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1. Why Conflict Is a Communication Topic

Conflict is shaped by meaning

Conflict is a situation where people experience disagreement, misunderstanding, tension, or competing needs. It may
happen between classmates, friends, partners, group members, family members, online users, or people from different
communities. Conflict is not always caused by bad people. Many conflicts begin because people interpret the same
event differently. One person sees a message as harmless. Another person sees it as disrespectful. One person thinks
a delayed reply is normal. Another person thinks it means they are being ignored.

This is why conflict belongs in Effective Communication. A conflict is not only about what happened. It is also about what
people think happened, what they assume it means, how they respond, and whether they are willing to check
understanding before reacting. A conversation can worsen conflict when people blame, interrupt, mock, dismiss, or
assume motives. A conversation can reduce conflict when people clarify, paraphrase, ask checking questions, explain
respectfully, and recognize different perspectives.

Important idea

Conflict does not automatically mean disrespect. Disrespect usually appears in how people handle the conflict: attacking motives,
refusing to listen, stereotyping, humiliating someone, or using tone and language that blocks understanding.

For Grade 11 learners, common conflict situations may involve group tasks, relationship expectations, online messages,
classroom responsibilities, friendship boundaries, family rules, privacy, jokes, teasing, leadership roles, and different
ways of showing respect. These situations are familiar, but they still require careful communication.

2. Event, Interpretation, and Assumption

Three layers of conflict

A useful way to understand conflict is to separate the event, the interpretation, and the assumption. The event is what
can be observed. The interpretation is what a person thinks the event means. The assumption is a conclusion made
without enough checking. Many conflicts become worse because people treat assumptions as facts.

Event Interpretation Assumption Reaction Repair
Event What happened or what can be A classmate replied with only 'okay' in the group chat.
observed.
Interpretation What someone thinks the event The reply sounds cold or irritated.
means.
Assumption A conclusion made without The classmate is angry at me or does not respect my idea.
checking.
Repair A response that checks meaning "Your reply sounded short to me. Did you mean that you disagree, or were you
before reacting. just confirming?'

The event is usually easier to describe because it can be seen or heard. The interpretation and assumption are more
risky because they happen inside a person's mind. A strong communicator does not ignore feelings, but also does not
turn every feeling into an accusation. Instead of saying, 'You embarrassed me on purpose,' the speaker can say, 'l felt
embarrassed when the joke was said in front of others. Did you mean it as a joke, or did | misunderstand?' This wording
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still expresses the feeling, but it leaves room for clarification.

Assumption as accusation Feeling plus checking
'You did not reply because you do not care.' This judges motive '| felt worried when I did not receive a reply. Was there a
without checking. reason you could not respond?' This states the effect and asks

for information.

3. Perspective

People do not see situations from the same position

Perspective is a person's way of seeing or understanding a situation. Two people may experience the same event but
focus on different details because their roles, responsibilities, habits, and expectations are different. In a group project,
the leader may focus on deadlines. A designer may focus on layout. A member with family duties may focus on
available time. A quiet member may be worried about speaking up. Conflict can happen when one perspective is treated
as the only valid one.

Recognizing perspective does not mean saying that everyone is correct all the time. It means trying to understand what
matters to each person before judging the whole situation. A learner can disagree with a decision while still recognizing
why another person made it. A learner can explain their own concern without attacking another person's character.

Perspective Example: Group Schedule

Leader | moved the meeting earlier because we need time to combine the output.

Member | understand the deadline, but | was not informed early enough. | prepared for the original time.
Leader So the issue is not only the new time. The issue is that the change was not announced clearly.
Member Yes. If changes are announced earlier, | can adjust.

Leader Next time, | will send the change in the group chat and ask everyone to confirm.

In this example, the leader's perspective is about completing the task. The member's perspective is about being
informed and able to adjust. The conflict is repaired when both perspectives are named. The repair does not require
drama. It requires clarity and respect.

Perspective is not an excuse Perspective is not mind-reading

A person may explain why they acted a certain way, but they Do not invent another person's motive. Ask or check when the
may still need to repair the effect of the action. meaning is unclear.

