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Module One: Review Questions

1.) People often that conflict is

2.) Conflicts happen when

always negative.
a) Assume

b) Wish

C) Hope

d) Like

come to light?
a) People

b) Truth

c) Differences
d) Finances

3.) People can explore those differences, if

they are equipped with a conflict
__process.

a) Idea

b) Email

c) Resolution

d) Revolution

4) Differences can be used to _ina

more positive way.
a) Interact

b) Connect

¢) Dissect

d) Reject
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5.) Conflict can be defined as coming into a 3 S dsadllal e gl cay i (e (5
___ordisagreement. Al
a) Contusion s (i
b) Fruition e (<
c) Collision adlad (z
d) Division plasil (2
6.) Two sales representatives arguing over Al e daany (e Jsn (¥t Gl (o g3ia (e () (6
who gets the latest customer is an example f3ke e JUa o diee
of what? il dudld) (]
a) Friendly competition cr) e (@
b) Playful banter gl (z
c) Conflict pl syl (2
d) Respect
7.) Conflict can also be . : Ul g1l 6% O o8 (7
a) Healthy an
b) Happy S (@
C) Hearty Q) (z
d) Hyperbole Al (o
8.) The term conflict resolution simply means oS Al &1 3l o mllaias S (8
howyou__ conflicts. (Sl il
a) Enjoy gl (]
b) Start fag) (@
c¢) Solve d> (z
d) Translate Al (3
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10.)

_________isaprocess to resolve
differences, conducted by an impartial
third party.

a) Quitting

b) Forfeiting

c) Mediation

d) Motivation

A situation where the conflict is in
the open is an example of

a) Hidden Conflict
b) Apparent Conflict
c) Dispute Resolution
d) Transcendence
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Module Two: Review Questions P Baa gl) A2l s

1) Thereare ___ widely accepted styles Jat gl s @i e A sie Jalai] duia (1
of resolving conflicts. el 53l
a) One aly (i
b) Three A8 (<
c) Five m (z
d) Four i)l (2

2.) With the ____approach, the da kil G skl Jeay ¢ ze e (2
parties work together to develop a win-win Lol 48 o
solution. osad (i
a) Collaborating 3 paleall (2
b) Contemporary kel (z
c) Conflicting gress (2

d) Comical

3.) The Collaborating Approach promotes

Oom Sl zel) (3

asall (i
a) Assertiveness Cagie Jad o) (&
b) Backlash JsN (7
c) Laziness sabadl (2
d) Happiness

4.) The Collaborating Approach is appropriate

when the situation is not

sl 058 Y Laxie Llia oy ladll gl 00550 (4

i
a) Yours ala (e
b) Important dale (¢
c) Urgent gosra (2

d) Necessary
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5) With a approach, the g oliall padil) 2% ¢ cees (5
person in conflict takes a firm stand. Lol s
a) Collaborative sl
b) Competitive Al (o
c) Complacent LaJl (¢
d) Complimentary G (2

6.) The Competitive Approach is appropriate
whenan ___ decision needs to be

made.

a) Unpopular

b) Enjoyable

c) Enigmatic

d) Unstoppable

approach, each person

in the conflict gives up something that

contributes towards the conflict resolution.

a) Complimentary
b) Compromising
c) Contemporary
d) Collaborative

8.) This style is appropriate when a decision
needs to be made _ rather than
later.

a) Quicker
b) Sooner
c) Slower

d) Later
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9.) Compromising is appropriate when g Bl slsall 08 e ) puall & O o 9

between people in the conflict is equal. (o885 e ) Ll gy

a) Coincidences Gaall (I

b) Similarities il as ol (@

c) Power sl (z

d) Drama Lol (2
10.) The__ styleisone of the Sle i da adlad ST s bty (10
most passive conflict resolution styles. Al

a) Collaborative Sisas (I

b) Accommodating Gl (o

c) Aggressive Wlse (z

SESPUNE

d) Committed
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Module Three: Review Questions

