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Introduction  
 
As a leader and manager of project teams comprised of stakeholders from a variety 
of backgrounds with often conflicting priorities and agendas, I was intrigued by 
“Conflict First Aid How to Stop Personality Clashes and Disputes from Damaging 
You or Your Organization” as a possible source of tools and techniques for 
managing the personality conflicts that often occur and potentially create risks to 
project and/or organization objectives if they persist. 
 
Nancy Radford's book provides excellent examples of how to effectively manage 
disputes and personality clashes before they get out of control and damage 
organizations and relationships.  Nancy uses a detailed, structured process that 
helps you to understand and empathize with antagonists, provides tools and tactics 
for understanding motives, triggers, and communication styles, and methods for 
handling the inevitable difficult conversations and falling outs. The book consists of 
12 well-written chapters that examine Understanding Conflict, Controlling Emotions, 
deciding whether to Speak up or Remain Silent in the face of conflict, managing 
conflict when it occurs (Getting Ready to Take the Plunge"), Difficult Conversations, 
Improving Communication, Ambushes and Problems, refereeing ("When Good 
People Fall Out"), and Prevention.  The final chapter is a source of useful tools and 
techniques. 
 

Overview of Book’s Structure 
 
Conflict First Aid is a well-written and structured guide that shows the reader how to 
handle the unavoidable conflicts, disputes, and personality clashes that occur among 
individuals within a project team or organization. 
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As a specialist in early conflict resolution and civil and commercial mediation, Nancy 
draws from her experiences and includes real-world examples and case-study 
excerpts. Nancy provides real-world examples and stresses the importance of 
listening carefully, fairness, and empathy.  She provides useful tools (often delivered 
as acronyms), quotes from luminaries, and practical exercises Each chapter ends 
with a short "Check Understanding" section to remind the reader of the major points 
covered. 
 
Highlights 
 
Leading a project team involves not only managing stakeholders' expectations of a 
project's deliverables but also managing stakeholders' interpersonal relationships. 
When a team is comprised of individuals with diverse backgrounds, priorities, and 
agendas, conflict and personality clashes are sometimes inevitable. The ability to 
manage conflict and personality clashes before they become serious risks to 
relationships and business objectives in a calm, fair, and effective manner is a critical 
skill. 
 
Highlights: What I liked! 
 
Nancy has taken time to explain the causes and costs of conflict and the effect of the 
flight/fight response on one's thought processes. She takes the reader through steps 
to control your emotions, empathize with others, know when to speak up or remain 
silent; when and how to have the difficult conversations, how to handle "ambushes" 
and "blindsiding", how to avoid taking sides, improving communications, how to 
hopefully prevent a clash, how to say "yes" and "no", and how to leverage lessons 
learned. She provides useful acronyms, examples, and case studies that make the 
subject interesting and easy to understand. The final "Resources" chapter is a trove 
of useful conflict management tools and techniques. My copy is well-marked and 
highlighted for future reference. 
 
Who might benefit from the Book? 
 
Anyone who leads in any capacity would will benefit from this book. The book is 
targeted to managers; however, anyone who works in a team environment can 
benefit from the conflict management tools and techniques provided in this book, 
especially the Resources provided in the last chapter 
 
Conclusion 
 

“Conflict First Aid How to Stop Personality Clashes and Disputes from Damaging 
You or Your Organization” is a motivational and useful book. It helps you understand 
the causes of conflict, step back and think through personality clashes, empathize 
with participants, be fair, act when necessary, and prevent conflict when possible. It 
provides useful tools for leading people and projects. The acronyms, inspirational 
quotes, examples, case studies, and the tools and techniques in the "Resources" 
provide a useful handbook for a project manager. 
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For more about this book, go to: http://www.businessexpertpress.com/books/conflict-first-aid-
how-to-stop-personality-clashes-and-disputes-from-damaging-you-or-your-organization/  
 
Editor’s note:  This book review was the result of a partnership between the publisher, PM 
World and the PMI Silver Spring Chapter. Authors and publishers provide the books to PM 
World; books are delivered to the PMI Silver Spring Chapter, where they are offered free to 
PMI members to review; book reviews are published in the PM World Journal and PM World 
Library.  PMI Silver Spring Chapter members can keep the books as well as claim PDUs for 
PMP recertification when their reviews are published.  Chapter members are generally mid-
career professionals, the audience for most project management books.  If you are an author 
or publisher of a project management-related book, and would like the book reviewed 
through this program, please contact editor@pmworldjournal.net. 
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