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ADAPTED FROM THE THOMAS-KILLMANN CONFLICT MODE  INSTRUMENT 
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Which approach do you tend to use?  
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Adapted from the Thomas-Killmann Conflict Model Instrument 
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DISCUSS THE PROBLEM                 DISCUSS THE SOLUTION  
ÒThe situation as it existsÓ               ÒThe situation as you would like it to beÓ 
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INTERESTS 
NEEDS/IMPORTANT WANTS 

POSITIONS 
FEELINGS/THOUGHTS/ACTIONS 
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Needs are the motivation for all that we do. We encounter conflict when 
ours or othersÕ needs are not being met. The following list of needs is 
neither exhaustive nor definitive, but meant as a starting point for ex-
ploring what our and othersÕ needs may be.   





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











































































































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B "1 B (- "#W(- ' #$ . + #' #"

&J : (O3LL3U 76P(89; : I (3O(=: I ; 36 I : I (@<6(Q: (X=7I H9Y(7O(8J : (I ; : <H: =(
7I (5 ; I : 8(3=(J 7PJ L9(: 4 38736<LS%

3=K: =76P( h: -1%, 6* 5%>5, %1>3I %* -1F%4 2+i %

% hb60%522, %16%3-. 125%16%4 2%56* +i %

8J =: <8: 676P% hX<%?60%, 65D1%, 6%1F-. %XD33%<-5, %. 64 2652%* F6%B>5+i %

% hX<%?60%, 65D1%. F>/ 2%0/ )%2K27?1F-58%* -33%E2%70-52, i %

4 3=<L7Z76P( hNF-5I %>E601%* F>1%?607%. >?-58_ ++i %

<K?7I 76P( hG >?E2%?60%522, %16%366I %>1%. 233-58%1F>1%4 652?C/ -1+i %

( hG >?E2%?60%522, %16%. -1%, 6* 5%>5, %1>3I %16%?607%12>BF27%3-I 2%
>5%>, 031+i %

L3P7@<L(<=P54 : 68( hNF2%<>B1%-. _ ++i %

% hb60D72%561%4 >I -58%. 25. 2%7-8F1%56* +i %

V5: I 873676P( hU72%?60%. 072%1F>1%* -33%F23/ f i %

( hg 6* %, 6%?60%I 56* %1F>1%* -33%F23/ +i %

[5KP76P( hb60%>72%>3* >?. %-4 >8-5-58%1F-58. +i %

( hb60%, 65D1%72>33?%B>72%>E601%1F-. %, 6%?60f i %

; =<7I 76P( h\ 01%?60D72%. 6%866, %>1%1F>1+i %

( hb60%F>K2%. 6%4 0BF%86-58%<67%?60+i %

6<4 : \@<LL76P( h9 65D1%E2%. 0BF%>%] 0-1127+i %

( hb60D72%72>33?%E2-58%/ 2. . -4 -. 1-B%7-8F1%56* +i %

K7<P63I 76P( hb60%I 56* %* F>1%1F2%/ 76E324 %-. %F272)%-1D. %?607%36* %. 23<C
2. 1224 +i %

=: <I I 5=76P( hX1D. %561%72>33?%1F>1%E>, %-. %-1f i %%

( h9 65D1%* 677?%. 6%4 0BF)%2K27?1F-58%* -33%E2%P0. 1%<-52+%

K7?: =876P( hNF>1%724 -5, . %4 2%6<%>%1-4 2%1F>1%1F2%. >4 2%1F-58%F>/ / 252, %
16%4 2+i %

% h: 6%>%80?%* >3I . %-516%>%E>7_ ++i %
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 &9; : ( $ 5=; 3I : ( ' ] <4 ; L: I (

U1125, )%25B607>82% N6%B65K2?%1F>1%?60%>72%
-51272. 12, +%
%
N6%25B607>82%1F2%/ 27. 65%
16%I 22/ %65%1>3I -58%%%%%%%%%%%%%%%%

hX%. 22+i %
hNF>1D. %-51272. 1-58+i %
%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%%
hd FCF0F+i %
hX%05, 27. 1>5, +i %

