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EFFECTIVE COMMUNICATION 

Worksheet B: Conflict Resolution
1. Complete the texts using the words given.

Experts say that communication can be divided into three styles. In __________________ communication, the 

person doesn’t often get what they want because they often give in and say yes to things they don’t really want. 

They often do this to make other people like them but the opposite often happens and people think they are 

‘easy’ or ‘soft’. In __________________ communication, you have more power over the other person, but it’s a 

form of bullying, which leaves the other person feeling used. Yes, you might get what you want but it’s no way 

to build a lasting relationship. With __________________ communication, you clearly and firmly say what you 

want, so that the other person understands perfectly. Some people find this difficult to do but experts agree that 

it is the best method.

aggressive / assertive / passive

I sometimes wonder if anyone has got colleagues like mine. I’ve got two teammates – one junior and one senior. 

When I was first employed, the junior one was really __________________. Whatever I said, he seemed to say 

the opposite, as if he was always looking for a fight. My senior colleague was OK but he never really thought 

much of my opinion. He was often, saying things like, “What do you know about it? You’re new here”. I’ve got 

a PA too. She is the __________________ one, always trying to keep the peace between us and getting us to see 

things from the other person’s point of view. Sometimes it works, but there are a lot of disagreements!

tactful / argumentative / patronising

Anyone will tell you that relationships sometimes need hard work if they’re going to succeed. Sometimes you 

need to be __________________ with the other person, such as when they’re behaving strangely or doing 

something that annoys you. You also have to be __________________ when the other person has a problem 

 – after all, wouldn’t you want them to listen to your problems? But there are many other ways that we behave 

in a relationship. For example, we can be __________________ if we want to do something but the other person 

doesn’t. It’s all about give and take. Relationships are rarely perfect, but we can make them work.

persuasive / sympathetic / patient

2. Look at the situations below and, using the words from exercise 1, describe the reaction.

1. In a meeting, a colleague says something rude to you. You are really angry but you count to ten in your head 
and avoid saying something that you might regret later.

2. A colleague asks you to do something that you really haven’t got time to do. You agree to do it because you 
want them to like you.

3. You get a phone call from a friend while you are studying. You say, “I told you not to phone me today! I can’t 
talk to you – I’m studying!” and put the phone down.
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EFFECTIVE COMMUNICATION: Role play activity

Role play. In groups of three or four, act out the following situations.

1. You are the owners of a company which is going through a difficult time. You have decided that the 
only way for the company to survive is to make one of your managers redundant (his/her role will be 
played by your teacher or another student). This person has worked with you for many years and you 
are all friends. Decide:

• what sort of tone you will use when speaking to him/her

• how you are going to break the news to him/her

• who is going to say what

• what you can say to help ‘soften the blow’

Now act out the situation. Afterwards, discuss how well (or badly) you dealt with it.

2. You are all members of the same group (you decide – it could be a sports group or an organising 
committee for a party, for example). You want to ask another member (your teacher or another 
student) to take on some extra responsibilities. Decide:

• what you are going to ask the other person to do

• why you can’t do it yourselves

• why the other person should do it

• how you are going to persuade the other person to do it

• the advantages of the other person doing it

Now act out the situation. Afterwards, discuss how well (or badly) you dealt with it.

3. You are a group of friends. Another friend (your teacher or another student) has been behaving 
strangely recently. He/ She has done and said some things that you didn’t like (you decide what they 
are). You are worried about your friend, and a little annoyed. Decide:

• what sort of tone you will use when speaking to him/her

• how you are going introduce the subject

• who is going to say what (each person should give an example of the bad behaviour)

• what you are going to ask your friend to do

• why your friend should do it

Now act out the situation. Afterwards, discuss how well (or badly) you dealt with it.
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