1.) When people are involved in a conflict,
there is typically alotof _____ energy.
a) Negative
b) Positive
c) Productive
d) Manipulative

2.) Which of these are examples of some of
the emotions felt during a conflict?
a) Elation, motivation, determination
b) Disappointment, frustration, anger
c) Relaxation, infestation, adulation

d) Rationalization, frustration, maturation

3.) What do we need to establish in order to
turn negative energy around?
a) Ground rules
b) Heightened awareness
c) Positive atmosphere
d) Rapport

4.) What is the first crucial buy-in step to
resolving conflict?
a) An all-expense paid trip
b) Agreement from both parties
c) A fast turnaround
d) A happy place
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5.) Once participants have agreed to resolve peall 0o 13 da e (S i) Al se 3 2a (S
the conflict, it's important to any Adu el gl
negative emotions. hall (g jai
a) Jeopardize (@
b) Neutralize sy (¢
¢) Oxidize oall (s
d) Canonize
6.) Participantsneedto ___ and work A e daadl S oSOl Zlsy (6
through the feelings associated with the el Ayl e lid
conflict. ouiis (I
a) Vent Ay (@
b) Cry e (2
c) Walk deadl (2
d) Work
7.) Accept that you have negative feelings and - seliall oda oy Al jelie el o Ji (7
that these feelings are G (I
a) Ridiculous b e (@
b) Abnormal gle (z
c¢) Normal oo (2
d) Justified
8. provide a framework for peel 3 dad Gl dee ) i (8
people to resolve their conflict. Oila sl S (]
a) Employee bonuses =R ]JVS 1
b) Ground rules Jadl class (7
c) Sparring techniques e D) sl (o

d) Manipulative tactics
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e-Learning

The

mentor, not a judge or supreme ruler.

_______roleis that of a guide and
a) Coworker's

b) Distributor's

) Mediator's

) Manipulator's

o O

One example of a ground rule is:
a) All parties will avoid each other at all
costs.
b) Parties will listen to each other’s
statements fully before responding.
c) Everyone will speak in unison.
d) All parties will agree that there is no
hope.
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Module Four: Review Questions “day) 1) 3aa gl Azl se

1) Mutual _____is our preferred outcome e (Y Aliadal) L g Jaliall (1
for any conflict. agdll (i
a) Understanding Y (@
b) Disdain sl (z
c) Gain AV (e
d) Pain
2.) Creating mutual understanding can lay the sy O Sy Jaliall aaliil) sla (2
for a win-win solution. el 4 o dal
a) Groundwork sl
b) Feelings seladl (o
c) Suffering sbladl (7
d) Answers A C
3.) You can create two versions of your A Aaad il Clalis¥l gl Oe (it oLl iy (3
personal needs statement: your ideal Al Ay ol
resolutionandyour___ resolution. Al (i
a) Futuristic & (@
b) Fantastic s (¢
c) Realistic bl (2
d) Simplistic
4.) Break down your statement into wants and sale ) by ad (4
— s
a) Shoulds claliay (o
b) Needs @l LY (z
c) Frames Pl (2
d) Crimes
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6.)

1)

8.)

___ whatthe person that you are
in conflict with wants.

a) ldentify

b) Simplify

c) Amplify

d) Deny

Once you have identified the wants and
needs of both sides, look for areas of

a) Improvement

b) Disagreement

c) Overlap

d) Frustration

Try to frame what someone wants
a) Stylistically

b) Positively

c) Artistically

d) Inconsequentially

Which is an example of a framing
question?

a) What size picture do you have?

b) What room would you like to decorate?
¢) What does my opponent need?

d) Why is none of this important to me?
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9.) Breaking down what your opponent wants

10.)

and needs will give you some
room.