Perspective supports fairness Perspective needs evidence

People are more likely to cooperate when they feel their side Use exact words or behavior before making a claim about
has been understood. attitude or intent.

Intent is what a person means to do with a message. Impact is how the message affects the receiver. In conflict, people
often defend their intent: 'l was just joking,' 'l did not mean it that way," or 'l was only helping.' Intent matters, but impact
also matters. A person may not intend to hurt someone, but the message may still embarrass, pressure, or dismiss the

listener.
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A mature conversation does not stop at 'l did not mean it." It also asks, 'How was it received?' and 'What can | change
next time?' At the same time, the receiver should avoid assuming the worst motive immediately. The better approach is
to explain the effect and check the meaning.

Defensive response Responsible response

‘It was just a joke. You are too sensitive.' This dismisses the 'I meant it as a joke, but | understand it embarrassed you. | will

impact and may increase conflict. avoid saying that in front of others.' This recognizes both intent
and impact.

Attitude can be noticed through words, tone, and behavior. However, attitude should be discussed carefully. Instead of
saying, 'You are disrespectful,' it is usually clearer to identify the exact behavior: "When you laughed while | was
explaining, | felt that my point was not being taken seriously.' This gives the other person something specific to respond
to.

5. Culture, Norms, and Everyday Differences

Culture is broader than nationality

Intercultural dialogue is respectful communication across differences in background, norms, identities, or expectations.
Culture does not only mean nationality or ethnicity. In everyday school life, culture may include family rules, community
expectations, language habits, religious practices, privacy beliefs, gender expectations, online communication habits,
and ideas about respect.

For example, one learner may come from a family where phone use is limited at night. Another may expect quick replies
because, in their friend group, fast replies show care. One learner may be comfortable discussing problems directly.
Another may be used to calming down first before talking. One learner may see teasing as friendly. Another may see
public teasing as disrespectful. These differences can create conflict when people assume that their own norm is the
only normal one.

Student-friendly definition

Cultural sensitivity means noticing that people may have different ways of speaking, listening, showing respect, using technology,
handling disagreement, or protecting privacy. It means asking and clarifying instead of stereotyping or mocking.

Delayed reply Family rule, limited data, shared 'l felt unsure when | did not get a reply. Is there a usual time when you
device, chore time, or different chat can respond?’
habits.

Public photo One person likes public posting; '| should have asked before posting. Are you comfortable with this
another values privacy. being online?'

Teasing One group treats teasing as 'I meant it playfully, but | can see it did not feel that way. | will stop.'
closeness; another experiences it as
embarrassment.

Direct disagreement ~ One person values directness; '| disagree with the idea, not with you. Can | explain my reason?'

another expects softer wording.

Cultural sensitivity does not mean avoiding all disagreement. It means disagreeing with care. It also means not using
culture as a stereotype. A learner should not say, 'People from your place are always like that,' or "Your family rule is
weird." A respectful speaker talks about the specific situation, not a whole group as if everyone is the same.
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6. Dialogue Instead of Debate

The goal is understanding before winning

Dialogue is a conversation where people try to understand each other and move toward a respectful outcome. Debate
aims to defend a side or win an argument. Debate is useful in some contexts, but conflict repair usually needs dialogue
first. If both people only try to win, they may ignore the actual concern. If they try to understand, they can identify what
needs to be repaired.

Debate mode Dialogue mode
‘I am right, and you are wrong. | will prove why your reaction is 'Let us clarify what happened, how we understood it, and what
unreasonable.' This may create defensiveness. we can do next.' This invites repair.

Dialogue uses listening skills from the previous unit. A good listener identifies the main point, paraphrases, asks
checking questions, and avoids advice or judgment too early. A good speaker states the concern clearly and avoids
turning assumptions into accusations. Both people share responsibility for meaning.

State concern Check meaning Acknowledge Explain Agree on
- - - - next step

Dialogue Example: Privacy and Posting

A Why did you post our picture without asking me? | felt uncomfortable when | saw it online.

B | thought it was okay because we looked happy in the photo. | did not know you wanted it private.

A | am not angry about the picture itself. | just want to be asked before something about me is posted.
B So the issue is consent before posting. | understand. | will ask first next time, and | can delete it now.
A Thank you. | appreciate that.

