CONFLICT MANAGEMENT

Conflict in work groups is CONSTRUCTIVE when it…
· Opens up issues of importance, resulting in their clarification

· Reveals and uses the ideas of all team members

· Results in healthy debate of issues and ideas that lead to resolution

· Results in solving problems

· Minimizes “politics” from lack of buy-in to solutions

· Helps build cohesiveness

Conflict in work groups is DESTRUCTIVE when it …
· Diverts energy from important activities and issues

· Destroys morale of people 

· Polarizes groups

· Creates an environment of “back room” politics

· Involves a win/lose approach or outcome

· Deepens differences in values

· Produces irresponsible and regrettable behaviors

· Results in wasted time and energy

· Trust between individuals is eroded

What is Conflict?

A disagreement, battle, collision, emotional tension, the opposition of persons….







Webster’s Definition of conflict

· Most people feel negatively about conflict based upon their own experiences of conflict or their own beliefs about conflict.

· Our beliefs about conflict are typically the following:

Conflict….
· Can be dangerous
· Can destroy or group or a relationship

· Can lead to stalemates

· Almost always leads to aggression
· Is scary 

· Takes too much emotional energy
Reflection question:

How have your own experiences or beliefs affected how you currently deal with conflict?
___________________________________________________________________________________________________________________________________________________________________________________________________________________________
Working Definition:
Conflict is: 
 A situation when your wishes differ from those of another person

SOURCES OF CONFLICT

	Different perspectives

	Differences in values

	Unclear or divergent goals

	Gaps in role expectations

	Breakdown in communication

	Differences in styles  


INDIVIDUAL CONFLICT MANAGEMENT STYLES

	Style
	Primary Style
	Best to Use
	Best to Avoid

	Competing


	Extremely confrontational and aggressive approach – Goal is to win at all costs (Relationships can be negatively impacted) 
	
	

	Accommodating


	Adopting agreeable behavior –This style can lead to people agreeing to do what others want at the expense of what they really believe
	
	

	Avoiding


	Non confrontational approach that ignores or denies that there is a conflict –can lead to conflicts never being resolved
	
	

	Compromising


	Individuals are assertive on what they believe but they can end up making major concessions for the good of the team 
	
	

	Collaborating
(Win-Win)

	Through healthy debate of the issue, the team discovers a mutually beneficial solution  (Approach is possible when team members respect others and they value opinions and relationships)
	
	


BARRIERS TO MANAGING TEAM CONFLICT

· Leader not having the tools in dealing with conflict
· Individuals do not have the skills to address conflicts

· Team is waiting for someone else to fix the issue

· Team members are unwilling to express honest opinions

· A team having a mix of individual conflict styles

CONFLICT MANAGEMENT PROCESS STEPS
	Step 1
	Clearly identify the area of conflict


	Step 2
	List areas of agreement



	Step 3
	List areas of disagreement



	Step 4
	Determine the source of conflict



	Step 5
	Problem solve



CONFLICT MANAGEMENT WORKSHEET

	1. Area of conflict:


	2. There is agreement that—



	3. There is disagreement that—



	4. Source of conflict:



	5. Possible solutions (list as many as possible):




RULES FOR FIGHTING FAIR

· Avoid labels and judgmental statements.

· Stick to the issue.

· Keep what’s said in the room, in the room.

· Listen first and then share your perspective.

· Speak for yourself, not “everyone”.

· Build on others’ ideas.
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