a) Spare

b) Bargaining

¢) More

d) Stylish

In conflict resolution, your goal
should be a

for everyone.
a) Funtime

b) Bold move

¢) Win-win

d) Bargaining chip
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Module Five: Review Questions rdowsaldl) Bas gl dza) pa
1) A good time to find common ground is 9 AS jida @bjsiéﬂf Caliall B (1
___ the conflict begins. &) pall oy
a) After ay
b) Before Ji (<
c) When s (@
d) Why Bl (2

2.) You should continue to try to find common 4 J sk 48 jida Al alag) Al A el o g (2

ground throughout the entire conflict LeleSl 53l
_____ process. da (]
a) Resolution LY (o
b) Discovery bl (z
c) Employment el (o
d) Disagreement
3.) There are many other emotions dasi yall (5 AY) elidl e el s (3
associated with conflict. gl omall
a) Positive iay (i
b) Dynamic Sl (@
c) Negative Wld (¢
d) Imaginative aelay) (2
4) Positive will build goodwill. Al Ll il (S 8 gas AlaY) (4
a) Gestures el (i
b) Emotions Cadal gall (o
) Attributes il (
d) People ol (2
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5.) You want to shift from being two people in Oradd N ) 3 B padd i€ e Jsaill i il (5

conflict to being two people _ to Lo A8 s
solve a problem. ol (i
a) Hoping OY s (<
b) Trying e (2
c) Working ey (2
d) Wishing
6.) Conflict often results in negative feelings e dple jelia gl pall e min L Gl (6
like: Al gaall s Al (1
a) Passive and aggressive il il (o
b) Aggravating and excavating ¥l da s sl (2
c) Anger and disappointment palidlly sliall (2
d) Marital and bliss
7.) Conflict will be much easier to resolve if tde 1538 CuS 1) S el #1530 da o sSas (7
you are able to: ke 8 ) Al 28 Jygas (I
a) Turn negative energy into positive Uil e Jul oy (@
energy @by e elld e Lﬁi G oY (7
b) Throw money at the problem Leadlal dalall (& Gl ge allal (3
c) Pretend none of it ever happened
d) Ask a genie in a bottle to fix it
8.) You have two basic options to consider. fan Lo Lagd Lhaill b o) jla ebal (8

What are they?

I Y as g5 sl ASEa in (1

a) Avoid the problem or head for the hills a8l 53 oS dlaas dlu Gl (@
Ak g dlag) ol ) ae Jalail) AT i (e bl (7
a positive influence EEERES

SVl sl Ayl (o

b) Match your adversary's demeanor or be

c) Tell someone else to deal with it or find
a new job
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9)

10.)

d) Give in or give up

Try to keep ___outofyour

statements.
a) Politeness
b) Emotions
c) Conflict

d) Reason

Invite the other person to:
Have dinner at the local diner

g2

Step into your office

@)
~—

Step into your shoes

2

Eat a light lunch

REICH T EN ) Jsls (9

Y (\
il ol (<
el (¢
ol (2

() A Gt sen S (10
laall sLiall b sliall Jols (|
e A 3l (<
s Y skl (g
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Module Six; Review Questions

1)

2.)

Building a positive foundation and
gathering information are steps to
resolving conflict.

a) Vengeful

b) Key

c) Futile

d) Restless

Once the groundwork has been laid, it's
important to look atthe __ causes of
the conflict.

a) Main

b) Possible

¢) Root

d) Common

__Investigation involves
continuously asking “Why?" to get to the
root of the problem.

a) Simple

b) Verbal

c¢) Continual

d) Legal

_____ to the wording of the root
cause is important, too.

a) Attention

b) Money

c¢) Forward

dal @l shad

sdudld) Bas gl) daal sa

Cila slaall pen 5 (ol Gl ol

) Al

Ayl (i

da (<
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Sl (2
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d) Back

5.) Watch out for vague __ . Aadal Oe il (5
a) Verbs Judy (i
b) Tones Clarill (o
) Explanations Gl (7
d) Promises el (2

