to harm the target.

Incivility is the opposite of respect.
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Civility vs Incivility 
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How do you perceive incivility?
Appraisal of the behavior determines whether 
this breaks the norms of your workplace and 
becomes uncivil.

Is it:

Offensive

Annoying

Embarrassing

Frustrating

Disturbing

Threatening
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Coping Strategies of Incivility
Conflict avoidance: Try to avoid/stay away from the person, 
Just put up with it, Try not to make the person angry, Try not to 
hurt the person’s feelings.

Minimization: Tell yourself it wasn’t important, Just try to forget 
it, Just ignore it, Assume the person meant no harm/meant well.

Assertion: Confront the person, Ask the person to leave you 
alone, Let the person know you didn’t like what was happening. 

Informal social support seeking: Talk with friend/someone for 
advice/support, Talk about it with someone you trusted Talk with 
family for understanding/support.

Informal organizational support seeking: Talk with a 
supervisor/someone in management, Report the situation 
informally.

Formal organizational support seeking: Make a formal 
complaint.

9



10

https://www.youtube.
com/watch?v=YY1ER
M-NIBY
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You can please 
some of the people 
some of the time…

But you can’t please 
all of the people 
all of the time.



Anatomy of Conflict

What Comes First??

Disagreement

Parties 

Involved Perceived 

Threat

Needs, 

Interests, 

Concerns



What is Conflict?

• Is a disagreement through which the 

parties involved perceive a threat to 

their needs, interests or concerns 
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Conflict: Breaking it down

• A situation in which people perceive a threat 
(physical, emotional, power, status, etc.) to their 
well-being. 

• Participants in conflicts tend to respond on the 
basis of their perceptions of the situation, rather 
than an objective view of it.

• People filter their perceptions (and reactions) 
through their values, culture, beliefs, information, 
experience, gender, and other variables. Conflict 
responses are both filled with ideas and feelings 
that can be very strong and powerful guides to our 
sense of possible solutions.
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• Conflicts are normal, predictable and expectable 
situations that naturally arise as we go about managing 
complex and stressful situations in which we are 
significantly invested. If you are proactive and can 
quickly identify those conflicts likely to arise, you may be 
able to discover new opportunities to transform conflict 
into a productive learning experience.

• Creative problem-solving strategies are essential to 
positive approaches to conflict management. We need to 
transform the situation from one in which it is 'my way or 
the highway' into one in which we entertain new 
possibilities that have been otherwise elusive. 

15



Conflict: How it begins
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Conflict begins in someone’s 
mind when they perceive 
that their concerns, interests, 
or needs are in danger.



Conversation in your head
• They’re out to get me.

• They want to hurt me.

• She doesn’t want what’s best for me.

• She is so controlling.

• I’m going to be fired if I don’t agree with 

them.
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• Do not believe, for even a moment, the only 
people who are affected by the conflict are the 
participants. 

• Everyone in your office and every employee 
with whom the conflicting employees interact, 
is affected by the stress. 

• People feel as if they are walking on egg shells 
in the presence of the antagonists. This 
contributes to the creation of a hostile work 
environment for other employees. In worst 
case scenarios, your organization members 
take sides and your organization is divided.
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Conflict: It affectseveryone



First steps in Resolving Conflict

• Is to read the signs around you

• Practice Deep Listening

• Tread the Waters Lightly

• Watch for Non-Verbal Cues

• Know when to surrender
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• Find mutually satisfying resolutions to conflict 

• See the "humanness" of those with whom you 
disagree 

• Let go of the enemy images and moralistic 
judgments that often lead to conflict 

• Foster respect and cooperation by focusing on 
the unmet needs behind the issue 

• Prevent future conflicts by making clear 
requests for future actions 

• Develop professional and personal 
relationships based on mutual respect, 
compassion and cooperation 
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Conflict Resolution
• One person speaks at a time.

• We will make a sincere commitment to listen to one another, to try to 
understand the other person's point of view before responding.

• What we discuss together will be kept in confidence, unless there is 
explicit agreement regarding who needs to know further information.

• We agree to talk directly with the person with whom there are 
concerns, and not seek to involve others in "gossip" or "alliance 
building.“

• We agree to try our hardest and trust that others are doing the same.

• We will support the expression of dissent in a harassment free 
workplace.

• We agree to attack the issues, not the people with whom we disagree.
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Conflict: Language

• USE PRESENT LANGUAGE – be clear 

about what you want RIGHT NOW

• “I’d like you to tell me if you would be 

willing to __________.”

• TRANSLATING PROPOSED 

SOLUTIONS OR STRATEGIES INTO 

POSITIVE ACTION LANGUAGE.
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Conflict: Listening

• When someone approaches you about THEIR 
feelings:

• LISTEN!  Do not rehearse in your head what 
you are about to say next.  Truly listen to what 
they are sharing with you.

• Do not judge, just listen.

• Restate what you have just heard and ask for 
clarification:

• “Jane, I hear you saying that you were unable 
to attend our meeting because you had an 
unexpected deadline.  Is that correct?”
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Conflict: How to resolve

Briefly summarize their point of view, 

without comment or interruption by the 

other party. This should be a short 

discussion so that all parties are clear 

about the disagreement and conflicting 

views. Intervene if either employee 

attacks the other employee. This is not 

acceptable.
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Describe specific actions they’d like to see the 
other party take that would resolve the 
differences. 

All participants discuss and commit to making 
the changes necessary to resolve the conflict. 
Commit to noticing that the other person has 
made a change, no matter how small. Commit to 
treating each other with dignity and respect. It is 
okay to have reasonable disagreements over 
issues and plans; it is never okay to have 
personality conflicts that affect the workplace
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