O2. 1>12%; 651251% N6%BF2BI %607%-5127/ 721>C
1-65%6<%* F>1D. %E2-58%. >-, %%
%
N6%. F6* %1F>1%?60%05, 27C
. 1>5, %%%% %

hU. %%X%05, 27. 1>5, %-1)%?607%
/ 3>5%-. _ ++i %
%
%
hNF-. %-. %* F>1%?60%F>K2%, 2C
B-, 2, %16%, 6%>5, %1F2%72>C
. 65. %>72+++++i %

O2<32B1%@223-58. % N6%12. 1%?607%05, 27. 1>5, C
-58%6<%F6* %61F27. %<223%
% %
N6%F23/ %>%/ 27. 65%124 / 27%
>5, %2K>30>12%F-. RF27%6* 5%
<223-58. %>. %2c/ 72. . 2, %E?%
. 64 2652%23. 2+%%

hX1%* >. %K27?%. 172. . <03%<67%
?60%* F25_ i %
%
hb60%<231%<70. 17>12, %E?++_ i %
%
h: 6)%?60%* 272%>587?%1F>1%
F2_ +f i %

; 3>7-<?% N6%821%>, , -1-65>3%<>B1. %
%
%
N6%2c/ 3672%>33%. -, 2. %6<%>%
/ 76E324 %

h; >5%?60%1233%4 2%4 672%
>E601%1F>1f i %
%
h: 6)%?60%4 2>5%1F>1_ ++i %

: 04 4 >7-M2% N6%<6B0. %1F2%, -. B0. . -65
% % %
%
N6%. 27K2%>. %>%. / 7-58E6>7, %
<67%<071F27%, -. B0. . -65%65%
52* %>. / 2B1. %6<%>%/ 76E324 %%

hNF2. 2%>72%1F2%I 2?%-, 2>. %
1F>1%F>K2%E225%2c/ 72. . 2, +i %
%
%
hX<%X%05, 27. 1>5, %F6* %?60%
<223%>E601%1F2%. -10>1-65++++i %
%

#W") ) / %) () "#&' + "+ 1 (
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G B 0 &(#W") ) / %) () "#&' + "+ 1 (! . ' #(
%

!  $ =3?7K: I ( <( 4 7==3=( O3=(8J : ( I ; : <H: =S( : 64 21-4 2. %1F2%. / 2>I 27%* -33%. 6<125%67%
BF>582%1F2-7%/ 6. -1-65R, 24 >5, %E2B>0. 2%1F2%h4 -77672, %72<32B1-65i %-. %561%* F>1%
1F2?%72>33?%* >51%16%. >?+%

%

!  , J <6P: I ( 8J : ( K96<4 7@S( J F>1%* 603, %F>K2%%E225%>5%%>7804 251%%E2B64 2. %>%
/ 76E324 %. 63K-58%, ->36802+%Y-. 125-58%/ 76K-, 2. %>5%%6/ / 67105-1?%16%* 67I %16821F27%
-5. 12>, %6<%>8>-5. 1%652%>561F27+%J -1F601%. I -33<03%3-. 125-58%1F2%6/ / 67105-1?%16%
* 67I %16821F27%-. %6<125%36. 1+%

%

!  $ 58I ( 8J : ( I ; : <H: =(<8( : <I : S( J F25%. 64 2652%<223. %F2>7, %>5, %05, 27. 166, %<70. C
17>1-65%, 2B72>. 2. +%NF2?%>72%4 672%>E32%16%3-. 125%16%?607%/ 6-51%6<%K-2* %U@NZO%-1%-. %
B32>7%16%1F24 %1F>1%1F2?%F>K2%E225%05, 27. 166, +%

