
Good people are not biased.  



I avoid conflict because I don’t want to be 
seen as aggressive or confrontational. 



Human beings, at some level, need 
bias to survive. 



The way I handle conflict is to ignore it 
and hope that it will go away. 



Conflict is not a problem to be managed or 
resolved, but is an opportunity to 

strengthen a shared sense of belonging. 



Angela Russell ,  
MS 
 
Diversity & 
Inclusion 
CUNA Mutual 
Group 

IMPLICIT BIAS AND  
CONFLICT MANAGEMENT  



 There will  be emotions that are triggered.  Breathe and take note 
about the emotions that are coming up. Take care of yourself. 

 Use “I” statements.  

 Be honest and will ing to share. 

 Listen with curiosity and the will ingness to learn and change 

 Suspend judgment.  Be open to the wisdom in each person’s 
story.  

 Respect for one another, verbal and non-verbal 

 Confidentiality 

 Assume good intentions, recognize unintended impacts 

 Facil itator is not the expert – I am learning, too 
 

GROUND RULES 



 Understand the sources of conflict and 
tools for each source 

 Understand how to break down the 
story, and why it matters 

 Understand bias and how it intersects 
with conflict 

 Use tools for managing conflict in an 
individual and group setting 

 Understand how to identify interests 
and tap into frames that create mutual 
agreement 

PRESENTATION GOALS 



WORKPLACE CONFLICT 



 Differences in opinion 

 Resource challenges 

 Different ways of being in the world 

 Conflicting perceptions and bias 

 Competing agendas and priorities 

 Power struggle 

 Different personal values 

TYPES OF WORKPLACE CONFLICT 



Write down an example of one 
individual and one group conflict 



 Discuss sources of 
conflict 

 Identify the sources 
for your two 
examples 

 Share an example 
relevant to the table 
assignment 

SOURCES OF CONFLICT 



BREAKING  
DOWN THE STORY 



Situation/Scenario Story you tell 
Someone lets you down and it’s not the first time. There are irresponsible and unreliable. 

You let someone down and it’s not the first time. It’s because you’ve been overworked 
recently. 

Someone cuts you off while driving. They are rude, aggressive and 
inconsiderate. 

You cut someone off while you are driving. It’s because you are in a hurry, and if you 
don’t catch these lights you’ll miss your 
doctor’s appt. 
 

One of your peers (whom you don’t like) buys the 
boss a birthday card. 

It’s because they are buttering up the boss 
and trying to get a promotion. 

You buy your boss a birthday card. It’s because you are warm and caring. 

THE STORY MATTERS 



EXERCISE: SHIFT FROM STORY TO FACT 

1. Look at the individual conflict that you have with someone 

2. On your paper, draw a l ine down the middle. 

3. In the left hand column, write down the stories you are tell ing 
yourself about the person and the particular conflict.  Include 
all  the feelings, thoughts, judgments, bias, labels, conclusions 
that are running in your head. 

4. In the right hand column, write down all  the actual facts. Facts 
are observable, objective, specific actions and information. 

5. Reflect: Is the story that you’ve been tell ing yourself supported 
by the facts? 

6. Share: Take some time do discuss this at your table 

1. What your story supported by the facts? If so, how? 

2. What was this experience like?  What did you learn? 



BREAK IT DOWN FURTHER 

Event Perception Story Feeling Reaction 

Decision 
Making 
Point 



 Looking at your individual 
conflict example, share with 
a partner how to respond 
effectively rather than react 
at the decision making point 

 Now look at the other parts 
of the tool, where else might 
you have been able to 
intervene? 

 Group share 

USING THE TOOL 



WHAT PART  
DOES BIAS PLAY? 



