
Managing
Conflict Patient Feedback Manager,

NHS Dumfries and
Galloway

emma.murphy@nhs.scot

Emma Murphy



INTRODUCTION
Welcome to this one hour
workshop on Managing
Conflict.

The goal of the session today is
to share some practical,
evidence-based tips and tricks
on Managing Confllict.

Emma Murphy



Agenda

INTRODUCTION
Mediation and
Negotiation Skills
Break Out Session
Persuasion
Break Out Session
Conclude

1

Etiquette2

Poll3



Agenda

INTRODUCTION
Cameras and mics off
(unless speaking)
Hands up to speak
Reactions welcome
Chat function open

1

Etiquette2

Poll3



Agenda

INTRODUCTION

1

Etiquette2

Poll3

How comfortable are
you dealing with

conflict in a
professional capacity?



MEDIATION
AND

NEGOTIATION
SKILLS



 

Adapted from New York State Unified Court System



Parties discuss areas of
disagreement, with the
intention of agreeing a

way forward. 
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Top Tip

BEBEBE   BRAVEBRAVEBRAVE













Top Tip
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Top Tip

BEBEBE   KINDKINDKIND





 

Position Position

Interests Interests

Mutual 
Interests



BREAK
OUT

What are our
shared interests?



PERSUASION





CONSISTENCY

Getting active,
voluntary,
public
commitments.
Ideally in
writing.





'WOULD YOU BE WILLING...'



LIKING

Similar to us
Compliment Us
Cooperate

More likely to say
yes to those we like.  
We like those that
are:



CONSENSUS
'Most people..'

Especially
effective when
sharing what
similar others are
doing.



BREAK
OUT

What are your
take aways from

the session?



Poll

CONCLUDE

1

How comfortable are
you dealing with

conflict in a
professional capacity?



MORE INFO
Science of Persuasion
https://youtu.be/cFdCzN7RYbw

1

2

3

4

The science of analysing conversation
https://youtu.be/MtOG5PK8xDA

Getting to Yes (book)
Roger Fisher and William Ury

emma.murphy@nhs.scot



THANK
YOU!


