i Education muyze ) | ESSSE|

PERFECT PHRASES FOR
CONFLICT RESOLUTION

Rt
TS e

(X 35EHT - BIE  [X] RIET - ARHHVROF
REBOE

tHERBIT1007ICY B =18 6t Z5E S

NE BE WFER, KEARE— A RENAE R




Pk = HEF RS

VRRTAR A
VAT =7

(3R] SHERT - BIRE  [X] BT - RRITHUROE
EZDROF

A B OHS B M AR #
it x



BBEERE (C1P) B

PRTTULRAWER T / (2 B, (%) &K
FURE  REEE — JbR 0 ARSBEHARAM,
2013.2

(B RER R

ISBN 978-7-115-30580-0

I. O 1. QF- Q& @F- . OAFFRK
Z2-DOA% V. ©c912.1

of i A B B4R CIPEEE % (2012) 563198185
MR B

Lawrence Polsky and Antoine Gerschel : Perfect phrases for conflict resolution

Jlog without limitation photocopying, recording, taping, or any
Mithout the prior written permission of the publisher.
ly published by McGraw-Hill Education (Asia) and [POST

Copyright © by=N aw-Hill Education (Asia), a division of the Singapore Branch of The
McGraw-Hill Companies, Inc. and [POST & TELECOM PRESS }].

ARIGERBERS-BHR (M HHHELAIMARBRYEHSEHM. LARARSIFRR
EhEARFNEEAR (FEREFHFATHE. RNFMITEERAE) HE.

MiA02013 HERTS-HR (EH BHHEATS ARMBHERRE.

EHHERE McGraw-Hill 2 ARG IRE, THEFEFBHE.

R SEREF RS
R AR @S F
*E [RIFFRHT - B LT - A/RMELR
# b2 F 3
HREME FiE

¢ AREEPBHBEERT SHRVEXRSRSE 48
B4R 100061  EEFHEHF  315@ptpress.com.cn
Pdik  http://www.ptpress.com.cn

=TT R EN & A R A B ORI
¢ JFXK. 880x1230 1/32
HIgk: 6375 013 FE2HBIN
¥ 184 FF 2013 4F 2 AMAESE 1 ek

EERERBILS HEF: 01-2012-8785 5
ISBN 978-7-115-30580-0
Efr: 29.80 7T

iREIE ARG (01067172489 EDEFMMAL: (010)67129223
EERAE: (010)67171154




RBTRIR - HEH, ENBRNTIEN—ESHFNRERE TR,
EHORE R KR — LA . BA T RS e R TR
T, RID. BUR. BRA. RIERRMMPAK! SR EHFHRASER
Ao

RGTRSEE - BEE. B - HEE - BENWRD - Sk
B, BGIRITINBRIBEN—REE, SR emionks,
EBRA TN EEARITR], RS REEBAUNE D, RITHNH
MRS TTHRENTES ! RELAREHERA —RETE, BiT+52
£

B BA TR R B E R A B R B TERENE
FEATERR P 3. XELRERBMNP L AENES, thi
AP ERE NARRORTE,

BREE - FEE—EHLORRHILE, 188 T S asR
HIFRSE, Rl R AAEERIEE R LA RLA MEE

BT R - PRI DR, S8 - HEW, WAg - sE, TR
RANE B - KER4ERLE, BE - EIURMER - RENHE
A IROEEE . ATHRIEAORIRERISER, GBI TERE A,

B ERE, B, L. KANBALT, SREELHE
TECERAL IR, RAEARIT O RBHRATSEEARE, FINE
TRHERBEA RN FHERS /RS - EFF), RAORIT



K, BEHSR, E8e TREARXAPERMEIN IR, 39
RS PR A XIRERIE T E T, CELETRIEZ S 008
HHEISKEBARE, hERG - BEER. B - ZrEan
B, oK - WEBIR. AR - RE, - SATEREFEDS
HERAEEMNE RSO ALRRBOIAT, &HIERT, LRLEE
e EFHE T,

— el

RGHESENA1E, RS FHRBRN O B BXATS
%5, B BRZRA EAMNRIITIE, BT ARRIE
HIRE N ARKON & (MTEEASEEEE THRR, F2IRI] “&
INAIRINOZAREE, TS R feak

—&



o o

Acknowledgments

Anne Bruce, your continued support and enthusiasm for our work is
an inspiration. Your energy and bigheartedness continually amaze us. We
are so grateful to have you as our guide, mentor, coach, friend, sister, and
head cheerleader! This book would not exist without your support.

Thank you, Brian Foster, Mary Therese Church, and Lisa Stracks for
your continued trust in our writing, for giving us just the right amount of
direction to keep us on track, and for your editing. We have truly been in
good hands! It has been a privilege to work with you and your team once
again.