The dialogue works because the speaker names the concern without insulting the other person. The other person
explains intent but still recognizes the impact. The repair is concrete: ask first next time and remove the post if needed.

7. Language and Tone During Conflict

Words can escalate or repair

Language becomes very important during conflict because people are more likely to feel attacked. Strong emotions can
make a message sound sharper than intended. This does not mean a person should hide their concern. It means the
concern should be expressed in a way that can be understood and answered.

A useful conflict statement often has three parts: the event, the effect, and the request or question. The event names
what happened. The effect explains how it affected the speaker. The request or question shows what needs to happen
next. This structure is clearer than blame.

Event Effect Question
- - or request
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You never help in group work. When your part was submitted late, the group had less time to
combine the output. Can we agree on an earlier update next time?

You embarrassed me on purpose. When the joke was said in front of the class, | felt embarrassed.
Did you mean it that way?

You are too sensitive. | did not realize the comment affected you that way. Can you
explain which part felt disrespectful?

You do not care about me. When | did not receive a reply the whole evening, | felt ignored.
Can we talk about what happened?

Tone should also be controlled. A respectful tone is not necessarily soft or weak. It can be firm. A firm tone states the

concern clearly without humiliating the other person. A disrespectful tone attacks, mocks, or threatens. In role plays and

real conversations, students should remember that conflict repair is shown through both words and delivery.

8. Non-Verbal Communication and Online Behavior

Meaning is also shown beyond words

Non-verbal communication includes posture, facial expression, gesture, distance, movement, eye contact or its
culturally acceptable equivalent, and vocal behavior. In conflict, non-verbal behavior can either calm the situation or
make it worse. Rolling eyes, laughing at the wrong moment, turning away while someone speaks, pointing aggressively,
or using a mocking voice can make the other person feel dismissed.

However, non-verbal behavior must be interpreted carefully. Not everyone shows respect in the same way. Some
people avoid direct eye contact when speaking to elders or authority figures. Some people become quiet when nervous.
Some people need pauses before answering. Cultural sensitivity means not judging a whole person from one behavior
without context.

Helpful in face-to-face dialogue Risky in face-to-face dialogue

Face the speaker, keep a steady voice, avoid interrupting, use Laughing, eye-rolling, pointing aggressively, walking away

pauses, and show that the other person can finish their point. suddenly, or talking over the other person.

Helpful online Risky online

Clarify tone, avoid all-caps anger, ask before posting private Vague posts, public call-outs, sarcastic replies, leaving seen
content, and do not screenshot private messages for messages during conflict without explanation, and spreading
humiliation. private chats.

Online conflict is still real communication. A message can be saved, shared, misunderstood, or used outside the original
context. Before responding online, a learner should ask: Is my message clear? Is my tone likely to be misunderstood?
Am | making a private issue public? Am | reacting to an assumption?

A role play is useful because it lets learners practice conflict without forcing them to reveal private experiences. The
situation can be fictional, but the communication choices should be realistic. The goal is not simply to act dramatically.
The goal is to show how conflict escalates and how it can be repaired through better communication.

A strong role play usually has two movements. First, it shows the conflict becoming worse through assumption,
dismissive response, poor tone, interruption, public embarrassment, or careless advice. Second, it shows repair through
active listening, perspective-taking, checking questions, respectful language, culturally sensitive explanation, and a

Student reading material - reference guide Page 6



CONFLICT AND INTERCULTURAL DIALOGUE Effective Communication

clear next step or closure.

Conflict trigger The event or message that begins the tension.

Assumption A conclusion that one character makes before checking.

Different norm or A family, social, online, privacy, or communication difference that affects the conflict.

expectation

Escalation A weak response that worsens the conversation.

Repair A line or behavior that checks meaning, acknowledges perspective, and moves toward a next step.
Closure An agreement, boundary, apology, clarification, or respectful decision to continue later.

Five-Role Example: Delayed Replies

Partner A You did not reply the whole evening. | felt ignored.

Friend If they cared, they would have replied immediately.

Partner B That is unfair. My family does not allow phone use during dinner and chores.

Sibling That is true. At home, phones are kept away during family time.

