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Introduction: 
A Personal View 

Curiosity has always guided me. From an early age, I found myself asking 
questions about the world, about people, and especially about what drives 
conflict. What makes two individuals, once so connected, suddenly become 
adversaries? What fuels the intensity of a dispute, and more importantly, what 
allows it to resolve? These questions led me into the field of conflict resolution, 
but the journey has been anything but straightforward. 

One of the pivotal moments in my career occurred during a particularly 
emotional divorce and child custody case. Both parties were educated and 
professional, yet something about this conflict felt different from the moment 
they began to speak. Their communication had a rhythm and openness that I 
hadn’t encountered in other mediations. As a mediator, I was accustomed to 
hearing frustrations boil over, but in this case, I noticed something more 
profound taking place: both parties were listening. 

They didn’t speak at each other but with one another. They asked genuine 
questions, listened without interruption, and allowed space for reflection. This 
wasn’t just a conversation about legal rights or financial settlements; it was an 
exchange of possibilities filled with empathy. It was in those moments that 
something remarkable happened—a turning point. The dialogue shifted from 
conflict to collaboration, from defending positions to exploring solutions. 

What made this possible? It wasn’t the nature of the dispute; it was the 
quality of communication between the parties. This experience marked a 
turning point not just in their mediation but in my understanding of conflict 
resolution. 

That experience left me with a critical insight: conflicts, at their core, are 
rarely about the issues we argue about on the surface. They are often driven by 
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deeper emotions—fear, insecurity, or the need for recognition. This realization 
shaped the foundation of my work. Conflicts may arise over money, power, or 
time, but at the heart of every dispute lies a complex web of emotions that, when 
understood and acknowledged, can lead to resolution. 

I started paying closer attention to the nuances of communication. In one 
particularly intense mediation between two department heads, I saw how 
entrenched their positions were, both believing the other was sabotaging their 
efforts. The project they worked on was on the verge of collapse. Tension filled 
the room as they lobbed accusations back and forth. After hours of going in 
circles, one of them finally asked, “What are you really worried about here?” 

That single question shifted the entire conversation. The other party 
admitted that her real fear was that her team’s hard work would be 
overshadowed, and that fear had driven her defensive behavior. What had 
appeared to be sabotage was, in reality, anxiety and a longing for recognition. 
That acknowledgment of fear became the first step toward resolution. 

This is what I refer to as a turning point. Turning points are moments when 
the emotional and psychological dynamics of a conflict shift, allowing the 
parties involved to move beyond the surface-level dispute. As I continued my 
work, I began to see these turning points more clearly and how they could be 
guided through specific behaviors. This became the foundation of my conflict 
resolution philosophy and, ultimately, this book. 

At the heart of effective conflict resolution is a sequence of behaviors I call 
the AER model: Acknowledging, Engaging, and Revealing. These three 
behaviors create the conditions necessary for resolution, and when followed in 
this order, they lead to what I refer to as the Point of Win-Win (POWW), where 
both parties find mutual benefit and satisfaction. 

Acknowledging is the first step. It involves recognizing and validating the 
emotions, concerns, and perspectives of the other party. This is essential 
because, without acknowledgment, emotions remain high, and parties stay 
entrenched in their positions. In my experience, people cannot truly engage in 
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problem-solving until they feel that their emotions have been understood. 
Acknowledging reduces defensiveness and opens the door to genuine dialogue. 

Next comes Engaging. Once both parties have been acknowledged, it’s time 
to dig deeper into their needs and interests. Engaging involves asking 
thoughtful questions, exploring what lies beneath their stated positions, and 
fostering a problem-solving atmosphere. The goal here is not to win the 
argument but to understand what the other person truly needs. When we 
engage at this level, new possibilities for resolution emerge that were not visible 
before. 

Finally, there is Revealing. This step involves being open and vulnerable, 
sharing your own feelings, motivations, and concerns. It’s essential that 
Revealing happens after Acknowledging and Engaging because, if done too 
soon, it can feel manipulative or defensive. But when done at the right moment, 
revealing allows for mutual vulnerability, deepening trust and connection. 

The AER model works because it follows the natural emotional arc of 
conflict resolution. It begins by addressing emotions, moves into problem-
solving, and culminates in openness. It’s this sequence that allows conflicts to 
shift from destructive to constructive. 

In this book, you will journey through real-life stories of conflict, moments 
of breakthrough, and practical techniques you can apply in your own life. 
Whether you’re facing challenges at work, struggling with personal 
relationships, or simply curious about how to communicate more effectively, 
this book offers a framework for resolving disputes constructively. 