To our customers, thank you for so generously inviting us into your
world! We learn daily from you and your organizational challenges. These
experiences are the foundation of everything we do professionally and of
many of the insights we share in this book.

Mark Kaplan, thank you for your continued insights into handling
the most touchy of conflicts, particularly when long-held biases and
discrimination are at play.

‘Thank you, Robin Famiglietti, Jim Higgins, Abha Mehta, Mediators
without Borders, Mike Michalewicz, Barry Nobel, and Shelly Bernstein,
for the stories, questions, and examples that have encouraged us along the

way.




To Teresa, Gretta, Zach, family, and friends, who are patient with
me when I don't have the patience or skill to practice what we preach.
Thank you for your generosity of spirit. Your love and support enable me
to become a better person A special thank-you to Wilson Tilley—mentor,
coach, and friend—who taught me the power of being open and honest in
relationships. Everything [ know about conflict resolution is rooted in your
teaching. Your example proves irreplaceable to this day, both inside and
outside of the workplace. Also to Bob Schachat, Nancy McManus, Steve
Kleitzel, Lulinda Lloyd, Susan Mann, and all the others who frequented
The Institute for Human Development in beautiful Charlemont. Without
you, I could not have learned firsthand the ins and outs of bridging
differences.

— Lawrence

To Noémie, thank you for your partnership, your inspiration, and your
patience. To Misha, Ron, and Giulia, I wish this book becomes a way for
you to look at conflicts as an opportunity to grow personally and within the
relationships you have. And, since you know me better than most readers,
“Do what I say you should do, not what I do!”

— Antoine



I / Eigt Acknowledgments

VE—E {tARBRBR?
Chapter 1 Whatls Conflict Resolution?

1/ AHLEBERFE? Why Do We Avoid Conflict?

2/ PREEMHKIL? Can Conflict Be Resolved?

3/ AR Rules of Engagement

6/ MBRIPRIEEF Phases of Conflict

9/ 4IEE# Handling Emotions

10 / TSR 58 172 Counterproductive Conflict Beliefs
11 / {07 Listening

12 / XAkF0% 3 Culture and Conflict

13 ) I EY/e) R Issues of Power

14 | F N ZSF How Do We Reduce Power Differences?

0/ BTE SEENEETE: MARRRIEE e

Chapter 2 Perfect Phrases for Resolving Confict with
Your Boss

31/ REREE. WHRFRAREN TR

Perfect Phrases for Resolving Performance Issues
32 | e XEH. HEESASHLM@ME

Perfect Phrases for Telfing Your Boss You Have Too Many High Priorities
33 [ REEH: HREZHDMER

Perfect Phrases for When There Aren't Enough Resources



34/ REEE. FIRAFEF R
Perfect Phrases for Unfair Treatment
35 ) RERE. ERAAEERTE AR

Perfect Phrases for Advocating a Change Your Boss Thinks Is Not
Necessary

37/ TEEFH. SERELZNELR
Perfect Phrases for an Emergency Meeting with Your Boss
37 / EEEF. FHAM LS~ R ik
Perfect Phrases for Conflict with Another Superior
38 / EEABE. RN EHIEZRE0MR
Perfect Phrases for Dealing with a Micromanaging Boss
40 / EXRIEF. ERLRIRTTERES 20fa 1R
Perfect Phrases for When a Manager Minimizes Your Contributions
41 | TR SERIRE AR
Perfect Phrases for a Manager Who Doesn't Listen to Your |deas
42 [ e EIET. IR0 8 R IRE R
Perfect Phrases for a Manager Who Is Not Available
43 | REBE 2R REEENIMER
Perfect Phrases for a Manager Who Lashes Out
44 | ZEBE. RAERESSHNMR
Perfect Phrases for Not Being Included
45 | TEIEE. KB RIMRAEN W

Perfect Phrases for When Your Manager Does Not Support Your
Advancement

47 | TEREF. SFREEH A0TR

Perfect Phrases for Ending Conversations



-Bx -

66/ L8 STEIMEF: WMARRMEFAIHR

Chapter 3 Perfect Phrases for Conflict with Peers

66 / TXER. NNTEEL

Perfect Phrases for a Difference of Opinion
67 /| EXIER . EFAKBROMS

Perfect Phrases for an Unresolved Difference of Opinion
69 / EERE. L ANTIEIRTIRIRET WEE

Perfect Phrases for When Others' Work Habits Disrupt You
69 / SEXTEH . X EFHLL 2z AR