6.) Another way of examining root causes is to

Lbade ol 4 diall Gl pasdl ATk (6

Create a ____diagram.

a) Venn ob
b) Cause Iy
c) Fishbone Sandl JS (2
d) Working Jeadl (2

7) __isakey conceptin conflict e 15 da (A o) o sede b (7

resolution. il (]
a) Anger Ol (@
b) Forgiveness JbeY (z
c) Meltdown e (o

d) Irritation

8.) Successful conflict resolution should give

= osl) Gy (S Ll g il malil) Jall iy o oy (8

the participants some feeling of Apalllona Jss

over the issue. aull (i
a) Remorse Ll («
b) Indignation s (2
¢) Closure el

d) Hopelessness
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9.) Effective conflict resolution digs deep into e S (G adSig g ¢ Lladll (8 Gaay ¢ 15300 Jladll s (9

the issues often exploring unfamiliar A deloeciiglle e ghle gl
territory, to the core conflict and DS Gn AL ey gl
prevent the problem from reoccurring. da
a) Resolve Gy (@
b) Recoup ‘f:b“z‘n (z
¢) Recover Rl (2
d) Remit
10.) Asking the right questions helps s3aY) s e S el se by Aapaiall ALY 25k (10
participants put things into perspective and plladall gaimp Sl S L lebai
___ whether or not the conflict is truly 3
worth resolving. ai (0
a) Evaluates & (<
b) Negates > (e
dady (2

C) Appreciates
d) Separates
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Module Seven: Review Questions sAaludl 3aa gl) daal e

1.) Once you have a good handle on the gl ol 388 ¢ g )l saia Aadlae el 0 oS O 2 e (1

conflict, it's time for the parties to start Jalh @l (s s b3
___some options for resolution. sy

a) Denying sl (@

b) Generating GAd (z

c) Fabricating Juadl (3

d) Celebrating

2.) At the beginning, you should generate, not ouls ¢ A5 ol g Al (2

— g
a) Extricate dali (2
b) Contemplate axill (z
c) Evaluate Seaadll (o
d) Motivate
3.) It's very importantto not _____ yourself A paddll o eluds (g Vi3 agadl 00 (3
or the person with whom you are having Axe gl
the conflict. s
a) Censor Gl (o
b) Anger Julsll (=
c) Belittle B e dai (o
d) Demean

4.) Record all possible ideas into a list or e a5l AwilE 8 Al JSEY) S Jas (4

diagram.
a) Venn os
b) Brainstorming A Caasll (o
¢) Large »S (z
d) Quantum (s

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a

19



4 nn o
Mseeyat
cademy

Optimizing e-Learning

5.) You can create a cause and effect DSEY) Jaaal Aaii g s oL liSay (5
__ torecord ideas for resolution. elal
a) Journal dadll (]
b) Article salall (o
c) Diagram habadl sl (2
d) Diatribe slthall (s

6) The____ energy will build as you and W (il 5 il fag Lasie e (o
the person you're in conflict with start to LA 8 (B dna g e
generate options. sl (
a) Positive Ay
b) Negative S & (2
) Superlative el (3

d) Interrogative

7)) Once you have a good list of options, look e 3553 Gl ¢ Gl Lall (e sam 4l el sias 3 jaay (7

over the list, and perform some basic Al wan ol aks By ¢ Al
S ag (i
a) Trust G ) (@
b) Moves il (z
¢) Evaluation shaa¥l (2
d) Statistics
8.) Cross off options that are an absolute e g dillas ol Al @l el i (8
__ for either party. skl
a) Request Qb (@
b) No-go axi Y (@
c) Nuisance gl (z
d) Must Al (8
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9.) Highlight options that provide _ Lkl 2 D5 A @l el Sual 8 (9
for both parties. (i
a) Gains Slaall (@
b) Losses O3 (z
c) Winners BUFTNNE
d) Prizes
10.) For  conflicts, three to five Aad ) 4D e cle) Al dadlly (10
options is usually sufficient. AAS ks o555 L Bale
a) Large s
b) Radical Al (@
c) Simple baw (z
d) Extreme okl (2
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Module Eight: Review Questions

