
Conflict to 
Collaboration



Jennifer Weichel, MPA, CVA 

• Professional with 32 years of experience

•Volunteer Specialist 

•Wife, Mom, Nana, Volunteer, Quilter



How do you feel 
when you need to 
have a difficult 
conversation with a 
volunteer? 
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Objectives for our time
• Feel confident handling conflict and 

situations with volunteers

• Develop strategies for “re-solving” 
conflicts

• Identify a path for the volunteer 
moving forward

• Understand communication is key







What’s at Stake? 

Relationships Organizational 
Identity

Your Personal 
Reputation

Customer 
Service 



Mindset for 
Volunteer 
Leadership

Guide vs Control

Structure creates success

Focus on outcomes 



Matching Response 
to Risk

Le ve l 1  — Co achab le  co nce rns 
Misund e rstand ing s or minor b e havior issue s; ad d re ss 
with conve rsation and  clarification. 

Le ve l 2  — Esca la ting  co nflict  
Visib le  and  e motionally charg e d ; inte rve ne  early to  
p re ve nt sp read  and  p olarization. 

Le ve l 3  — Hig h  risk 
Safe ty, se rious p olicy vio lations, le g al exp osure , or 
re p utational harm; e scalate  imme d iate ly and  g e t 
sup p ort. 

Ke y q ue stio n : What is at risk if this continue s? 



PALS Approach 

Pause Act Listen Speak 



Documentation in Volunteer Central



Re-Solving 
Pathways 

Retrain

Redesign

Reassign

Refer

Retire



Retrain



Redesign 
Adjust the role or provide additional support mechanisms. 



Reassign 

Are they in the right position? 



Refer

• Another Department

• Another Organization



RETIRE
• Succession Planning

• Shared Leadership

• Resource Person

• Dismissed 



Big Personalities 
and Ego’s 

Ambiguity

Domination 

Influence

Recognition



Scenario One: A group conducted 
a fundraiser this weekend to 
benefit your program to your 

surprise and did not follow your 
organization’s policies or 

procedures. What do you do?

Scenario Two: Jonah regularly 
misses deadlines. As the director, 
you hold everyone accountable 

for meeting deadlines. Jonah 
believes in asking forgiveness vs 

permission. What do you do?

Scenario Three:  A long-time 
volunteer publicly challenges 

decisions and dismisses others’ 
ideas, affecting moral and group 

dynamics. What do you do?

Scenario Four: An angry parent 
storms into your space and 

demands answers about a hot-
button situation with their child. 

How do you respond?

Scenario Five: Several volunteers 
are upset about a recent decision; 
none have talked directly to you, 
but you have heard through the 

grapevine. What do you do? 





Thank you 

Jennifer Weichel

Volunteer Specialist 

weichel@msu.edu
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