Presenter
Presentation Notes
Ponzo Illusion



https://www.youtube.com/watch?v=whwKdQyWMUk




BIAS DEFINED  

"A bias is a tendency. Most biases—like preferring to eat food 

instead of paper clips, or assuming someone on fire should be 

put out—are helpful. But cognitive shortcuts can cause problems 

when we're not aware of them and we apply them 

inappropriately, leading to rash decisions or discriminatory 

practices. Relying on biases but keeping them in check requires 

a delicate balance of self-awareness.” 

https://www.psychologytoday.com/basics/bias
https://www.psychologytoday.com/basics/cognition


3 LAYERS OF BIAS 



https://www.youtube.com/watch?v=vbHkh_faQu8


CHARACTERISTICS OF IMPLICIT BIAS 

 Implicit  biases are pervasive .   Everyone possesses them, even 
people with avowed commitments to impartial ity such as judges. 
 

 Implicit  and explicit  biases are related but distinct mental 
constructs .   They are not mutually exclusive and may even reinforce 
each other.  
 

 The implicit  associations we hold do not necessarily al ign with our 
declared beliefs  or even reflect stances we would explicit ly 
endorse. 
 

 We generally tend to hold implicit  biases that favor  our own 
ingroup ,  though research has shown that we can sti l l  hold implicit  
biases against our ingroup. 
 

 Implicit  biases are malleable .   Our brains are incredibly complex, 
and the implicit  associations that we have formed can be gradually 
unlearned through a variety of debiasing techniques. 
 

Source: Kirwan Institute for the Study of Race and Ethnicity  

Presenter
Presentation Notes
These things ignored or left unchecked lead to poor decision making and inequities.  This stuff leads to 6 bullets.



Presenter
Presentation Notes
We need to pay attention to how issues are framed and communicated. 
As a field, we can do better in this area in making sure we talk in the language of root causes and identify bias in the way we and others 





https://www.youtube.com/watch?v=sDDqW9KvvSQ


IDENTIFYING AND ADDRESSING IMPLICIT BIAS  

 Recognize that we all  have it – no one is immune. 

 Make the implicit explicit – take the IAT. 

 Participate in implicit bias trainings and diversity seminars. 

 Evaluate current media sources and consumption. 

 Get feedback back from a trusted colleague.  

 Improve conditions for decision making – thinking slow. 

 Intergroup contact.  



PAIR & SHARE: 
What are some of the 

stereotypes of workplace 
conflict for women? 



TRANSFORMING CONFLICT 
THROUGH UNDERSTANDING 



 Choose bat t les  w ise ly  

 Breathe 

 Seek f i r s t  to  understand 

 Go beyond e i ther/or  

 Remain or  become nonv io lence –  in  words  and 
act ions  

 Let  go  of  the need to  be r ight  

 Stop pout ing 

 Ask for  an ego audi t  –  f rom a t rusted co l league 
or  f r iend 

 Let  go  of  b lame 

 Acknowledge where you have fa i led or  made a  
mistake 

 Stay present  and stay  compassionate 

TRANSFORMING CONFLICT – 
IDEAS/TIPS/PRACTICES 

Presenter
Presentation Notes
Work on remaining clear on the overall workplace objectives






PRACTICE - ACT 



Start off the dialogue by mentioning phrases and 
images that speaks to audience’s values. The key is 
to hook and engage your audience. 
 

1.Start with the heart 
2.Explain why we are all in this together  

 

Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

AFFIRM 

Presenter
Presentation Notes
Tori

Affirm– Start off the dialogue by mentioning phrases and images that speaks to audience’s values. The key is to hook and engage your audience.
1. Start with the heart 
Start your message with an emotional connector to engage your  audience in the message (e.g., We work hard to support our families and all our contributions help make America great)
2. Explain why we are all in this together 
Explain “shared fate” in racially-explicit terms (e.g., It hurts the same to lose a home or job, whether we are White or Black, male or female, a single parent or a two-parent family…)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/


Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

COUNTER 

Lead the audience into the discussion of race with a 
brief snapshot of the historical context. The key is to 
open audience’s minds to deeper explanations about 
racial inequities. 
 