1.) Once the possible solutions are laid out, it's

time to move on to choosing a solution
and laying the groundwork for a

a) Resignation

b) Revelation

c) Resolution

d) Revolution

2.) The next step is creating to

3.) Criteria should

evaluate any options you may have.
a) Criteria

b) Chromosomes

c) Critical

d) Craftiness

what you want
and do not want from the solution.

a) Explain

b) Educate

c) Explore

d) Exclaim

4)Youcanalso___ your criteria by

what's necessary to have and what you'd
like to have.

a) Eliminate

b) Investigate

c) Prioritize

-ALall) Bas gl dxal ya

Dl ) JEl i ) gl ¢ ASaall Jslal) aums e (1

@l gl apil

) e ey i Y 50 5 L

S

Alaiay) (i

S o Al 35kl (2
lal 585 8

el (1

Gl g 90 9 S (o

Sl (a
Aall (2

onbed) G s (3

L“g_)}_)mﬁuk_\u;éﬁun

S
. el (‘._1

i (z
tr= (2

Ll iy (4

o i Lag

cladll (\
Gadll (o
Y s (7
Jiagdll (2
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d) Marginalize

5)___ anyitems on the list you'd be Ml e (585 38 Aailall (3 jealic (5
willing to make a compromise with. e By s ol
a) Conceptualize ot (I
b) ldentify 2 (@
c) Trivialize Lpaal e 8 (2
d) Baptize e (3

6.) The _____ approach is for each party to Gl oy il JS 230 ) s csll o) (6
take a few minutes to write down their Ao yone LY ol Sl qany s Boe oaing o ¢ A0l 0 e (5
individual criteria, and then come together olell On Rt
and combine the lists to create a final set Jady) (I
of criteria. U{W (=
a) Best oY (7
b) Worst s (0
C) Last
d) Final

7.) It's also important that the wants and Okl DS claliial g cile 5 (685 o Wl agall e (7
needs of both parties be
a) Ignored Lelalas iy (]
b) Respected pad (o
¢) Criminalized e (z
d) Dramatized Ll (2

8.) Before creating criteria, you should Y O e ¢ ylad) mny JS (8
first. Jsi (i
a) Eat Gl (o
b) Agree @ ol (2
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10.)

C) Brainstorm dalay (2
d) Argue
9) __anysolutions that don't match the ¢ &5 pall ulaall g Gl Y Jola ‘ (9

must-have criteria that you and your S 0 il g

partner Identified. sl (i

a) Eliminate sladll (o

b) Eradicate A (e

C) Eject clagl (2

d) Elect
The last step should be your : ella a5 ,aY 3 5hadll < ol gy (10
___solution. Sl (i

a) Final iyl (o

b) Worst = (2

c¢) Combined ol (a

d) Desperate

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a

24



4 nn o
Mseeyat
cademy

Optimizing e-Learning

Module Nine: Review Questions

1.) How many phases of conflict resolution are

there?

