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Previous studies have reported that as many as 70% of accidents were caused by problems with 
communication, a key skill in teamwork. Therefore, good technical skills alone will not make you a good 
controller; you must also be able to work with others in a team environment. 
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Ask open-ended questions that express interest and allow people to explain, rather than questions that require a 
simple “yes or no” response or questions that express judgment. 
 
Example: 
 

• Open-ended: Could you say more about how your idea would work? 
• Closed-ended: Do you really think your idea will work? 

 
Focus on the message rather than the person. Try to separate your feelings about the person from the 
discussion of difficult topics. 
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Recognize that you have choices in how you respond to conflict situations. 
 

• There are different conflict management styles. 
• To be effective in a variety of conflict situations, an individual must be able to choose and use the best 

style for the situation. 
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