3.Explain why we have the problem  
4.Take on race directly  
 

 

Presenter
Presentation Notes
Tori

Counter– Lead the audience into the discussion of race with a brief snapshot of the historical context. The key is to open audience’s minds to deeper explanations about racial inequities.
Explain why we have the problem 
Give a very brief explanation of what has happened in the past and explain why we have a problem today. (e.g., Public dollars for schools, bus service, health care and a hundred more things we need, helped create jobs in the past. Cutting them now is not the answer to our problems, it will be the cause of more pain and misery.)
Take on race directly 
Take on the race wedge by declaring it and dismissing it by naming institutional opportunities and actions (e.g., This is not about immigrants or welfare. This is about whether Americans will see their children off to college…)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/
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TRANSFORM 

Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

Leave the audience with an engaging solution. The 
key is to present a solution so that the audience 
feels committed and feel as though they are 
progressing forward. 
 

5.Reframe “makers” and “takers”  
6.End with heart and solution  

 
 

Presenter
Presentation Notes
Tori

Transform– Leave the audience with an engaging solution. The key is to present a solution so that the audience feels committed and feel as though they are progressing forward.
Reframe “makers” and “takers” 
Change and define who the real good guys and bad guys are in this fight (e.g., And while oil company and bank CEOs are getting richer, some are laying off workers and fighting for tax loop holes to avoid paying taxes, instead of investing in our nation’s future…)
End with heart and solution 
Present solution in emotional terms (e.g., They [corporations ] can and should do their fair share so we the people can invest in schools, health care, transit and services that help us all make a bright future for our country.)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/


  
PAIR AND SHARE  

USING ACT 

Presenter
Presentation Notes
To
Erin and Jordan act one out related to hiring.
Grab someone from another table.
Make sure you’re giving suggestions, and good feedback on your partner’s ability to respond.
If you can – try using the situation you took down in your reflections earlier that you resisted responding to.



Empathy is, at its simplest, AWARENESS of the FEELINGS 

and EMOTIONS of other people. It is a key element of 

emotional intelligence, the link between self and others, 

because it is how we as individuals understand what others 

are experiencing AS IF WE WERE FEELING IT OURSELVES. 

Presenter
Presentation Notes
We know that the community experience can sometimes mirror an organizational experience, where power is isolated, people make decisions based on the biases they hold, and not all individuals have the opportunity to prosper.

Madison consistently rated one of the best cities to live in – people of color often refer to the Madison experience as being two different realities.
Similarly, as an organization – for those individuals and organizations who have traditionally held power, it may be a great place to work, but for those whose voices have traditionally been marginalized, it can be frustrating at best, and illegal, at worst.  Our strategies have been to align our work internally with the direction of the larger organization externally.



 Table Discussion:  How does empathy facilitate better use of 
the ACT model in communication? 
 

 What can you do to increase your own empathy in conflict? 

WHAT ROLE DOES EMPATHY PLAY 



WHAT CAN WE DO DAY-TO-DAY? 

 Be brave and  
 Check biases and beliefs – 

implicit bias assessment 
 MTV - 7 day bias cleanse - 

http://www.lookdifferent.org/wh
at-can-i-do/bias-cleanse 

 Practice ACT 
 Ask questions 
 Self-care 
 Actively work towards 

dismantling systems and 
structures of inequity in your 
home, work, and community 
 

 

Presenter
Presentation Notes
AR

http://www.lookdifferent.org/what-can-i-do/bias-cleanse
http://www.lookdifferent.org/what-can-i-do/bias-cleanse


“Being human is about being in the r ight kind of 

relationships. I  think being human is a process. It 's  not 

something that we just are born with. We actually learn 

to celebrate our connection, learn to celebrate our love. 

