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Session Goals:  
 
1) Maintaining Awareness of Internal vs. External Emotions in 
Conflict (Identifying what each of us brings to an explosive 
situation.) 
 
2) Five Levels of Conflict (How far gone are we?) 
 
3) The Cycle of Conflict (Assumptions/Beliefs + Actions = 
Misunderstandings) 
 
4) A Four Step Approach to Managing and Diffusing Emotional 
Behaviors (Your 911 in a simple 1-2-3-4.) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 No reproductions of this material may be made without the 
express written permission of Nutrek, LLC 330-633-4430  



Emotions and Levels of Conflict 

 
Level I: Differences of Opinion – Problems to Solve  
1. The parties are challenged but not competitive. 
2. Objective is to fix the problem. 
3. There is a mutual sense of wanting to solve the problem. 
4. Emotions can be effectively utilized and managed. 
 
Level II: Disagreement - From Problems to People  
1. An uneasiness develops, humor becomes more cutting and  

differences that provide leverage and advantage for one party 
over the other emerge. 

2. Objective is self - protection. 
3. The other party becomes identified with the problem(s). 
4. Fear and anger are ratcheted to an increasing higher level.  
    Emotions affect cognitive reasoning. 
 
Level III: Contest - The Competition Begins 
1. Objective shifts from self-protection to winning. 
2. Polarization occurs as perceptions prevail over facts. 
3. Anything and everything becomes a weapon. 
4. Emotions begin overpowering the reasoning process.      

 
Level IV: Fight- Flight  
1. Objective shifts to wanting to hurt or get rid of the other(s).  
2. Parties do not believe the other(s) can or will change, and must 

be “removed.” 
3. The damage done at this level frequently causes such hurt that 

relationships are terminated or severely damaged. 
4. Being right and punishing other(s) is primary goal.  

 
Level V – Intractable Differences 
1. Unmanageable conflict run amok. 
2. Objective of each party is to destroy the other. 
3. Opposing sides seen as harmful to organizaion/society. 
4. Parties are compelled to fight, cannot stop. 
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Ernie and Betsy  

 
On Tuesday before Thanksgiving, a college sophomore, named 
Ernie, was wishing desperately that he had enough money to make 
the 6-hour drive to be at home with his family for the holiday.  
Ernie’s family was not well off and he was working his way through 
school. 
 
A roommate who was able to fly home to be with his family offered 
to loan Ernie his car – which was filled with gas.  Ernie didn’t feel 
right about taking his room mate’s car, but his desire to be with his 
family was stronger than his fear of driving his room mate’s car – so 
he accepted the gesture and called his family to let them know he 
would be heading their way as soon as he finished his midnight – 8 
am shift at work. 
 
Ernie’s family was ecstatic, although his parents were worried 
about him driving 6 hours after working the midnight – 8 am shift.  
Ernie assured them that he would be fine and that he’d be home in 
time for dinner on Wednesday evening. 
 
Ernie packed his bag before going to work so he could leave and get 
on the road just as soon as he got off work.  With a full tank of gas 
and $14.- in his pocket, Ernie headed off.  At about 11:30 am, Ernie 
became very sleepy and decided to pull off at a truck stop for a cup 
of coffee and a cheap sandwich. 
 
The truck stop was not busy, but Ernie waited longer than he 
thought he should have for the waitress to come for his order.  
When he did not make an immediate selection, but asked questions 
about whether there were additional charges for the tomato, 
lettuce and cheese he hoped to include on his burger, the waitress 
answered a curt “no” and walked away saying she’d be back when 
he knew what he wanted.   
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Ernie carefully calculated the price of the burger and coffee, to 
make sure he’d have enough to leave a tip.  He’d waited tables 
before and respected the importance of leaving a tip for his server. 
 
While he waited for the waitress to return, he noticed several other 
patrons calling out to the waitress for this or that.  One guy wanted 
more water, another wanted to return his food as it was cold, and 
another was loud and angry over waiting too long to get his bill.  
Ernie heard the short order cook yell at the waitress to come pick 
up her orders. 
 
It was another 10 minutes before she returned to take his order – 
and he was ready.  She rushed away, grabbing the menu out of his 
hand and said not a word.  Not a “thank you,” not a “I’ll get this 
right out.”, not so much as a “Happy Thanksgiving, are you 
traveling to be with your family?” 
 