%

!  ! : @=: <I : I (4 7I @34 4 567@<8736S(\ ?%8250-523?%3-. 125-58%>5, %>. I -58%B3>7-<?-58%%
] 02. 1-65. %%* 2%%8>-5%>%4 672%%>BB07>12%05, 27. 1>5, -58%6<%* F>1%1F2%61F27%/ 27. 65%
* >51. %16%B65K2?+%J 2%4 -8F1%2K25%E28-5%16%>/ / 72B->12%1F2%4 27-1. %67%/ 6. -1-K2%4 61-C
K>1-65%6<%1F2%. / 2>I 27+%%

%

! " # $%" $&' ( %) * $( + ' &&, - &&. $(
%
W76K-, 2%>%565C, -. 17>B1-58%25K-7654 251+%
%
; 32>7%?607%4 -5, %6<%, -. 17>B1-65. %>5, %<6B0. %?607%>11251-65%65%1F2%61F27%/ 27. 65+%X<%?60%

B>5561%8-K2%?607%<033%>11251-65%16%1F2%61F27%/ 27. 65)%. >?%1F>1%1F-. %-. %561%>%866, %
1-4 2%<67%?60%16%3-. 125%>5, %. 21%0/ %>561F27%1-4 2%16%F>K2%1F2%, -. B0. . -65+%

%
Z5B607>82%1F2%61F27%/ 27. 65%16%. F>72%1F2-7%1F608F1. %>5, %<223-58. %* -1F%?60+%
%
O2. 1>12R/ >7>/ F7>. 2%* F>1%1F2%. / 2>I 27%-. %. >?-58%!1F2-7%1F-5I -58%>5, %<223-58. $%16%, 24 C

65. 17>12%?607%05, 27. 1>5, -58+%
%
U. I %] 02. 1-65. %-<%?60%522, %4 672%-5<674 >1-65%%. 6%1F>1%?60%B>5%05, 27. 1>5, %1F2-7%/ 6-51%

6<%K-2* %251-723?%
!
Zc/ 3>-5%?607%/ 6-51%6<%K-2* %
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%E<F(#785<8736%
J F>1%F>K2%?60%>B10>33?%F2>7, %j 1F2%61F27%/ 27. 65%. >?k%>5, R67%>B10>33?%. 225%j 1F2%61F27C

/ 27. 65%, 6k%1F>1%-. %/ 76E324 >1-Bf J F25f %%J F272f %\ 2%>. %. / 2B-<-B%>. %/ 6. . -E32+% 
% 
EQF(' 4 38736 I (
J F>1%<223-58. %>72%?60%2c/ 27-25B-58%>. %>%72. 031%6<%1F2%. -10>1-65f %%
 
 

E@F((- : <I 36 (
J F?%, 6%?60%<223%1F>1%* >?f %g 6* %-. %1F2%. -10>1-65%>%B65B7212%67%1>58-E32%/ 76E324 %<67%
?60f %%g 6* %-. %-1%><<2B1-58%?607%F2>31F)%>BF-2K24 251%6<%>%86>3)%?607%0. 2%6<%1-4 2)%25P6?C
4 251%6<%?607%/ 76/ 271?)%21B+f  

EKF(- : V5 : I 8(
J F>1%?60%522, %16%F>K2%F>/ / 25%16%E2%= ^ f %= 7%>%72] 02. 1%16%, -. B0. . R* 67I %-1%601%16821F27%
 
 
 

/ 3=(: ] <4 ; L: N((







!  Avoid words such as ÒALWAYS, NEVER, SHOULD, AND SHOULDNÕT 

: I -33<03%U. . 271-65. %!hXi %G 2. . >82. $%
%

U. . 271%?607%522, . %-5%>%* >?%1F>1%, 62. %561%>11>BI %67%E3>4 2%1F2%61F27%/ 27. 65+%%








 

! "#$ %&' (# ' &&) ' * ' + &(, ' + &' - (. / (. - 0 + 1 ' (, . %+ &2 ((!" #" $%" &" %' ' ( ( )%* * * +, -. / 012. 211324 251+678%

