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Relationships are built,
maintained and broken
by communication.
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Where there are good relationships,
there Is a higher tolerance for issues
and when they do arise, they are more
likely to be viewed as a mutual

Trigger and problem to be solved.
Escalation
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If problems are addressed
effectively, the relationship will be
maintained and potentially
strengthened.




If problems are poorly handled, the
relationship becomes damaged and
it is harder to recover.
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If problems are poorly handled, the
relationship becomes damaged and

It IS harder to recover.
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This leads to a lower tolerance

for Issues and increased
dissatisfaction




The problem expéﬁds

“This is not the first time,
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“We see things differently”
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Enemy images

Eialt.}gue is abandoned
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The problem expands
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“We see things differently”
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Polarization

a Open Hostility
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The problem expands

“This is not the first time,
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The problem expands
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“We see things differently”

The Danish Centre for Conflict Resolution




Positions v Interests
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Anger Iceberg

Icebergs are large pieces of
ice found floating in the open
ocean. What you can see
from the surface can be mis-
leading. Most of the iceberg
is hidden below the water.

embarrassed scared

tricked

frustrated
distrustful

attacked
g I trapies

shame

depressed

grumpy
rejected

Nervous
trauma adnn OYEd

disrespected

disappointed

unsure

lonely

uncomfortable

regret
hurt

The Gottman Institute

exhausted

worried

This is how anger works.
Often when we are angry,

there are other emotions

hidden under the surface.

grie1c
overwhelmed
disgustecl

stressed

helpless
anxious

envious

offended

insecure
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