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Introduction

As the pace of life and business continues to ac-
celerate, the opportunities for conflicts multiply. Yet,
the ability to work well with others is the single great-
est determinant® of success in the 21st century.
Therefore, learning to disarm and defuse confronta-
tional sitvations and people is essential. One cannot
work effectively with others with clenched fists.

Managing conflict effectively requires developing

competency@ in five areas:
1. Understand the critical ingredients for collab-

orative thinking.
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c 2 How to Manage Conflict

2. Align responsibilities to the needs of others.

3. Build into daily interactions the practices nec-
essary for support.

4. Have conflict resolution skills and negotiation
skills to resolve various types of challenges.

5. Begin developing personal tools and systems

for dealing with tensions and pressures.

One’s ability to build these competencies hinges

on® four success factors:

¢ Personal responsibility for one’s own learning
and skill development.

¢ Flexibility of style.

+ Ability to listen and provide feedback on what
is heard.

* A positive attitude toward change.

Read this handbook carefully and refer to it in
the future. Be sure to complete each set of Reflections
to immediately put these critical concepts and princi-

ples to work in your life.
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Fundamentals of Conflict

Understanding conflict—its causes and effects—

is fundamental to personal and professional success.

Your ability to deal effectively with le, to elicit
cooperation even in trying situations, has never been

more important than it is today. When you have com-
pleted this chapter, you’ll be able to more clearly de-
fine conflict, identify both its positive and negative ef-
fects, and dispel® the five most common misconcep-

tions about it.
What is Conflict and Why Do We Have So Much of it?

Daniel Webster defines conflict as:
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2 How to Manage Conflict

1. competitive or opposing action of incompati-
bles

2. antagonistic® state or action (as of divergent
ideas, interests or persons)

3. struggle resulting from incompatible needs,
drives, wishes or demands

4. hostile encounter

In essence, conflict exists when two or more
competing responses or courses of action to a single

event are considered. Conflict does not necessarily im-

ply hostility, although hostility can certainly become

Conflict is merely the existence of competing or in-
compatible options .

That’s simple. Maybe too simple. Conflict in to-
day's fast-paced, contentious society 1s inevitable and
rampant®. Everywhere you tum, there’s “the exis-

tence of competing or incompatible options. ”

e Your perfume allergy places you in conflict
with many individuals daily.
e You struggle with the same idiots on the free-

way going to and from work each day.
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Fundamentals of Conflict 3

* Your career and family create constant time
and commitment conflicts.

* A neighbor is threatening to sue you over
some trivial disagreement.

+ There are so many things you want to accom-
plish that you're at a loss where to start.

* Your values and ethics cause perpetual inter-
nal re-examination as you face situational
ethics® throughout society.

* Your children have decided they know every-
thing and you know nothing.

+ Some days you fear your boss agrees with your
children!

Sound all to familiar? Unfortunately, there’ s
more bad news. The potential for conflict will contin-
ue to grow exponentially® as the pace of our society
continues to accelerate. With explosive technological
advances comes an avalanche of change. Change
brings uncertainty, fear, and discomfort which is fer-
tile ground for conflict. As a result. conflict resolution
skills that were an advantage in the late 20th century

are essential for mere survival in the 21st.

@ situational ethics: 3 7 WL 2536 (8 18 78O & 20 LU A% L 1]
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How to Manage Conflict

There is good news, however. Contrary to popu-

lar belief, conflict is not always a bad thing. In fact,

properly handled conflict can provide numerous bene-

fits to both the individuals involved and their organiza-

tions.

Potential Positive Effects of Conflict

Increased motivation

Enhanced problem/solution identification
Group cohesiveness

Reality adjustment

Increased knowledge/skill

Enhanced creativity

Contribution to goal attainment

Incentive for growth

These benefits cannot be realized, however, if

the conflict is ignored or poorly handled. In such in-

stances, conflict becomes detrimental® or even de-

structive.

Potential Negative Effects of Conflict

Decreased productivity

s Erosion of trust

@ detrimentsl [ detrimentsl) a. #HEH, AFIH



Fundamentals of Conflict 5

* Coalition formation with polarized positions
* Secrecy and reduced informantion flow

¢ Morale problems

* Consumption of mass amounts of time

« Decision-making paralysis®

Obviously, learning to handle conflict effectively
is critical. Before immersing yourself in conflict man-
agement techniques, five common misconceptions

about conflict need to be addressed.

