
 

 

 

The Real Estate Agent’s Guide to Conflict Resolution in Sales 

 

 

 
It’s hard to avoid conflict entirely unless you are going to live in a cave or bubble. 
Disagreements are a part of human nature. It is healthy to have a variety of available 
opinions, but like anything, it’s all in the way that we handle the disagreements and 
differences that determine whether we are successful or a clod.  But it’s not easy. It’s 
expected to have difficulty navigating potential conflicts, and ways to address them 
throughout your real estate career are not always found naturally.  It is essential to learn 
and develop conflict resolution techniques as you grow your clientele and business.  
What can be done to ensure the happiness of all parties and show your success as an 
agent? 



There is a laundry list of items that can be blamed as the source of conflict. Two of the 
most significant, but rarely identified, are poor communication and interpersonal tension. 
These conflict instigators can quickly escalate simple disagreements into raging issues.  
As conflicts remain unresolved, they fester and grow, diminishing productivity as well as  
damaging any chance of a good relationship. Successful real estate agents need to 
develop and utilize these quality skills to manage and diffuse conflict. 

 

 

 

Conflicts can involve all types of people and relationships; therefore it is impossible to 
have a generic, overarching solution that can be expected to solve all resolution needs.  
Throughout your career, you will see the gamut of disagreements.  All conflicts are 
unique situations and should be resolved individually as well. A confrontation with an 
angry customer or client is very different than disagreements amongst colleagues in a 
firm. If you discover a conflict that is preventing you from achieving goals for you or your 
client, ask yourself the following: 

 

1. Who are the players?  Is the disagreement between the clients oro between the 
client and yourself?  Is the disagreement really a conflict within the buyer or 
seller's own personal relationship that is affecting the entire transaction result?  Is 
there some underlying emotional issue that could be causing the conflict? 
(children staying in the same school district, loss of employment, divorce, etc.) 

 

2. What are they disagreeing over?  Is it over a financial aspect of the deal?  
Does it have to do with their relationship with you?  Could it be stubbornness or 
anger because of a separation or divorce? 
 



3. What is your role?  Are you a trusted mediator?  Do you need to bring in some 
assistance?  Are you one of the conflicting parties?  How can you both represent 
your client and be a trusted source for fair negotiations? 
 

As quickly as possible, the conflict resolution process should begin.  The conflicting 
parties should be involved, and if needed, you can bring in assistance to create a fair 
and neutral environment.  This is where a strong professional network base comes in 
handy.  Attorneys, other agents, or even a professional mediator will be of great 
assistance in these circumstances. All that may be needed is a casual conversation to 
release whatever grudges or hostilities may have been pent up, or it could go as far as 
the filing of a formal grievance. It is your job to figure out what events need to occur so 
that resolution can happen promptly and everyone can move on to achieving their 
goals. 

 

In virtually all cases, handling and settling a conflict involves the ability to ensure that 
everyone is heard, and that each person’s opinion is respected. This involves a skill that 
not everyone has.  This skill will aid in resolving the issue to reach a mutually beneficial 
solution.  So what is this magic skill?  

 

It’s empathy.  Actively listen and utilize empathy, putting yourself in the other person’s 
situation to understand their point of view. When you show that you are actively listening 
to try to figure out what both sides are feeling, the parties will be more trusting which will 
aide in a  faster resolution.  

 

 

 



There are many opinions and strategies on how this process should go, and feel free to 
adjust to the particular needs of the situation. I included only those that I feel are 
appropriate for salespeople to enhance performance and build confidence so that you 
feel equipped to handle most of the disagreements that are encountered.  
 

● Confront - Identity what the conflict is and how it came to be. What is the 
underlying problem and what feelings and issues were misinformed?  Use the 
magic skill (empathy) in this step.  Learn the roles of the parties involved and 
what their ultimate goals are for the conflict and its resolution. 

 

● Collaborate – Initiate conversations that will begin the process of finding the 
mutually beneficial solution.  Is there anything either party would be willing to 
compromise on and what are their terms for that compromise?  Are they 
realistic?  This is where their trust in you as a mediator will show itself. 

 

● Current – Conflict discussion needs to be, ideally, in person, but if schedules will 
not allow that, then over the phone or on an internet media like Skype may need 
to be utilized. Using a platform in real time allows for active listening.  E-mails 
may seem convenient and comfortable, but do not allow both parties to be heard 
and do not result in a quick resolution. Stick with the in-person real time 
communication methods to have a resolution that’s eminent and under control. 

 

● Know -  It is your job to both listen and make sure that all parties involved are 
putting themselves in the other person’s shoes to understand all points of view.  
Make use of the information you gathered in the previous steps to fill in any gaps 
or interpret any misunderstandings or confusions that either person may have.  
Try to keep emotions under control and everyone handled in a fair and 
professional manner. Avoid interruptions in conversation as that can also add to 
the emotions and frustration of the parties.  

