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Conflict Management

This information is based on the Conflict class by Elaine Yarbrough.

Goals of conflict management

Conflict is going to arise in most any situation involving people. The goals of conflict management are:

1.
Negotiations should produce ‘wise’ agreements.

2.
Negotiations should be efficient (in people’s time and energy).

3.
Negotiations should improve or not damage relationships.

The view of a ‘wise’ agreement is one that:

1.
Meets the legitimate interests of the parties.

2.
Resolves the conflict fairly.

3.
Is a durable resolution (lasts).

4.
Takes community interests into account.

Styles of conflict

The main styles of conflict can be viewed as the following:

· Aggressive / Confrontive
Control-oriented. 

Judgmental and directive.

· Assertive /  Persuasive
Proactive.

Willingness to collaborate.   Willingness to stand up for yourself.

· Observant /  Introspective
Analytical.

Counseling and listening.   Co-operative and conciliatory.

· Avoiding / 
Reactive
Passive.

Accepting and patient.   Suppresses your own feelings.

Aspects of negotiation

Each of these styles is not, in and of itself, good or bad. A person who deals with conflict may use all of the styles in a single negotiation. In the process of negotiation, there are several things to keep in mind as you proceed:

· Goals
What is the real goal all of you are after?

· Style
What are the conflict styles of the involved parties?

· History
What has happened previously, are you new to this?

· Long term
What are the long term goals and aspects?

· Power
What is the balance of power (or lack there-of)?

· Environment
Is this the proper location, time and setting?

· Stakes
How important is this to all of the parties?

· Relationship
What is the relation, do you trust each other?

· Energy
Are the parties tired or fully ready?

· Culture
What is the organizational culture?

Variations in conflict style

Each of the styles can have maturity level variations:

Aggressive/Confrontive

Low


You are very win/lose oriented. 

There can be some name calling.

Medium


You are somewhat collaborative although vigilant. 

You fight when pushed.

High


You keep the big picture in mind. You are directive. 

You show genuine compassion for others.

Assertive/Persuasive

Low


You try to out-talk the other person. 

You deluge the other with facts from your perspective.

Medium


You listen to the other person, but try to win with the facts and your values.

High


You are so attentive to the other’s perspective that you are also changed in the process.

Observant/Introspective

Low


You are quiet, but are not really listening to the other person.

Medium


You spend most of the time gathering factual data (but not paying attention to feelings).

High


You listen to the facts and the feelings with empathy. 

Avoiding/Reacting

Low


You don’t even notice there is a conflict. 

(It could also be that you are frightened by the conflict.)

Medium


You acknowledge the conflict, but you do not engage the others.

High


You choose to avoid or postpone based on the situation.

Ways to find out real interests

There is a real difference between a person’s stated position (what they are demanding or asking for) and what they are really after. It is really important to understand what you and the other person really want. Ways to find out what the real interests are can be:

1. Ask the person what they want, need, are concerned about.....

2. Ask the person why there is a problem or conflict (why not?).

3. Notice the triggering events around the conflict.

4. Notice the themes in group discussions.

5. Ask for requests for change (what can I do?).

6. Observe non-verbal communications, body language.

7. Meet the obvious needs to try to find out hidden interests.

8. Notice the locations of discussions.

9. Ask other people in the organization.

10. Notice the surroundings of the other people (pictures, awards....).

What if things go badly?

If things start going badly (there are attacks), you can try to:

1. Seek more information, specifics

2. Agree with the facts

3. Reassure the other (about wanting to solve the problem, issues,...)

4. Try role-taking (what would you do if you were I, I think I would..)

5. Slow down the process, take time-outs, take notes

6. Control the environment (change the surroundings, move chairs, ...)

7. Set mutual ground rules

It is really important to pay attention to the other person’s personal needs. Most times (especially in HP) we only acknowledge business needs. People have personal vectors. If we don’t acknowledge them, they get pushed underground.

A process for reaching agreements

A proposed process for reaching agreements is:

1.
Recognize your common goals with the other person.

2.
State your need (or problem) not your position.

3.
Ask the other what needs they have.

4.
Generate alternatives, problem solve.

5.
Decide who has responsibility for follow-through.

