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My Conflict Management
Philosophy

Transformational — for self and others!
Critical reflection

Psychological safety
Emotional intelligence

Get What You Want @
Improve Your Relationships

beyond
reason

Using Emotions as
You Negotiate

Roger F|sher

| Damel Shaplro




Why do | practice and teach

Conflict Management and Communications?

Discovery — master’s degree + PhD
Pursuit:

e Justice Institute of British Columbia

* Training from business and law

* Gained designations from
ADR Institute of Canada
Canada Family Mediation

Among academic leaders, conflict
management is either the first or the
second most important skill




Today’s Program

* Introduction

* Managing Self

* Managing Others
* Strategies

* Communication

* Conclusion



Conflict can be
positive force

Appropriate conflict management
leads to efficiencies and
innovation. Lack of conflict leads to
limited growth, poor decision-
making, loss of competitive
advantage, and, in severe cases,
fractures in the company.
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Outcomes of well managed conflict ENTERY

Better understanding of others

I 77 %

Better solutions to problems and challenges

I, 5 7%

Improved working relationships
54%

Higher performance in the team

I 40%

]
Increased motivation @ PSYChomEtrICS
_ 31(y0 BUILDING BETTER ORGANIZATIONS THROUGH PEOPLE
Major innovation / idea was born C O N F L I CT S T U DY
I 219
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Developing the

Consensual
o
Parties
Decide
QOutcome

Partied Retain
Control over
Process

skill - helps you!

Adjudicative

-

Facilitation Litigation

Negotiation Mediation Arbitration

-

Informal

(Early) Neutral Evaluation
Settlement Conference
Summary Jury Trial

-

Formal

Neutral
Decides
Outcome

Parties Code
Control over
Process
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Sources of Conflict ERTERR

Structural: unclear responsibilities,
accountabilities, deliverables,
deadlines, team norms.

Relationship: differences among team
members leading to a lack of
understanding.

Who is
responsible?

e .



Structural causes of conflict

Unfair, unclear or inefficient policies,
procedures, organizational cultures, or ingrained
practices that repeatedly give rise to disputes.

Unintended consequences of organizational
policies and procedures.

High employee or client turn-over often have
structural sources.




Relationship causes of conflict
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MANAGING SELF



What is your automatic
response to conflict?

Do you take charge?
lgnore the problem?
Run away?

Look to others for input?

q\os 01 Resnonding s ,

e

High Focus on Agenda 00”’0[

a

DIRECTING GOOPERATING

Focus on own agenda: High Focus on own agenda: High

Focus on relationship: Low Focus on relationship: High

| win/you lose. I win/you win.

“We’re doing it my way...” “My preference is.... And please tell
“Let’s just get the job done. me yours.... If we each explain what
(We’ll worry about the we want, and keep talking, we can find

relationship later...)"

Low focus on
<

AVOIDING

Focus on own agenda: Low
Focus on relationship: Low
| lose/ you lose.

“Forget about it...."

"Confiict? What confiict?"

. a way for both of us. ”

COMPROMISING High focus on
Focus on own agenda: Medium >
Focus on relationship: Medium Relationship

| win some/you win some.
“I'll meet you halfway...”
“Let’s make a deal...”

HARMONIZING

Focus on own agenda: Low
Focus on relationship: High
1 loselyou win.

“Sure, I'm flexible ..."
“Whatever you want is fine with

"Can we talk about this some other time?” me ..."

v
Low Focus on Agenda
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How does your body react to conflict?

Think Fast:

1. something wants to eat you
2. you do not want to be eaten
3. run!

If something is unfamiliar or
unclear: assume it is bad!!

13
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What can affect your
perception?



What else?




What else is going on for you?

Self-actualization
desire to become the most that one can be

Esteem

respect, self-esteem, status, recognition, strength, freedom

Love and be
friendship, int ~

Safety needs
personal security, employment, resources, health, property

Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Example: life transitions = no sleep = sensitive

16
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MANAGING OTHERS



What can affect their
perception?