If  you suffer,  it  does not imply love. But if  you love, it  

does imply suffering. To suffer with, though, 

compassion, not to suffer against.  And if  we can hold 

that space big enough, we also have joy and fun even as 

we suffer.  And suffering wil l  no longer divide us. And to 

me, that's sort of the human journey.” – john a. powell  



UNDERSTANDING 
YOUR OWN 
RESPONSE 



Competition Collaboration 

Avoidance Accommodation  

CONFLICT MANAGEMENT STYLES 

Compromise 

 Know your style 
 Understand the conflict 

dynamics 
 Know when each are 

appropriate 
Decide which style to use 

in your group conflict 
example 

 Share 



1. Steamroller:  Often demanding, does not consider the 
voices or concerns of others.  Muscles their way through. 

2. Sniper:  Often passive-aggressive, and takes pot shots at 
others rather than talking about the work itself. 

3. Office Landmine:  These individuals are often avoided, as 
conflict can disrupt into “blow-ups” and “tantrums.” 

4. Complainer:  Rarely pleased, and often complains about 
the solution chosen even if they participated in decision 
making. 

5. Apathetic Negativist:  Voices negativity like, “It won’t 
matter anyway,” and “We’ve tried this all before.” 

6. Grunter:  Non participative, sits passively, withholds 
information. 

DISRUPTIVE ROLES IN CONFLICT 



KNOW YOUR ROLE 



SLOW YOUR ROLL 



SHIFTING OTHERS’ 
UNDERSTANDING 



HOW DO YOU TALK ABOUT WHAT YOU DO? 

Presenter
Presentation Notes
When someone asks you about your job, what do you say?

Do you have an “elevator speech”? 

How do you feel when you are explaining what you do? 

Do you focus more on your own role or what your agency does?

What types of responses do you get?



 Frame: a lens or worldview through which people 
see an issue or problem.  Frames can be 
intentionally or unintentionally constructed.   

 Narrative: specific stories used to convey or 
reinforce a given frame. 

Message: the takeaway from frames and narratives 
that points to a specific action needed 

  

   Race Forward: Moving the Race Conversation Forward 
h t t p s : / /w w w.r acefo r ward . or g/ re se arc h / rep or t s/m ov in g - rac e - co nve r sa t ion - fo r ward    

 

Presenter
Presentation Notes
How are framing, narratives and messaging different but intricately tied together?

Frames are unconscious thought processes – they depict values, symbols, metaphors, messages, messengers
Narrative is the story we use to illustrate or reinforce a frame.
Messaging linked to framing by arguments that advocate or debunk frames 

The frame is the “worldview”
The narrative is the “story”
The message is the “sound bite”


https://www.raceforward.org/research/reports/moving-race-conversation-forward
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WHAT ARE FRAMES?  

Networks of association that shape how we think, not just 
what we think  
 
 People reject facts that don’t fit their frames 

 
 People carry multiple frames that are sometimes linked 

and sometimes contradictory.  
 
 Framing is a long-term project because people need to 

receive it in multiple forms and overtime to shift 
 

Presenter
Presentation Notes
So what are frames? Frames are unconscious thought processes (“networks of association”) we use to interpret information. They are driven by:
Values - equality, opportunity, fairness 
Symbols – American flag
Metaphors – sinking ship
Messages – “hardworking American struggling in the economy”
Messengers – working class citizens, firefighter vs corporate president
Personal experience – living in a community with lots of people of color vs not

There are a few important components about frames that need to be accounted for when creating messages: 

People reject facts that don’t fit their frames or message until they do. For example, there are more white women on welfare than black women but people will fight off this fact because it doesn’t fit their idea of who a welfare queen is

People can carry multiple frames that are sometimes linked and sometimes contradictory. They surface by getting activated. For example, there can be social security recipients who vote against social spending

Framing is a long-term project because people need to receive it in multiple forms and overtime to actually shift

Filters to make sense of the world. 
A collection of anecdotes and stereotypes, that individuals use to respond to events.
They largely reside in the sub-conscious.
They exist in and are shaped by our environment.





FRAME EXAMPLES 

 “Law & order” vs. 
Human dignity 

 Personal vs. 
Government 
responsibility 

 Individual vs. Public 
health 

 “Right choices” vs. 
Environment 

Presenter
Presentation Notes
Frames encompass multiple values and symbols. 
	– western/rugged individualism
 	-meritocracy
	-pulling yourself up by yourself boot straps
	-defend your own
	-capitalism 
	-meaning of American

We usually have multiple frames interacting at once, and often they are in conflict with each other. 