Perfect Phrases for an Abrupt or Impolite Person
70 / EEIET . WHIKREFEN w0

Perfect Phrases for Adverse Comments and Ridicule
71 TEEE. BN SEEHNANDER

Perfect Phrases for Peers Who Take Advantage
72 | TEEHE. BN ERERNOME

Perfect Phrases for When You're Falsely Blamed
74 | TEETE. XBHERFEEN LR

Perfect Phrases for When You're Not Included in Critical Situations
76 | TXIER. FEERARE IO

Perfect Phrases for an Unresponsive Colleague
78 | EEEH TN FEEREH WM

Perfect Phrases for an Uncollaborative Peer
79 / EEBE. WEKERFRENWEHR

Perfect Phrases for a Peer Who Challenges Your Expertise



81/ REXHF: WARFRBYEKF
Perfect Phrases for Challenging Your Peer's Expertise
82 | TXHEH. FHRFMEENBEWLEE

Perfect Phrases for Dealing with a Colleague You Don't Trust

04/ FE  IMTHRE B ITH AR

Chapter 4 Perfect Phrases for Confiict with Employees

105 | EEEF. WA TS bRk

Perfect Phrases for Opening a Conflict Discussion with an
Employee

106 [ . R TRPFEROMEHR

Perfect Phrases for an Underperforming Employee
107 [ ERFE. R THREREN AR

Perfect Phrases for a Negative Employee
109/ TXAER. RIREEZRBER T

Perfect Phrases for an Employee Requesting More Money,
Resources, or Time

110 / TEHEF . R TEHTIRME 0

Perfect Phrases for a Noncompliant Employee
M/ XBH:. ATERNE TR0

Perfect Phrases for a Confrontational Employee
13/ ZXEH: ATHHAYESSH MR

Perfect Phrases for an Employee Setting the Wrong Priorities



-BH® -

114 ) ZEEH. RITETAHREOMER

Perfect Phrases for an Employee Who Doesn't Follow Up
115 / ZEER. R T RERHTEN 0aR

Perfect Phrases for an Employee Who Doesn't Follow Through
116 ] RERERE. AT —SMMRROEHR

Perfect Phrases for a Chronically Late Employee
117/ TEER. AT RERRAFOMEHR

Perfect Phrases for an Uncommitted Employee
118/ REEH. RIFRIELNER

Perfect Phrases for a Contradictory Employee
119/ EXES. RATHBRM AN IR

Perfect Phrases for Dealing with an Employee Complaining About a
Colleague

v/ ERE WARRSEERREERRR

Chapter 5 Perfect Phrases for Conflict with Customers
and Vendors

137 / EEEF HEERTSEN TR

Perfect Phrases for Unreasonable Requests from Customers
139/ BEEBH. MEHERREEWFR

Perfect Phrases for a Customer Left Out of the Loop
140 / SEXRAET . ME R ERE AN 05

Perfect Phrases for an Applied-Fee Disagreement



141 [ ZE#EE. LBEFP. HENRE=Z/AXE
Perfect Phrases for Triangulation: Service and Sales
142 | TEEH. BEPNERAHERN MR

Perfect Phrases for When a Customer Is Unhappy About Customer
Service

142 | BXEH . FREFFP AN
Perfect Phrases When a Mistake Upsets the Customer
143 [ EXEF . B RN R
Perfect Phrases for Customer Complaints on Unresponsiveness
145 | ZEHBE. FRENHNE PR
Perfect Phrases for Introducing a Price Increase
146 / TEHEF. HEFRETMNUN LR

Perfect Phrases for a Supplier That Doesn't Follow Through on an
Agreement

148 / TEFEEE. H Ui A Mk (B 2R fnferii

Perfect Phrases for When a Supplier Doesn't Resolve a Problem
149 / TXHEF. HEF S TEEN TR

Perfect Phrases for When a Supplier Takes Advantage of You
149 / EX1EFE . HITHRBE TR 0o

Perfect Phrases for Unethical Behavior by a Supplier or Customer
150 / EEEE . HERE A EER PR

Perfect Phrases for Dealing with a Difficult Supplier Contact
151/ EEBF. HEFRTEFE LER

Perfect Phrases for a Supplier That Changes Focus



- HE -

2 FARE TEER: NAEEEAYITRE

Chapter 6 Perfect Phrases for Conflict with Difficult
Personalities

172 | GHEEERAY
People Pleasers
173 / T EHS. nARNFFEERAY
Perfect Phrases for Handling a People Pleaser
174 | WBEARAY
Steamrollers
175 / EXHEHR: DENNUEEARAY
Perfect Phrases for Handling a Steamroller
176 / BRBHF S BAY
Attackers
177 | SEEHE. WA HEBEF B AY
Perfect Phrases for Handling an Attacker
178 / BHEMERAY
Emotional Land Mines
179/ E%EH. WEANNEELERAY

Perfect Phrases for Handling an Emotional Land Mine



g%

2R RIPR?
e

ERETWIIREY, BEEERRIR, B—HENKZ AERD
R, REAGEBERABRRN IR, BE.