* Impact of trauma

* Neuromodulators

* Socio-cultural background
* Prior experiences

* Unconscious biases

* Social learning

Example: the IT guy




What else is going on for them?

Self-actualization
desire to become the most that one can be

Esteem

respect, self-esteem, status, recognition, strength, freedom

Safety needs
personal security, employment, resources, health, property

Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Example: program design — a promise

19



Influence of power CA;@;RY

Example: “you can run circles around us”

Building positive relationships is crucial to
building and maintaining power.

Major types of power:

* Referent

* Expert

* Coercive

* Reward

* Legitimate

20
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Who is your audience? What is at stake?

-

Long-term relationships:
The workplace
At home

Short-term or no relationship:
Driving
Supermarket

No

IIIIIIIIIIII
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Example: “you can’t fool me!”




Strategies s o
Face the problem, not the people
Don’t assume their intentions
Mutually understanding of perceptions
Share your side

Two-way communication

Express and legitimize emotions

* * * Forward focussed

Dedicate the time

Act as a partner

10 Remember face-saving

O ooNOULEWNRE



Focus on interests

Acceptance
Competency
Recognition
Trust
Connection
Support
Commitment
Respect

What interests
do you have in
common?

CALGARY

Time
Validation
Fun
Fairness
Privacy
Control
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Let’s talk

Managing or resolving conflict
begins with a private
conversation between the
parties.

Be curious, ensure other
party feels safe, and prioritize
the relationship.

UNIVERSITY OF

CALGARY
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Look for supports

UNIVERSITY OF

CALGARY

A mediator assists the parties to have a productive

conversation about the dispute.
Satisfaction is higher than with other - ’
forms of dispute resolution. 7

~n |

Commitments are more likely
to be followed through.

- 2



Who is the

Third Side?

Outsiders
(e.g. neighbors, neutrals,
bystanders)

CALGARY

Example: “that’s why they need us”

28
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Who is your audience?

What is the best medium?

What is at stake?

CALGARY

Example: Comms vacuum — people make
stories up!




Difficult conversations

—

. Don’t postpone them

Self-check: am | being defensive? Do | feel
safe?

What'’s going on for them?

Is the setting appropriate?

Listen to understand - be curious!

Ask questions

Analyse the feedback looking for helpful
information

N

N Ok W

Example: Performance review — walk & talk

©
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Effective feedback W W

1. Is it coming from a reliable source?
2. Is the process transparent and fair?
3. Is the communication process appropriate?

Feedback is a GIFT that helps you
improve likely in all settings!

32



Why is it so hard? EREERRT

Fundamental attribution errors: attributing problems others’
disposition rather than the setting or circumstances.

Demanding conditions: workloads and deadlines - having limited
capacity to engage in an exhaustive analysis of all the potential causes
and solutions.

False consensus effect: our view of reality and the facts. We are
reasonable and competent people, why would others see the situation
differently?

Example: “that’s because he is old”
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What can | say: e
Yelling: be willing to end the meeting and say, in a neutral, composed voice:

“I need to have a conversation with you. | need you to lower your voice.”
“I need you to take a deep breath. This is not constructive.”

Defensiveness: use immediacy:
“I see this as your responsibility — let’s talk about why you don’t see it this way.”
Recurring reactive behavior: address the tendency:

“I notice every time we sit down to discuss [issue], you get [upset, angry, defensive]. | have your best interests
at heart. What can | do to help you hear me better? And here’s what | need from you during these
interactions.”
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CONCLUSION
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Responses to conflict will vary by individual. It is ultimately your
responsibility to understand and manage conflict appropriately.

What is your personality style?

What is your conflict style?

What areas for professional development did you identify?

How will you adjust your style to accommodate the needs of
others?



It's worth it! “ “Nf
AA AL