Ernie began to understand why the other patrons might not be so 
happy with the waitress and thought maybe he’d have a piece of 
pie for dessert instead of leaving her the tip he’d originally 
planned.  As he continued to wait, and wait, and wait for his 
cheeseburger, the waitress never once offered to refill his water or 
coffee.  She never stopped back by to say, “Your food will be right 
out.”  When he did ask for a refill on his coffee, she pointed to the 
coffee maker sitting on the counter top and told him “Help 
yourself.”  That being the case, Ernie refilled his own coffee cup 
and picked up a small picture of creamer that he’d asked for before 
and not gotten.  When he sat back down in his booth, he started to 
think about exactly what kind of pie he would be ordering. 
 
His food arrived, and the waitress left his bill with his food – 
without ever asking if he’d like anything else.  When he told her 
he’d like a piece of pie for dessert, without a word, she snatched 
his bill off the table and walked away.   
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He hadn’t even told her what kind of pie he wanted.  Eventually he 
was able to order a piece of pecan pie and enjoyed every bite, 
thinking about being at home with his family and having some of his 
Mom’s delicious home cooked food. 
 
Ernie almost felt a tiny bit guilty about his decision to get pie 
instead of leaving the fair amount of tip.  Then he thought again.  
She’d been rude, not friendly at all, he’d waited for her to take his 
order, bring him his food, had to ask for dessert, she’d not offered 
to refill his water or coffee – and besides, everyone else was 
unhappy with her as well, especially the cook!  If she couldn’t even 
get along with the cook, she must be some piece of work.  Maybe 
her nametag should say something else besides Betsy. 
 
Feeling justified, Ernie walked out and left the waitress a penny for 
her tip. 
 

 
Betsy was struggling to get used to being a single parent.  Right 
after her son, Jason turned 4, he was diagnosed with Leukemia and 
his Dad took off.  Betsy was able to get a job as a waitress, at a 
near by diner.  Most of her shifts were during the day while Jason 
was in school.  He was now 6 and they’d been through remission 
and back out again.   Yesterday was Tuesday and she and Jason had 
been at the hospital for another round of chemotherapy treatment. 
 
Betsy hated these as Jason was always violently ill afterwards.  She 
wanted her husband to come back home.  She wanted her son to be 
healthy and safe.  She wanted her parents to be alive again and 
available to help her.  She wished she hadn’t been an only child so 
she’d have sisters or a brother to have Thanksgiving with.  But, it 
was just she and Jason, and she was petrified she’d lose him to this 
terrible illness. 
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At about 5:00 AM on Wednesday morning, Betsy got a phone call 
from Gloria.  Gloria and Betsy worked together and Gloria had 
always done what she could to switch shifts with Betsy, if Jason was 
sick and Betsy needed to stay home.  There had also been times, 
when Betsy was low on money and Gloria had given her one or two 
of her shifts so Betsy could earn a little extra.  But this morning, 
Gloria was hung over and calling to tell Betsy she could not make it 
to work. 
 
Gloria had gone home from the bar with her ex boyfriend and he’d 
promised to take her to his family’s Thanksgiving – so she would not 
be going to work.  Betsy tried to explain that Jason was sick and she 
could not cover for Gloria, but Gloria hung up before Betsy could 
protest.  Betsy did not have caller id, so she was unable to call 
Gloria back. 
 
Just then, Jason stumbled across the hallway on his was to the 
bathroom to throw up – again.  Betsy went in to hold his head and 
give him the cool wet washcloth he always asked for after the 
vomiting subsided.  She knew that Jason would sleep a full 10 – 12 
hours once the vomiting stopped and she hoped he’d get to that 
point before she had to get to the diner to cover for Gloria. 
 
By the time Betsy was ready to leave, Jason was sound asleep and 
her neighbor was sitting in the living room, knitting, promising to 
call Betsy if he woke up or got sick again.  Betsy left to drive the 8 
miles to the diner, just as it started to pour down rain.  Her car was 
old and in need of repairs, one of these being a driver side 
windshield wiper.  The passenger side was fine, so Betsy drove slow 
and leaned over to the left so she could see better. 
 
Within 2 miles of the diner, Betsy felt the car jolt hard and pull to 
the right.  She pulled off to the side of the road and realized she 
had a flat tire.  

 No reproductions of this material may be made without the 
express written permission of Nutrek, LLC 330-633-4430  



 5

 
 
 
She had to be at work in 20 minutes and knew there was nothing to 
do but get out and change the tire – in the pouring rain.  As she 
worked to change the tire, not a sole stopped to offer her any 
assistance.  She was soaked through to the bone by the time she 
walked into the diner. 
 
