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Board Member Resolve 
Can Resolve Conflicts 

 
Ideally, boards and homeowners would work together 
without incident and neighbors get along without 
fricƟon – but anyone who’s served on a board knows 
that sooner or later, conflicts arise. OŌenƟmes, the as-
sociaƟon asks a homeowner to change their behavior 
or comply with an established procedure. Or a home-
owner requests that the board take a specific acƟon 
that violates the covenants. While you can’t always con-
trol how conflicts begin, the board’s response can influ-
ence whether disputes end with a successful resoluƟon 
or a costly lawsuit. 
 
This guide is intended to be a quick reference to help 
your board choose the best course of acƟon to take 
when community discord arises. Read on for conflict 
resoluƟon best pracƟces developed specifically for com-
munity associaƟons, and get ready to achieve resolu-
Ɵons with more success and less stress. 

In order to understand what a “win” is for each party, it’s im-
portant to engage in conversaƟon and acƟvely listen to under-
stand what everyone’s individual interests are. Remember, the 
goal of acƟvely listening is simply to understand the needs and 
interests of the parƟes. An important component of acƟve lis-
tening is to recognize that understanding is not agreeing. 

Answers to Quiz 

1 False,  2 False,  3  False,  4 True,  5  True,    

6 False   7 True   8 True  9  False   10  False  



5 Styles of Conflict Resolution 
To help you choose individuals best suited to represent the asso-
ciaƟon, let’s examine the five ways people handle conflict, from 

the least to the most effecƟve: 

The most successful outcome will be 
achieved if those involved can address 

the conflict with a coopera ve approach. 

TOP 4 BEST PRACTICES 
for Resolving Conflicts 

in Your Community 

The way your board handles early stages of communicaƟon 
will determine if an issue becomes a conflict, making the 
board’s role criƟcal for resoluƟon. Consider these pracƟces 
to maximize the chances of achieving a posiƟve outcome or 
avoiding a dispute altogether. 

Treat members like you want to be treated when communi-
ca ng. 
 
If you send template leƩers for violaƟons or other communi-
caƟons, review the language in them to ensure they are re-
specƞul while clearly defining the behavior or acƟon required. 
Also, consider a less confrontaƟonal method of communica-
Ɵon such as a phone call or polite, informal e-mail, which may 
encourage a quick resoluƟon to a problem or clear up a mis-
understanding. 
 
Provide face-to-face communica on. 
We can easily become so concerned about documenƟng our 
acƟons and protecƟng the associaƟon’s interests that we ig-
nore the opportunity for face-to-face conversaƟon.  If an own-
er is upset, they want and need to be heard. Best pracƟces 
allow for a board member or community representaƟve to 
meet with the homeowner informally to hear their concerns 
and determine if the associaƟon should take acƟon or refer 
the homeowner to an outside resource 



 
Pay a en on to the details. 

 

Take extra care to understand the ins and outs of the dispute as 
presented by each side, the applicable provisions of the govern-
ing documents, and review all wriƩen materials carefully before 
they are distributed. A misspelled name or misstatement of fact 
can harm your credibility and decrease the odds of reaching a 
resoluƟon. 
 
 

Choose the right associa on representa ves. 
 

When selecƟng who will speak on behalf of the associaƟon, or 
the board of directors, choose a representaƟve that has good 
communicaƟon and listening skills. The associaƟon representa-
Ɵve should be able to remain emoƟonally neutral and not 
become defensive or argumentaƟve. Finally, the representaƟve 
will need a general understanding of the board’s authority and 
to take care not to make any quick decisions or comments with-
out the board’s consent 
 
 
Conflict is inevitable in any associaƟon – and when angry home-
owners complain on a public social media network, anyone 
online can form a negaƟve impression about parƟes involved or 
the community itself. 