Common Misconceptions About Conflict

1. Conflict, if left alone, will take care of itself.

2. Confronting an issue or person is always un-
pleasant.

3. The presence of conflict in an organization is a
sign of a poor manager.

4. Conflict among staff is a sign of low concern
for the organization.

5. Anger is always negative and destructive.

Misconception 3 1: Conflict, if left alone, will take
care of itself.
Wouldn’ t that be nice! Typically, the longer a
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6 How to Manage Conflict

conflict is ignored, the more difficult it becomes. It
escalates to higher and higher levels of intensity until
it becomes so unbearable that it can no longer be ig-
nored.

Unfortunately, a conflict will dissipate® by itself
on occasion. Why, you ask, is that unfortunate? If
you’ ve ever had a conflict disappear on its own ac-
cord, you increase your tendency to hold back, refrain
from facing the issues and avoid dealing with the next

conflict in the hope that it, too, will magically dissi-

pate. And while ou’ re waiting, the conflict is gain-
ing a life of its own, rising like bread dough, and be-

Misconception # 2: Confronting an issue or a person
is always unpleasant.

Many people would almost rather be shot than
have a confrontation! Just the word makes the hair on
the back of the neck stand up. But confronting some-
thing does not have to involve a nasty exchange. To

confront simply means:

1. To face, especially in challenge
2. To oppose

3. To cause to meet

@ dissipate ['disipeit] v, & vi. WMHGHE



Fundamentals of Conflict 7

4. To bring face 1o face

Confronting an issue or person simply means
putting the items in question on the table to be ad-
dressed. Without this examination, the conflict can-
not be successfully resolved. But once the problem(s)
have been properly identified and welll-defined, they
are already half-solved.

Keep in mind: Behavior not confronted will not
change. If someone is doing something or behaving in
a way that is unacceptable to you, you must bring it
to their attention. You must confront the issue. Spe-

cific techniques to do so can be found in Chapter 6.

Misconception # 3: The presence of conflict in an
organization is a sign of a poor manager.

The mere existence of conflict means nothing. It
in no way:Q reflects on a manager’ s ability. How
well the manager deals with conflict when it arises and
how he anticipates potential future problems are the
true measures of the strength of his management
skills.

Willie Shoemaker, the jockey® who rode the

winning Triple Crown horse in the 1960s, was an ex-

% in no way #=
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8 How to Manage Conflict

traordinary jockey in part because of his excellent con-
trol. The horse never felt his hand on the rein unless
it was needed. A good manager has this “soft set of

hands” during conflict.

Misconception #4: Conflict among staff is a sign of
low concern for the organization.

Why would people invest enormous amounts of
time and emotional energy on things of no conse-
quence to them? People tend to be emotionally in-

volved in things they care about. Therefore, conflict

can be a sign of genuine concern. Conflict can help
clarify emotions and serves to identify underlying val-

ues.

Misconception # 5: Anger is always negative and de-
structive.

When aired at lower stages of conflict, anger can
be cathartic®, helping the parties more clearly identi-
fy the issues and values involved. At higher levels of
conflict, however, explosive anger can have the oppo-
site effect.

Anger itself is neither positive nor negative. How

we choose to utilize that anger, however, is vital to

@ cathartic [kaba:tik] a. SR, AR HERR, R LE



Fundamentals of Conflict 9

our success in managing conflict. How well we control
that anger and our overall stress level will dramatically

impact our ability to effectively handle life’s conflicts.

Below are 25 situations in which conflict and
anger are likely to arise. Think carefully about
each situation, rate on a scale of 1-5 the volatility
of your typical reaction, and circle your response.
(1 lindicates a relatively calm reaction and § indi-
cates a major eruption. )

1. As you’ e about to leave home for an impor-
tant appointment, you spill coffee on your
clothing.

1 234 5 .

2. A car pulls out® in front of you, causing you
to slam on your brakes, and the other driver
gestures at you as if you’ ve done something
wrong. ‘

1 2345 ‘

3. You miss a deadline at work because informa-
tion to be supplied by someone else arrives
late. ‘

1 2.3 4.5
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