The first voice to greet her was Chester, one of the cooks.  Chester 
had always made Betsy uncomfortable.  He’d said things to 
embarrass her, commented on the shape of her body, asked her out 
and gotten angry when she rejected him.  He’d gone so far as to tell 
other employees that they’d slept together.  Betsy just wished he’d 
leave her alone and always avoided him as much as possible. 
 
When she walked into the diner, her wet clothes clung to her.  
Chester immediately made a comment about her blouse not leaving 
much to the imagination and how he’d be happy to warm her up.  
Betsy went to the break room to see if there was a dry uniform in 
the closet.  She changed and came out to get to work.  That’s when 
she realized that she and Chester were the only two employees who 
had shown up for work.  The hostess simply hadn’t shown up and 
the other waitress who was scheduled to work with Gloria had 
called earlier and told Chester that she wasn’t able to come in. 
 
Chester said, “Don’t you worry one little bit sweet Betsy.  You and 
me are going to be just fine here today with just the two of us.  We 
might even consider closing up early and having a private party for 
two!  Today, you will have my undivided attention.” 
 
The diner filled up quickly with travelers headed home to be with 
their families for Thanksgiving.  Chester arranged food on plates to 
resemble body parts and made sexual gestures and comments.   
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After several hours of Betsy ignoring his behaviors, he became angry 
with her and began to mix up and destroy her orders.  
Her customers were getting angry and Chester promised to make 
everything alright if she’d just come behind the counter for a few 
minutes. 
 
Just then another customer came into the diner.  He was alone and 
looked to be about 20 years old.  His name was Ernie……. 
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The Truth About The Eagle 
 
 
 

 
On a trip to Hawk’s Nest State Park in West Virginia my husband and 
I took a hiking trail that led to a beautiful scenic overlook of a 
heavily treed valley. As we stood there, taking in the grandeur we 
saw an American eagle making big soaring circles in the sky several 
hundred yards from us. A little band of fellow hikers began to 
gather around us mutually admiring this majestic display of nature. 
Among the onlookers was a family with a young boy who had a 
Beagle puppy on a leash. The group’s attention was then divided 
between the eagle and the puppy.  
 
All of a sudden, with almost a collective gasp, the group recognized 
that the eagle was now directly overhead, making very tight circles 
as it flew and was looking directly at the puppy! 
 
Up to that point in time we saw the eagle as a beautiful wild  
creature; its every move inspiring, then we saw it as a threatening 
predator with its every move a menacing gesture.   
 
What was the truth about the eagle? 
 
 
 
 
 
 
 
 

 No reproductions of this material may be made without the 
express written permission of Nutrek, LLC 330-633-4430  



 
 
 
 

The Academy of Management Review 
Volume 34 Number 1 January 2009 Page 96 

 
Article – The Role of Causal Attribution Dimensions in Trust 

Repair; Edward C. Tomlinson and  Roger C. Mayer 
 
 

“In addition to affecting trust directly, we contend that specific 
emotional reactions affect how a trustor processes information 
about a trustee -- that is, trustworthiness. Much prior work has 
focused on cognitive aspects of evaluating trustworthiness, but we 
note that this processing does not occur in a sterile environment. 
Thus, while causal attributions result in specific emotional 
reactions, those emotional reactions can be expected to affect 
further cognitive processing.”  
 
“Whatever takes away the negative emotions allows for rational 
processing of new information. At that point trust can be repaired, 
because the victim can think about the ascriptions and attributions 
rationally, without letting emotions cloud the process.” 
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Threshold Emotions and Safety 
 

 
Each person has threshold emotions. They are emotions that take 
then to the brink of cognitive reason and thought processes. Fueled 
by assumptions and unchecked perspectives these emotions have 
taken the individual to the point of the “reptilian” brain and he or 
she is reacting to a perceived immanent threat or prior injury. The 
current of these emotions has taken then to the place where they 
have relinquished all hope of trustworthiness on the part of the 
other party and believe that the damage they suffered was 
intentional and therefore repeatable. 
 
When these emotions consistently manifest themselves it is the 
responsibility of the neutral facilitator to separate the parties in an 
appropriate manner but at the same time not to quash the emotions 
of the trustor. The neutral should then come-along–side this person 
and (flow with), and with the antagonist removed help the 
individual to decelerate their emotions by offering concern and 
generate a productive reflection by this person on the meaning of 
the emotions they have just experienced. The neutral MUST remain 
the non-anxious presence. 
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