Facts and data aren’t enough: people will very often reject information, no matter how factual, when it is in conflict with their frames.
We need stories, pictures, and experiences to counter frames.

Conflicting frames associated with the “American Dream”



OBESITY 

Presenter
Presentation Notes
What are the frames, narrative, message here?



SMOKING 

Presenter
Presentation Notes
What are the frames, narrative, message here?




PUBLIC PERCEPTIONS 
OF GOVERNMENT 

From “Making the Case for Government” by Anika Fassia, Public Works, 
11-18-15  



How do you respond? 

How do others respond? 

What do you see as the root causes? 

 

WHAT ARE SOME AREAS OF CONFLICT 
WITH THE PUBLIC IN YOUR WORK? 





Government is not for me 
but for “them” 

 often racialized 

 framed as “takers” 

 reinforces bias and 
stereotypes 

 feeds scarcity mentality 
and “nanny state” 
narrative 



Stark racial and 
generational 
differences 





Presenter
Presentation Notes
“Just politics”: a partisan spectator sport; can’t solve anything
“Bureaucracy”: blurry and undefined; only dimly understood; inefficient
“Vending machine”: what’s in it for me, and what is it going to cost?

BUT the idea of government is not lost. There are examples of successful efforts to reframe the role of government by focusing on the common good, and on the idea of systems and structures (highways, airports, communication grids, courts) that everyone depends on.

We also need to be able to critique and hear critiques without undermining the role of government. 










 

 
 
 
 

Presenter
Presentation Notes
We must describe problems and present messages in emotional terms (e.g. “We’re all one tumor away from financial disaster.”).
We must explain what “shared fate” is in racially-explicit, concrete terms that foster identification, rather than using shorthand terms such as “shared fate” so that White voters in the center come to see that they do in fact have a shared fate with people they begin by defining as “other.”
We must take on the “race wedge”(e.g. “This isn’t about illegal immigrants, it’s about American citizens. It isn’t about welfare, it’s about people who work for a living and still can’t afford insurance—or who lost their insurance when they lost their job.”.
We must reframe victims and enemies (e.g. “The Health problem in America can affect any of us at any time. A heart attack, a child with asthma, a bad back—to insurance companies, they’re all just another pre-existing condition.”)
Always end with a solution.

Describe government’s role in terms of responsibility for equitable access, opportunities, resources, etc.
Describe problems and present messages as situations and in emotional terms
Explain what “shared fate” is in racially-explicit, concrete terms
Outline inequities inherent in the systems
Reframe victims and enemies by removing “otherness”
End with a solution by defining the systemic call to action we all must take





Reflection: 
 
Think about an experience where 
you resisted responding to conflict 
or bias.  Why?   

Presenter
Presentation Notes
Think about to themselves, and then share the why.

Is there anything that would have made you more willing to respond?



     
     

SHOULD I RESPOND?    

  Small groups 

  Share your scenario 

  Decide whether and how to respond 

 

Presenter
Presentation Notes
In small groups, discuss the situation.



HOW DO YOU DECIDE WHETHER, WHEN 
AND HOW TO RESPOND? 

  Power dynamics 

  Existing relationship and trust 

  End goal: what do you want to  accomplish? 

  Cost/benefit analysis 



COUNTERING BIAS IN GROUPS 

 Stay engaged 

 Speak your truth 

 Experience discomfort 

 Expect/accept non-closure 

 Continue to use ACT 

 Set the stage through       
mutual frame 

 

Presenter
Presentation Notes
Countering bias in groups amps up both our responsibility, but also our hesitance and concern that we’ll get it right.

Some of the things we need to do include:

	Experiencing discomfort – “your feelings are not bigger than this issue.”
	Remember the voices at the table, and focus on hearing those voices.
	Get curious.
	Expect and accepting non-closure.




PRACTICE - ACT 



Affirm– Start off the dialogue by mentioning phrases 
and images that speaks to audience’s values. The 
key is to hook and engage your audience. 
 