Mediator So A felt ignored because there was no reply, while B had a family rule that limited phone use. Can both of you

agree on how to update each other next time?

The mediator's line is important because it does not choose a side too quickly. It names both perspectives and moves
the dialogue toward a practical agreement. The family rule is handled as context, not as something to mock.

10. Reflection After Conflict Dialogue

Learning from communication choices

Reflection helps students turn a performance or conversation into learning. A reflection should not only say that the role
play was good or that the group had fun. It should identify what communication choice helped or hurt the dialogue.
Strong reflection uses evidence from the actual words, tone, gesture, or structure used in the performance.

A useful reflection may explain one perspective recognized, one assumption checked, one strategy that reduced
misunderstanding, and one area for improvement. This kind of reflection shows that the student is not only remembering
the story of the role play, but also understanding the communication process behind it.

Weak reflection Stronger reflection
'Our role play was good, but we need to improve our acting.' 'Our role play improved when the mediator asked, Did you
This is too general and focuses only on performance. mean that the delayed reply felt disrespectful? This checked

the assumption and helped both characters explain their side.'

Reflection reminder

A strong reflection names the exact communication behavior, explains its effect, and gives a realistic next step. It should evaluate
one's own participation without inventing motives for groupmates.

11. Extended Examples for Review

Grade 11 situations
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The following examples show how the same ideas can appear in different Grade 11 situations. The important point is
not to memorize every line. The important point is to notice the pattern: identify the event, separate assumption from
fact, recognize perspective, use respectful language, and move toward repair.

Example A: Public Teasing

Situation A classmate jokes about another student's pronunciation during practice.

Escalation ‘Why are you offended? Everyone laughed.'

Better ‘I meant it as a joke, but | understand it embarrassed you. | will not joke about your speaking in front of others
response again.’

Concept Intent and impact; respectful repair; non-verbal and tone awareness.

Example B: Group Leadership

Situation A group leader changes the task division without confirming with members.

Escalation ‘Just follow it. | am the leader.’

Better '| changed the division because of the deadline, but | should have confirmed it. Can we check if the new parts are
response manageable?'

Concept Role, group dynamics, respectful leadership, topic control.

Example C: Online Privacy

Situation A student shares a screenshot of a private chat to prove a point.

Escalation ‘| only posted it because you denied what you said.’'

Better '| was frustrated, but | should not have made the private chat public. Let us discuss the issue without sharing
response screenshots.’

Concept Ethical communication, privacy, online behavior, conflict repair.

Example D: Family Norms

Situation One student cannot attend a weekend group meeting because of family responsibilities.

Escalation 'You always use family as an excuse.'

Better ‘| understand the group needs time to meet. | also have a family responsibility at that schedule. Can | contribute
response by sending my part earlier or joining online later?'

Concept Cultural or family context, perspective, option-focused response.

12. Key Terms

Student glossary

Conflict A disagreement, misunderstanding, tension, or competing need between people or groups.

Dialogue A conversation focused on understanding, clarification, and respectful response.
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Perspective A person's way of seeing or experiencing a situation.

Event What happened or what can be observed.

Interpretation What someone thinks an event means.

Assumption A conclusion made without enough checking or evidence.

Intent What a person meant to do or communicate.

Impact How the message or action affected another person.

Culture Shared or personal patterns of values, practices, language, family rules, social expectations, and

communication habits.

Cultural sensitivity Respectfully recognizing differences without stereotyping or mocking.

Conversation Strategies that help a conversation begin, continue, shift, and close properly.

management

Repair A communication move that reduces misunderstanding and helps the conversation move forward.
Respectful closure Ending or pausing a conversation in a way that recognizes what was said and what should happen next.
Reflection Thinking about communication choices using evidence to identify learning and improvement.

Final synthesis

Conflict and intercultural dialogue require more than speaking calmly. They require careful interpretation, awareness of
assumptions, respect for different perspectives, sensitivity to social and cultural norms, and the ability to repair weak responses. A
good communicator does not only ask, 'Who is right?' A good communicator also asks, ‘What happened, how was it understood,
what assumption needs checking, and what response can move the conversation forward?"

Student reading material - reference guide Page 9



