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BUILDING AMERICA’S MOST WELCOMING COMMUNITY

Conflict Escalation and De-escalation

Conflict has  
negative impacts
They can include:
•	 distraction from the goal/mission
•	 damage the relationship
•	 reduction of personal wellness

Conflict can also open the door 
for positive impacts

By working through disagreement, people show a commitment  
to the issue and to the relationship.  

Conflict can:

•	 Raise our energy to address an issue that may have been needed to be 
addressed for sometime. 

•	 Help us better understand ourselves

•	 Allow space for voices that may have not been heard

•	 Help teams or groups to create clearer group identity and shared vision

•	 Emotional regulation and naming how you feel — “I feel frustrated”

•	 �Reflectively listening- paraphrasing the others words and checking in 
to see if you have mutual understanding on what the other person is 
communicating

•	 �Validation/expression of compassion  — ”I can see why you feel that way…” 
“I can imagine that is very frustrating…” 

•	 Non-verbal cues like nodding, leaning in, steady tone and open body 
language

•	 Offering grace/assuming best intentions/assuming misunderstanding 
over malice

•	 Offering genuine apology and commitment to change

•	 Expression of gratitude

•	 Small insertions of appropriate humor

•	 �Staying grounded and leaving space between your thoughts so that you 
can choose to respond instead of impulsively reacting

•	 Moving the framing to focus on the issue at hand and how you can tackle 
it together instead of the focus being on the party’s perceptions or 
positions 

DXD SERIES #2:  INTERPERSONAL DEVELOPMENT

What is DXD? Dialogue Across Differences (DXD) shapes who we are as a person, friend, and leader. Our ability to listen, engage,  
and communicate—especially with those who see the world differently—unlocks new understanding and drives meaningful change. 

Conflict and its resolution are a natural part of human relations.

What escalates conflict?

It can include:

•	 Blaming 

•	 Name-calling

•	 Interrupting

•	 Competition

•	 �Attributing 

negative intent 

to the other 

party

•	 Perceived  

or real threat

•	 Offering  

unsolicited 

advice

What de-escalates conflict?
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COMMUNICATION PROCE S S

Communication is More Complicated Than We Think
Every time we talk to another we are framing our words in an encoded way based on our specific world views and 
life experiences and they are hearing it through their life views and experiences.

Conflict will push us out of our comfort zone.  
When you can stay in the learning zone, resolution and deeper understanding can result.   
When one or both parties moves to their panic zone, it may be time to take a break.

Skill Selection

These thermometers may help you pinpoint where the conversation is and what skill is most needed.
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