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• Session Objectives

• Advanced Communication Concepts

• Advanced Conflict Concepts

• Parent-School Conflict Management Tools



Session 
Objectives

• Develop awareness of how you 
communicate and handle conflict

• Learn the factors that impact 
communication

• Build knowledge of conflict management 
tools

• Understand how an effective conflict 
management program can help sustain an 
inclusive parent-school partnership



Advanced Communication Concepts
• What does effective communication look like?

• How do we communicate?

• What factors impact communication?

• What communication style do you use most?

• Communication Shutdowns

• Education-Related Communication Shutdowns
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sends message

Receiver 
hears 
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Receiver 
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Sender
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What does 
effective 

communication 
look like? 



Voice 
Inflection

38%

Vocabulary
7%

Body 
Language

55%

How do we communicate?



What factors impact communication?
(CVAP)

• Communication Styles

• Values

• Assumptions

• Perspective



How do you communicate verbally and non-verbally?

ASSERTIVEAGGRESSIVE PASSIVE AGGRESSIVEPASSIVE



What communication style do you use most?



What is important to you?



What do you believe or suspect based on the 
information you have at any given time?



What do you and others see, hear, think or feel?



Perceptual Perspective

Do you see what I see? Do you hear what I hear?



Conceptual Perspective
What do they see?



Social Perspective

What biases, social norms, rules are making 
me and them think or feel that way?



Communication Shutdowns



IEP-Related 
Communication Shutdowns

“We don’t 
have the 

budget for 
that.”

“Our 
resources are 

limited.”

“We don’t see 
that behavior 
at school.”

“If you don’t 
sign the IEP, we 

can’t do 
anything for 
your child.”

“It just 
can’t be 
done.”

“You’re just 
trying to cover 

your butt.”

“You 
never even 

follow 
the IEP.”

“All you 
care about 

is your 
budget.”

“I don’t 
have time 
for this.”

“You don’t 
care about 
my child.”



Advanced Conflict Concepts 

• What is conflict?

• How do we deal with conflict?

• How does conflict develop?

• How do you deal with conflict?



“Difference over 
resources, needs, 
values, positions 

or interests”

What is conflict?



How do we deal with conflict?

Competing Collaborating

Avoiding Accommodating

Compromise



How does conflict develop?

BREWING

A difference 
exists over 
resources, 
needs, 
values, 
positions or 
interests 

SIMMERING

A party begins to 
feel an impact as 
a result of the 
difference over 
resources, needs, 
values, positions 
or interests

BOILING

The parties feel a difference 
over resources, needs, 
values, positions or interests 
along with distrust, power 
imbalance or voice not 
being valued and feel their 
issues have been ignored or  
inappropriately addressed



How do you deal with conflict?



IEP-Related 
Conflict Management Tools
• What to consider when assessing IEP-related 

conflict?

• What stage is the conflict in?

• Can the case benefit from conflict management?

• Components of an effective school-based 
conflict management program



What to consider when assessing 
IEP-related conflict?

Special 
Education 
Teacher(s) 

Student
(as 

appropriate)

General 
Education 
Teacher(s)

School District 
Representative

Parent(s)

Family Support/
Advocates STUDENT’S 

IEP TEAM

• Parties to the Conflict

• Stage of Conflict

• Conflict Management Requirements

• Conflict Management Resources



Is conflict management appropriate?



Can this case benefit from conflict management?
Are you aware of parent and 

school having a difference over 
resources, needs, values, 

positions or interests?

Are you aware of mistrust, power 
imbalance or voice inequities 
being felt by parent or school 

professional? 

Is a conflict

BREWING?
Initiate Case Management Protocol 

(i.e. designated case manager, 
parent-school meetings, 

communication plan, etc.)

Is the conflict now 

SIMMERING?

Are parent or school 
professional aware of a 

brewing conflict and feel 
some impact as a result of the 

brewing conflict?

Has parent or school professional 
expressed feeling excluded, 

dismissed, ignored; or, that the 
resources the student needs are being

withheld?

Initiate Internal Conflict 
Management Protocol (i.e. 
facilitated IEP meetings, 
facilitated conversations, 

conflict management plan, etc.)

Is the conflict 

BOILING
over now?

Has a 
complaint 
been filed?

Are attorneys, 
advocates or 
legal team  
involved?

Has parent or 
school professional 

started attacking 
each other verbally 

or in writing?

Is there an issue that 
keeps coming up or has 

begun to impact 
interactions between 

parent and school 
professionals?

Initiate 
Conflict 

Management 
w/ External 

Conflict 
Management 
Expert (i.e. 

facilitated IEP 
meetings/

conversations, 
mediation, 

communication 
coaching, etc.)

Has parent or 
school 

professional 
requested third-
party conflict 
management?



Components of an Effective School-Based 
Conflict Management Program

 Conflict Management Program Policy
 Conflict Management Program Coordinator
 Conflict Management Program Accessibility Tools (i.e., website, forms, etc.)
 Skills Development for Parents and School Professionals
 Appropriate Conflict Management Tools

• Brewing Conflict Case Monitoring Protocol 
(i.e., parent-school meetings, communication plan, designated case manager)

• Simmering Conflict Internal Conflict Management
(i.e., facilitated IEP meetings, facilitated conversations, conflict management plan)

• Boiling Conflict External Conflict Management Expert
(i.e., TPCME-led facilitated IEP meetings/conversations, mediation, communication coaching)

 Conflict Management Program Marketing
 Conflict Management Program Tracking & Evaluation



"If you don't like something, change 
it. If you can't change it, change 

your attitude." 

-Maya Angelou



Resources

• Conflict Resolution: Step-by-Step, The Community Board Program, Inc., 149 Ninth Street, San Francisco, CA 
94103, 1987

• Kreidler, William J. Creative Conflict Resolution, More Than 200 Activities for Keeping Peace in the 
Classroom. Good Year Books, Scott, Foresman & Co., 1900 E. Lake Avenue, Glenview, IL 60025,1984.

• Reproduced from 50 Communications Activities, Icebreakers, and Exercises, by Peter R. Garber. Amherst, 
MA, HRD Press, 2008.

• Reginald (Reg) Adkins, Ph.D., Elemental Truths. http://elementaltruths.blogspot.com/2006/11/conflict-
management-quiz.html

• The World Wide Web http://www....

http://elementaltruths.blogspot.com/2006/11/conflict-management-quiz.html
http://www/

	�� ���������Leveraging Conflict Management Tools �to Sustain an Inclusive �Parent-School Partnership�
	Agenda
	Session Objectives
	Advanced Communication Concepts
	Slide Number 5
	Slide Number 6
	What factors impact communication?�(CVAP)
	Slide Number 8
	What communication style do you use most?
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Communication Shutdowns
	Slide Number 17
	Advanced Conflict Concepts 
	Slide Number 19
	How do we deal with conflict?
	How does conflict develop?
	How do you deal with conflict?
	IEP-Related �Conflict Management Tools
	�What to consider when assessing �IEP-related conflict?�
	Is conflict management appropriate?
	Slide Number 26
	Components of an Effective School-Based Conflict Management Program
	Slide Number 28
	Resources