Each chapter will dive deep into the different aspects of conflict resolution, 
with particular emphasis on Acknowledging, Engaging, and Revealing 
behaviors. These behaviors serve as the foundation for creating turning 
points—those pivotal moments where conflicts shift from adversarial to 
collaborative. By mastering these behaviors, you can facilitate turning points 
that lead to resolution in even the most entrenched conflicts. 
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You will learn about key techniques like active listening, where you focus 
entirely on the other person’s words and emotions, allowing them to feel truly 
heard. We’ll explore reframing, a method for shifting the perspective of a 
conflict so that both parties can see it in a new light. We’ll also look at emotional 
regulation, where you learn to manage your own emotional responses to stay 
calm and focused, even in high-stakes disagreements. 

But this book is not just about techniques—it’s about seeing conflict in a 
new way. When you understand the emotional undercurrents driving conflict, 
and when you learn to use the AER model effectively, you can create turning 
points that lead to transformation, not just resolution. 

By the end of this book, you won’t just understand why certain 
communication styles work—you’ll be equipped with the tools to apply them. 
You’ll learn how to navigate conflicts at work, improve personal relationships, 
and mediate for others. And most importantly, you’ll understand how to move 
conflicts toward the Point of Win-Win, where both parties feel satisfied with the 
outcome. 

Tools for Personal and Professional Growth 
In addition to understanding the emotional and psychological dynamics of 

conflict, this book introduces practical tools that will help you apply these 
insights to real-life situations. The Conflict Management Preference Assessment 
(CMPA)© allows you to assess your natural conflict management style, while 
the Conflict Turning Point Questionnaire (CTPQ©) will help you recognize and 
manage turning points in conflict situations. These tools offer a structured way 
to reflect on your conflict resolution approach, helping you become more 
effective both in personal and professional settings. 

The SIMPLE Philosophy 
As we progress through the book, youʹll also encounter the SIMPLE 

Philosophy—a six-step method designed to resolve conflicts by focusing on the 
underlying interests of both parties, fostering collaboration, and creating 
sustainable resolutions. This philosophy is designed to be flexible, allowing it 
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to apply to a wide variety of conflict scenarios, from workplace disputes to 
family disagreements. The SIMPLE Philosophy will provide you with a clear 
roadmap to navigating even the most complex conflicts. 

Understanding and Applying Turning Points 
Throughout the book, turning point behaviors—Acknowledging, 

Engaging, and Revealing—are explored in diverse scenarios, giving you a 
comprehensive understanding of how these behaviors can transform conflicts. 
Whether youʹre navigating a workplace disagreement, a family dispute, or even 
a personal internal conflict, these behaviors create opportunities for resolution. 
Youʹll see practical examples and case studies of how turning point behaviors 
have been used to shift conflicts from adversarial to collaborative, enabling both 
parties to reach a mutually satisfying resolution. 

What Conflict Breakthrough Will Offer 
This book is more than just a guide for resolving conflicts; it is a 

comprehensive toolkit for understanding, managing, and transforming conflict. 
Whether youʹre a mediation practitioner, a manager, or someone simply 
looking to improve your conflict resolution skills, you will find value in the 
principles and tools provided. Through real-life stories, practical techniques, 
and step-by-step processes, *Conflict Breakthrough* will equip you with the 
skills needed to navigate difficult conversations, resolve disputes, and build 
stronger relationships. 

This book offers more than just strategies for conflict resolution. It provides 
a deep dive into the psychology of conflict, revealing how emotions drive 
behavior and how communication can either exacerbate or resolve tensions. 
Through stories, practical examples, and exercises, you’ll gain the tools to 
handle even the most difficult conversations. 

By the end of this journey, you’ll understand how to use the turning point 
behaviors (Acknowledging, Engaging, Revealing), the CMPA, and the CTPQ to 
master conflict resolution in various settings. Whether you’re working in a 
professional environment or resolving personal conflicts, this book offers the 
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strategies and insights necessary to move conflicts toward resolution and 
transformation. 

By the end of this journey, my hope is that you’ll see conflict not as 
something to be feared but as an opportunity for growth. Conflict, when 
handled with care, can lead to deeper understanding, stronger relationships, 
and more satisfying outcomes for everyone involved 

Wishing you the best and most productive and peaceful outcomes. 

Orlando E. Blake, PhD 
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