1.Start with the heart 
2.Explain why we are all in this together  

 

Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

COUNTERING BIAS 

Presenter
Presentation Notes
Affirm– Start off the dialogue by mentioning phrases and images that speaks to audience’s values. The key is to hook and engage your audience.
1. Start with the heart 
Start your message with an emotional connector to engage your  audience in the message (e.g., We work hard to support our families and all our contributions help make America great)
2. Explain why we are all in this together 
Explain “shared fate” in racially-explicit terms (e.g., It hurts the same to lose a home or job, whether we are White or Black, male or female, a single parent or a two-parent family…)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/


Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

COUNTERING BIAS 

Counter– Lead the audience into the discussion of 
race with a brief snapshot of the historical context. 
The key is to open audience’s minds to deeper 
explanations about racial inequities. 
 

3.Explain why we have the problem  
4.Take on race directly  
 

 

Presenter
Presentation Notes
Counter– Lead the audience into the discussion of race with a brief snapshot of the historical context. The key is to open audience’s minds to deeper explanations about racial inequities.
Explain why we have the problem 
Give a very brief explanation of what has happened in the past and explain why we have a problem today. (e.g., Public dollars for schools, bus service, health care and a hundred more things we need, helped create jobs in the past. Cutting them now is not the answer to our problems, it will be the cause of more pain and misery.)
Take on race directly 
Take on the race wedge by declaring it and dismissing it by naming institutional opportunities and actions (e.g., This is not about immigrants or welfare. This is about whether Americans will see their children off to college…)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/


COUNTERING BIAS 

Center for Social Inclusion: Talking About Race Toolkit 
http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/  

Transform– Leave the audience with an engaging 
solution. The key is to present a solution so that the 
audience feels committed and feel as though they 
are progressing forward. 
 

5.Reframe “makers” and “takers”  
6.End with heart and solution  

 
 

Presenter
Presentation Notes
Transform– Leave the audience with an engaging solution. The key is to present a solution so that the audience feels committed and feel as though they are progressing forward.
Reframe “makers” and “takers” 
Change and define who the real good guys and bad guys are in this fight (e.g., And while oil company and bank CEOs are getting richer, some are laying off workers and fighting for tax loop holes to avoid paying taxes, instead of investing in our nation’s future…)
End with heart and solution 
Present solution in emotional terms (e.g., They [corporations ] can and should do their fair share so we the people can invest in schools, health care, transit and services that help us all make a bright future for our country.)


http://www.centerforsocialinclusion.org/communications/talking-about-race-toolkit/


PUTTING IT ALL 
TOGETHER 



WHAT CAN YOU USE 

 Use your tools 
 Understand the type of conflict sources and options for 

resolution 
 Understand how bias interacts and tips for knowing 

when to interrupt 
 Use ACT 
 Know your Conflict Management Style and learn to shift 

to the most effective style 
 Understand your normal role in conflict and shift roles 
 Understand frames and adapt frames toward mutual 

benefit 
 

 

 

Presenter
Presentation Notes
Erin



Reflection: 
 
Which tool will you practice with 
over the next two weeks? 



  

WITH YOUR NEW 
AWARENESS 

PAIR, PRACTICE, SHARE 

Presenter
Presentation Notes
To
Erin and Jordan act one out related to hiring.
Grab someone from another table.
Make sure you’re giving suggestions, and good feedback on your partner’s ability to respond.
If you can – try using the situation you took down in your reflections earlier that you resisted responding to.



RESOURCES FOR IMPLICIT BIAS AND 
CONFLICT MANAGEMENT  

 
 Implicit Bias Assessment, Harvard University - 

https://implicit.harvard.edu/implicit/ 
 

 
 The limits of introspection - 

http://www.huffingtonpost.com/david-
sze/introspection-research_b_7306546.html 
 

 How to use conflict to your advantage at work - 
http://www.fastcompany.com/3033749/the-future-
of-work/how-to-use-conflict-to-your-advantage-at-
work 
 

Presenter
Presentation Notes
AR
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