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Enclosure 2 

Conflict resolutions in on-line teamwork. 
 

Working in teams or virtual teams can be a great experience, but it is not always 

easy. Sometimes a conflict and tension may arise. Here are some tips of how to 

handle conflict. 

Avoid getting into conflict. 
 

- Avoid getting into conflict. Whether you work in a team with students from 

your own university or with students in a virtual team from another country 
and culture, it is wise to be patient with each other. Here are a few 

suggestions:  
 

- Try to discuss possible communication hiccups before you start the project.  

For instance you could agree on using a code word (‘I would like to throw in 
an orange flag here’) when you think there might be a misunderstanding or 
you do not understand someone else’s response. 

 

- Be careful when writing emails, particularly your tone of voice. If you receive 
an email and you do not quite understand it, you can reply by politely asking 
for clarification. If you are still confused after the next email, you should 

either phone or skype. After all, talking to someone directly often clears the 
air. 

 

Never send emails when you are emotional or angry. Just wait until the next 

day and take your time to reconsider. Try to maintain a professional and polite 

tone of voice in your emails.  Use neutral language, e.g. ‘There seems to be a 

misunderstanding’ instead of: ‘You lied! 

 

Before a meeting 

 

Prepare 
 

In case there already is a conflict, only send emails to set up a meeting. 

Prepare your next (virtual) meeting with him or her thoroughly:  

- Do you understand what the argument or misunderstanding is about?  
- What is your opinion and on what is it based.  
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- What is the other person’s opinion or point of view?  

- Why do you think he or she came to that opinion?  
- If the problem cannot be resolved, what will happen? 

- How are you going to make sure that the atmosphere during your meeting 
will be as positive as possible, e.g.:  

- Staying polite and correct in your conversations.  

- Counting to ten, before answering.  
- Using neutral language 

 

During a meeting 
 

Listen 
 

When people argue, they tend to stop listening to each other. Instead, they try 

to convince each other. So the first advice is: listen, listen and ….  

 

Do not react.  
 

Try to delay your response. Did you actually listen to the other person? And did 

you understand what the other person said? Instead of reacting … 

 

Repeat  
 

Repeat what the other person has said. Not only should you listen, but you 

should also let the other person know that you have heard their point of view. 

That way you stay connected with that person. If the other person says that 

you never listen to what he or she is saying, you could say: ‘So you want to be 

heard’. 

 

Ask open ended questions; reframing and emotions 

Ask open ended questions; reframing and emotions. Open ended questions 
are questions that are not answered with a yes or a no. You will notice that 
people tend to answer differently to open ended questions and they might 

answer differently from what you would expect. When preparing the 
meeting, you could practise using open questions with a friend or another 

team member. 
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Example of an open question: 

- How do you feel about your work? 

- Closed question: 
- Do you like your work? 

 

Avoid the why question, since a why question is often meant or understood as a 

reproach. Why did you do that? Instead you could ask: What made you do that? 

How, what, when, where. In what way.  

 

Let go of your expectations of how the conversation should run and see where 

the conversation leads you. This does not mean that it should not lead towards 

some kind of agreement in the end, but do not go to fast. Make the 

communication effective.  

What is really important to the other person and to yourself?  

 

Reframing from reproach to wish 
Try to go from reproaches to wishes/ needs.  

E.g. From ‘You never listen to me’ to ‘So you need me to hear you’. 

‘You are always late’, to ‘Being on time is important to you’ 

 

Reflecting on emotions: 
If you think the emotions of yourself and others are in the way, you could 

comment or ask a question. If you are not sure what someone is feeling you 

can say: ‘I get the feeling you are upset, uncomfortable, etc., is that so? I know 

I am a bit upset myself’. 

 

Put yourself in the other person’s shoes.   
 

Try to understand what the other person is trying to tell you. This does not 

mean that you have to agree with that person. 

 

Conclusion 
 

If you come to some sort of agreement you could write down what you have 

agreed and send this in an email to the other person. Be careful with the 

wording! You can also conclude that you agree to disagree on some topics. 
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As a last resort 
 

Since you are in a learning environment ask your lecturer to be present and 

mediate in a skype conversation with the other student, who might also want 

their lecturer to sit in. Only if all else fails. 
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