a) Too many
b) Six

) Ten

d) Twelve

0

2.) Which phase involves creating an effective

atmosphere?
a) One

3.) Phase Two states that you must create a

___ understanding.
a) Sensitive
b) Mutual
c) Tactical

d) Practical

4.) In Phase Two you must ___

your wants and needs.
a) Quickly
b) Never
c) Rarely
d) Always

evaluate

sdalil) Sas gl daal e

5253 gall &1 530 da dal pe 230 oS (1
s i (I
ke (e
e (2

fdld n A o gshii Al Al el AL (2
al g (i
v (@

s Y (z
Galall (a

anlii oL elle Gy ail e 4l Als el (e (3

s (I
Jaadl (=
S (2
el (2

Slle o ¢ Al Aa Ll 5 (4
Silalial

de (I
\J:\i («_1

| yal (G
Laila (J
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5.) Phase Three focuses on individual and AS yidall g 4l e Al A Hall S 5 (5
shared claliayl (i
a) Needs 2 (@
b) Wants <lwl (7
c) Goals Lilaa (2
d) Wallets
6.) It's important that you choose the right aaall LS ) agall e (6
- @l ghall (i
a) Steps i (o
b) Partner b (z
c) Job oA (2
d) Exit
7)Havea__ plan in case your L et e Ala 8 bt o (7
approach doesn't work. byl ad (i
a) Backup Jeaia (w2
b) Detailed s (z
) Weak dashll sadll e (o
d) Long-term
8.) Make sureyour ____ has something to A Lo 4l &y Lalaldl ol o St (8
offer. e
a) Company Jall (<
b) Solution 3,80 (z
c) Revolution cuall QLS (2

d) Pocketbook
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9.) What you suspect is the root cause of the

10.)

conflict, could just be a __

issue.

oo e

Symptom
Lost cause
Ploy
Trick

Tryto__
Be
Create
Identify
Exaggerate

__the real issue.

- of a larger

JHOQOTM‘&‘M@J&\(J} “4_'1‘@ ..-:~..LQ (9

gaje (|
G (@

A (2

dcaa (a

idall AL

oS
GBS (@

all(a

g
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Module Ten: Review Questions 15 ydilad) 3aa o) Azl ya
1) Dealingwith ___ can be hard on the Jiall o L ae Jaladll (58 8 (1
mind and the body. el

a) Conflict gyl (I

b) Success il (<

c) Weekends g sl s wOae (g

d) Agreement SV (2

2) Beingwell ___ with some stress and il 5 )3 van g 0S5 ol (2
anger management techniques can help Lala 2l e dhaely o (S caaills
you stay calm. e (I
a) Medicated D (@

b) Managed = (2
c) Equipped plte (3
d) Taught

3.) Nothing will be when parties are Belivue Lol HlaY) () oS5 Laic oS e Y (I%
upset or angry. Apale
a) Done syl (I
b) Solved Jslaa (&
¢) Heard S (z
d) Taken Ak (2

4)Deep_____ has beneficial mental, and Suie L g ddlic T4l Gaeal) (4
physical effects. sl (i
a) Breathing Sl (e
b) Thinking 8l (z
¢) Scrubbing cadatll (o
d) Cleaning
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5) ____thoughts can help you stay calm. 53l ol 3l e dlaels o (K Jséi (5
a) Fleeting e (
b) Coping ) (s
C) Rationalizing sud (z
d) Deprecating oSy (o
6.) Make sure to take __ often. A8 Jski e S (6
a) Breaks Glal yial (0
b) Snacks dddd s g (@
c) Sips clas ) (z
d) Office supplies sl a5l (o
7.) If the person you are in conflict with ¢ 4xa (i (sA) Gl Sl mual 1Y) (7

Aal ) (e dand 330 e 4nad

becomes , encourage them to
take a break. T
a) Annoying sible (o
b) Emotional dsie (z
c) Agreeable Sxe (2
d) Hateful
8)The ___ Frame can be used in any g oAl e ol DBY) sl (Se (8
situation to explain your viewpoint in an S g ilan) (93 ¢ Ayl it Al Ay sy 5B den
assertive, non-confrontational way, without gy (i
watering your position down. ey (@
a) Agreement s (¢
b) Annulment gl (2

C) Appropriate
d) Apologetic
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9.) Which is not a form that The Agreement ‘The Agreement Frame o35 ¥ sall JS30 58 L (9
Frame takes? L3 ul
a) | appreciate il (@
b) | respect el Ul (2
c) | forbid sl
d) | agree
10.) When possible use the five __ or the gl H 5l dadl) sl ¢ glSay) e (10
H to ask a question. I (i
a) Why's s (@
b) W's o (e
c) Where's o
d) Who's
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