"
= * > ": * "#* <"+882* +90"- * ? 1* 41"9* ,,+7* 2+/ ;@1,#A""

%

%
%
%
%
%
%
%
%

%
G >I 2%-1%B32>7%?60%B64 2%-5%/ 2>B2)%561%16%>11>BI +%%

%
G >I 2%. 072%?60%>72%72>, ?%16%>, , 72. . RB65. -, 27%1F2%61F27%/ 27. 65D. %

522, . +%%
%
%

; 65. -, 27%1F2%<6336* -58%] 02. 1-65. L%%
%
¥ g 6* %, 6%?60%1F-5I %?60%* 603, %<223%-5%1F2%61F27%/ 27. 65D. %/ 3>B2f %
%
¥ J F>1%<223-58. R24 61-65. %F>K2%?60%6E. 27K2, %-5%1F2-7%E2F>K-67%67%* 67, . %

728>7, -58%1F2%. -10>1-65f %%%
%
¥ J F>1%, 6%?60%1F-5I %1F>1%/ 27. 65%522, . %16%F2>7%-5%67, 27%16%E2%6/ 25%16%

F2>7-58%?60f %%
%
¥ J F>1%-. %?607%-51251-65%<67%1F2%B65K27. >1-65f %%
%
¥ g 6* %4 -8F1%1F-. %B65K27. >1-65%E252<-1%1F2%61F27%/ 27. 65f %%
%
¥ J F?%4 -8F1%F2>7-58%* F>1%?60%F>K2%16%. >?%E2%, -<<-B031%<67%1F24 f %J F>1%

B>5%?60%, 6%16%>, , 72. . %1F>1f %%
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(high) 

Emotional 
Level 

(low) 

ASSERT-DEFEND PROCESS 

Based on work of Neil Katz, Instructor. 
Interpersonal Confl ict Resolution Skills 
Program in Nonviolent Conflict & Change 
Syracuse University, Syracuse, NY 

I f the other person is still 
upset, you may need to 
l ist en mor e befor e 
reasserting your needs.   

Eventually one party may come to a new 
understanding of the situation which results 
in a resolution.  Otherwise, you clar ify the 
issues of disagreement, ask a reframing 
question, and then generate, evaluate and 
choose a solution. 

Asser ting your needs is apt to raise the other  
personÕs energy level/increase their  defensiveness; 
listening to the other  person will gener ally lower  
their  energy level/decrease their  defensiveness. 



 

!
"#

$
%

&
'

(#
'

&
&

)
'

*
'

+
&(,

'
+

&
'

-
(.

/(.
-

0
+

1
'

(,
.

%
+

&
2

((!"#"$%"
&"%'

'
(

(
)%*

*
*

+,
-./

0
12.211324

25
1+678%

 

0 #W"+ 1 (' / / ' , &"C' ((M%' #&". + #(

 

 

! - 0 G (. %&(
"+ / . - * 0 &". + (

%+ , . C' - ((
%+ ! ' - ) 2 "+ 1 (

+ ' ' ! #(

- ' / - 0 * ' ((
"##%' (

#&"* %) 0 &' (
A- 0 "+ #&. - * \

"+ 1 ((

- ' 0 ) "&2 (
, B ' , W(

d . 2%* F25%/ 26/ 32L%
!  Q2527>3-M2%
!  d . 2%K>802%
!  : / 2>I %<67%61F27. %

d . 2%16%821%16%1F2%
F2>71%6<%1F2%4 >1127+%

d . 2%16%. F-<1%-516%>%
B633>E67>1-K2%
/ 76E324 C. 63K-58%
4 6, 2+%

d . 2%16%, 7>* %601%>. %
4 >5?%-, 2>. %>. %/ 6. . -C
E32+%

d . 2%16%4 6K2%1F2%
/ 76B2. . %<67* >7, %-<%
-1%-. %. 10BI %>5, %16%
BF2BI %* 67I >E-3-1?+%




























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
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





















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