
Four steps of understanding a conflict
In case of accusations, attacks, vituperation, or insult mostly the following “four steps” are to be seen in the sender:
Example 1

	Activity
	Step

	1. A teacher is stressed by a class and doubting his educational skill.
	The teacher is confused, has a personal problem, is in trouble. (1)

	2. To a colleague he says: “What else can I do? I think I cannot handle all that.”
	He is helpless, doesn´t know any further. (2)

	3. On his way home he becomes very angry. He thinks: “They are all idiots.”
	Out of his helplessness rise angry feelings and thoughts. (3)

	4. At home he throws his briefcase to the floor, yells at his wife and slaps his son into the face because of a bagatelle.
	Out of the feelings and thoughts arise verbal and physical aggressions. (4)


Example 2

	Activity
	Step

	1. A pupil is losing control and says to his teacher: “You mean pig!”
	The reason for losing control: He felt that he got an unfair grade (4)

	2. The pupil is furious and thinks: ”I´m gonna get you!”
	The incident causes feelings and thoughts. (3)

	3. On his way home asks himself: “What shall I do when I get home?”
	He feels helpless. (2)

	4. At home he keeps silent about the grade because he fears punishment.
	He is in misery. (1)


Teacher and pupil are both in misery what leads them to express verbal and physical aggression. The teacher starts at (1) problem / misery and ends with (4) outburst. For the pupil it is the other way round. Beyond both paths you can see the following basic structure:

	Scheme

(can be read in two directions)
	(1) accusation, vituperation, aggression

(2) Feelings (anger, fury, rage, hurt)

(3) Insecurity / helplessness


(4) Problem, misery


If you know about these steps, you can decide what you want to hear from what your counterpart is saying or doing - and how you want to react to it:

1. Accusation / aggression – and also becoming aggressive

2. Feelings and thoughts – and also feel and think

3. Helplessness – and feel sympathy

4. Personal problem – and understand and support the person

Note: Someone with self-confidence and self-esteem doesn´t take accusations personally but understands them as problem or misery of the other one.

( A colleague accused you. Consider what he/she coud say about himself/herself? 

(Anger, rage, frustration … Accusation of others as a sign for personal problems!)

( After you accused someone else and calmed down again: What do you sound of your own accusation?
Maybe:

Instead of: “You idiot!”
 
“Too bad the glass is broken.”

Instead of: “You dirty bastard!” 
“I don´t want to wash your jeans again.2

Instead of: “You lazy bone!”

“I really can´t wait any more.”

In the foreground: the accusation, behind it: your problem or attitude.
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