 

Finding that middle ground, that perfect resolution, is difficult, even for the most 
seasoned professionals.  What steps should you follow to find a solution and resolve a 
conflict? 
 

● Identify a safe place and time to talk – Find the right “emotional” location and 
times for both parties to talk things out, but keeping the time from 
acknowledgement of the conflict to resolution time as short as possible. 
Confronting any situation head on and sitting across the table from each other 
will almost always end a feud in record time. People will always rise beyond your 
expectations when it is handled in person, in contrast with the non-resolution of 
conflict that usually happens when things are handled in email, text, or even over 
the phone. The safe place to talk can be described as a pleasant, alluring 
atmosphere. Never expect resolutions when you are in cramped, smelly, hot, 
noisy, or otherwise uncomfortable environments. 

 



● Discover the underlying cause of the problem – Find out where the initial 
communication broke down.  Learn about what the situation and choices were 
that lead to the conflict. It’s even good to discover all of the things that were 
going on with the parties during the time period when the conflict started. You 
may not be surprised to learn how tragic circumstances like a death, a sick family 
member, or an unhappy child may adversely affect someone -- but lots of people 
are affected by things in different ways.  Someone may be equally as 
traumatized by an impending doctor’s appointment,  a child having trouble in 
school, a friend not calling them back,  or a romantic relationship gone wrong.  
There are any number of other variables that can contribute to the cause of 
conflicts. 

 

● Understand each participant’s view – Hear all parties out and make sure that 
their point of view is clear.  Make sure that everyone has a chance to speak 
honestly and thoroughly without interruption.  Use the information you gather to 
figure out what each member wants that would result in a satisfactory resolution. 

 

● Practice active and empathetic listening – Give verbal and physical 
acknowledgement that you are listening and understanding what they are trying 
to say. Repeat what they say back to them to provide assurance that you are 
listening and acknowledging what they are saying. This will demonstrate active 
listening and create trust. Nod your head and utilize strategic eye contact and 
facial cues to build trust as you listen as well.  Quickly clarify any questions you 
may have, but wait if needed, so either party does not feel talked over. Never 
interrupt them and leave your cell phone off or out of the room. If you are not 
naturally inclined to focus, take notes or draw diagrams so you have a written 
reminder of what is occurring and can look at an overall picture, but don’t doodle.  

 

● Create solution options to resolve the conflict – Present multiple solutions to 
whatever the conflict is.  Try to meet halfway with solutions and try to utilize the 
key components that both parties are looking for from the situation. If you can 
come up with at least two solutions, or let them do this, you are more likely to 
reach a resolution. 

 

● Formulate an agreement, in writing, if necessary – When both parties agree 
to a solution, make sure that there is formal acknowledgement that a choice is 
definitely being made and the conflict is over.  An old-fashioned handshake and 
eye contact is great for this, but often, for legal reasons, it needs to be done in 
writing.  Make sure all logistics, if this is needed, are in place so both parties can 
move on to the solution. 

 



 

 
The five conflict resolution styles that won’t help you get anywhere, are: 

● Avoidance - Staying away from or withdrawing from a conflict requires no 
courage and does not give consideration for the other party. It does not speak to 
wanting to find a settlement. 
 

● Giving In - Relinquishing and accommodating the other party without 
consideration of the needs of both sides requires a lot of cooperation and little 
courage. It leads to grudges and carries the initial conflict into future issues which 
can be blown out of proportion. 

● Standing your Ground -  Another word for this is “stubborn”. This is where 
neither party is willing to budge on their viewpoint, even slightly, and because of 
this a proper solution is prevented from showing itself. 
 

● Mind Reading: This is basically assuming that you know how the other party 
feels and what their motivations were, without asking them directly. 
 

● Trying to Win:  No matter what, if someone tries to win, no one will come out a 
winner. To someone who is displaying this behavior, the satisfaction of both 
parties isn’t important, but rather the kill. Conflict resolution is never a contest or 
competition, and until everyone understands that -- you won’t get anywhere. 
 

The above methods may seem like easy options, but they are surefire ways to bring a 
sale to a halt and leave you with an unsatisfied client experience.  Do your best to direct 
your clients and other parties away from these negative behaviors.  Most of these can 
be avoided with honest, timely communication.  Encourage conversation as much as 



possible and do not let long periods of time go by between follow ups.  Remember, in 
conflict resolution, time is not your friend!   

 

These tools and tricks will help you break down, analyze, and resolve whatever 
situations you may run into during the selling or buying process.  Always be sure that 
you are listening to your client and making sure their needs are met and they are happy 
with the buying or selling process in whatever methods you are able to control.   

 

 

 

 