® A A B XN ERAELE LR,

® REGYLE Fol AR E B EF

@ R ERPLBEAGERELLER

EREZMFRD, FROBIEVMAE, IRFUOXRNEME
RER, BRIz AREDR, IMPREETZ, bu—NMAREE
HERABRVROESY, £LABSTEENHE, §—1THBSZMA
BT BPBERHTS, HEREXO—IRNES N ATEMABLH DM,

At 2B Rh5E?

REMEERNS, SHTRENEERE T RENOE, S§TAL
SHEITHDPBEGR, BEREMABRNIR, DTFEEELRBERA,
BFRIANTBRELEZRE, TREH, BTXMTHPRUEFTRE
, RABEEBRRE, AMBEBRRIRARETEFUAT LA,

® HMRKER, WAABRFTELERBLXART, BRRFFL
HROERDE-AFAD, —AESF, EERGORELERT 2,

@ HRAWM, #BkAFERERAE,

® MRAFAAL, CTHAAZAATPIHEELLR,



RBTTARDESF 72
PERFECT PHRASES FOR CONFLICT RESCLUTION

© MMITEMELIEE, REAAAGRENEID, AEANFANELEX
KEE, hikH o THZ BreHT,

FRTTRERZE M, FLEBESREE, AMNBEIEEFER
BR, BXMS, TRANERERTER, EENPRREZ AT
BRTIMRR,

RS HEMMEBL —&, XEBEIRNEHBEEALYN, LI
TEEN, 2EEBRTRILEMEMBHNES, REAEFRCE. T
AR,

MhoERERE RIS ?

BNEEHEBIE TP RBER 7T HEANAL, FRANAIEX
B, MREXEH, BLE, uRE-NEANTUD (RNBRE
RARERMENTH ) RMNBFE PR, BRNMELRTENEHE

T, AFELHET! AMNE-RIHE, BRARSHTFEIANBRBLRZ
BREL,

BfEFAETROFEBHLAE, SERATHRERETE SR,
BETEPBMFRT BT HEMNERBERRB, KM, REHM
MERBEMFHERED, ENFEANMHESHED, BEEHRL
M, I EEBKEBNTFRREE,

MRRERBEXRENRRAE, ABANFARHTEN, &
BR—IMABRR, A—MAKE, REXRTERFTHE, RITEN
FHEEBWMOERAR, tLWZRAMTR, HENFER, BAERN—
FERER, MMERF— N XRENEHNKFEASITRE, BEER
ZRERE AN VR BNREEENEBHXMERXS, £
—ERR, R, FAREBEPR-EWIEE, FHEE—EB/E, R
MBBEBTER - BNRENBIEER, AERBABRERETN,
KENEEENT, AZRATSHFETHINESZRAAEEFRNRE



% a4z
Chapter 1 What Is Conflict Resolution?

F, RREPREBEXRET,

Ul
WA RRSR?

1. RRNREREERA

ERRARZE, AXHFEN—TEE, RERERRTROEHE
—MEFH AP RAAFTOT RS,

® B5S, vEVPEFTAARANREREGHAL, BRARER
BB AFHRHERRE SRR GLEFLBRE,

© FHERIMMWARNFIZ, 44, BrPEANRLHAANF ER, S
FRAHIE, HREKBAGR, HATFEKR. HHA, ETRAS
FUERERTOCHERELEAR, BRAETE-NTHOSAL,

® BIBTHIMBE, AT RUCELERELY, KA, FRBAGE
ARG XRLEELN, et R ME k. AZRTHRMG, P4
e FMR T BHALR o, FTAEAE&RERGHTR],

® RERTF “BR", BAELBERFE, LAHERANGLIET
IHGCE, RENE, KRAFRBESHER—HAOLE, ALY
AN P EFE Bk, 2R, PIETRAKEFRIMEE, JEE
Baey s Xkt FB&E, RiLREE, RERAGKLABSHER—LF
k, iZAHETOREFTETHRRAL,

2. MEHARHRLS, (TARMERR

F-IMEENTEARBRFTLEN DR, MRNELENNKEDR
RO o RO AHBE— NP RPIRES PRENFIE, TINTXE
LOMXNFIH, EAXRME, HAMOTAEIREAORET

® RHFEMFERY, MAPHHBERTRRY: SR, FMF



