
 
 
 

CONFLICT RESOLUTION 
 

Parents as Partners presentation 
October 24, 2007 

 
 
 
 

For assistance in the resolution of conflict contact: 
 

School Principal 
 

Brenda McClelland in Communications @ 429-8229 
 

Lesley Sonnen in Leadership Services @ 429-8032 
 

Carol Symons in Leadership Services @ 429-8193 
 

Consulting Services @ 429-8050 
(Note:  there is a fee for this service) 

 
 
 
 



 

 
BASIC STRUCTURES OF A SCHOOL COUNCIL 

 
ROLE OF SCHOOL COUNCIL: 
 
 
 
 
 
 
 
BY-LAWS: 
 
 
 
 
 
 
 
STRUCTURE AND FORMAT FOR MEETINGS: 
 
 
 
 
 
 
 
COMMUNICATION OF INFORMATION: 
 
 
 
 
 
 
 
 

 



 
HELPFUL HINTS IN DEALING WITH DIFFICULT PEOPLE 

 
 

1. Know thyself – Reflect on your personality.  Are you confrontational?  Avoid 
confrontation?  Competitive?  Don’t like to give in?  Empathetic?  Good listener?  
Defensive?  Can you be assertive without being aggressive?  Do you know your 
triggers?  Strengths and weaknesses? 

2. Empathy – Try to see the situation through their eyes. 
3. Remove the personal element from the issues – Don’t take it personally – focus 

on the issue not the attitude, tone, or language directed towards you. 
4. Be prepared – Have all of the information that you need going into the interaction.  

If you don’t have it – Get it.  Are there issues that reoccur at your school:  
combined classes, lice, behaviour, allergies, reporting student progress.  Do you 
have research that supports combined classes, addresses the lice issue, on nut-
free schools, your school’s behavioural policy?  Good information is a great leveler. 

5. Keep a note pad by the phone – Really helpful as a reference to what they have 
said at the time or in the future.  It can also work as an insertion and reinforces the 
importance of what they have said. 

6. LEAAPPS – 
L – Listen – Listen for understanding and see if you can determine their 

deeper interests. 
E -  Empathize – See through their eyes. 
A – Ask – Ask clarifying questions.  This helps to connect you with the 

other person and helps you begin the problem solving process. 
A – Analyze – Try to determine your objectives early – worth hanging in 

there at the time even though they are quite abusive?  Can you calm 
then down?  Is there a possibility of solving the problem now?  Can you 
get them to a stage where problem solving can begin?  Do you need 
more information so that you can get back to them?  Should you cut 
them off?  i.e. mentally unstable, on drugs, impaired, totally 
unreasonable. 

P – Paraphrase – This can help to create understanding and show them 
you are listening, but be careful with this one – do not go into overkill. 

P – Problem Solve – Steps in problem solving – identify problem, find root 
cause, generate solutions, choose best one, act on it. 

S – Summarize – as confirmation and for closure. 
7. Insertions – To break the flow of a tirade, you may wish to use insertions.  

“Excuse me; I just need to make sure that I have all of your information correct  ...”    
8. Patience – will be required 
9.   Remain calm, be firm – Keep your emotions in check, but you don’t have to be a 

jellyfish. 
10. Not everything has to be resolved right now – Don’t put undue pressure on 

yourself to solve the problem immediately.  It might require more information and 
most complex problems do take time. 

11. You can take a time out – “You know, I want to work with you to try and resolve 
this situation, but when you are swearing and yelling at me, I don’t think that we will 
be able to resolve this.  Please feel free to call me tomorrow, and we can try again 
at that time.” 

12. Humour – can be a great tool to bring levels of emotion down, but be careful in 
how you use it. 
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1. Know thyself – Reflect on your personality.  Are you confrontational?  Avoid confrontation?  Competitive?  Don’t like to give in?  Empathetic?  Good listener?  Defensive?  Can you be assertive without being aggressive?  Do you know your triggers?  Strengths and weaknesses?

2. Empathy – Try to see the situation through their eyes.

3. Remove the personal element from the issues – Don’t take it personally – focus on the issue not the attitude, tone, or language directed towards you.

4. Be prepared – Have all of the information that you need going into the interaction.  If you don’t have it – Get it.  Are there issues that reoccur at your school:  combined classes, lice, behaviour, allergies, reporting student progress.  Do you have research that supports combined classes, addresses the lice issue, on nut-free schools, your school’s behavioural policy?  Good information is a great leveler.

5. Keep a note pad by the phone – Really helpful as a reference to what they have said at the time or in the future.  It can also work as an insertion and reinforces the importance of what they have said.

6. LEAAPPS –

L – Listen – Listen for understanding and see if you can determine their deeper interests.


E -  Empathize – See through their eyes.


A – Ask – Ask clarifying questions.  This helps to connect you with the other person and helps you begin the problem solving process.


A – Analyze – Try to determine your objectives early – worth hanging in there at the time even though they are quite abusive?  Can you calm then down?  Is there a possibility of solving the problem now?  Can you get them to a stage where problem solving can begin?  Do you need more information so that you can get back to them?  Should you cut them off?  i.e. mentally unstable, on drugs, impaired, totally unreasonable.


P – Paraphrase – This can help to create understanding and show them you are listening, but be careful with this one – do not go into overkill.


P – Problem Solve – Steps in problem solving – identify problem, find root cause, generate solutions, choose best one, act on it.


S – Summarize – as confirmation and for closure.


7.
Insertions – To break the flow of a tirade, you may wish to use insertions.  “Excuse me; I just need to make sure that I have all of your information correct  ...”   


8.
Patience – will be required


9.   Remain calm, be firm – Keep your emotions in check, but you don’t have to be a jellyfish.


10. Not everything has to be resolved right now – Don’t put undue pressure on yourself to solve the problem immediately.  It might require more information and most complex problems do take time.

11. You can take a time out – “You know, I want to work with you to try and resolve this situation, but when you are swearing and yelling at me, I don’t think that we will be able to resolve this.  Please feel free to call me tomorrow, and we can try again at that time.”


12. Humour – can be a great tool to bring levels of emotion down, but be careful in how you use it.

