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“Conflict occurs when two opposing parties have interests or goals that appear to be incompatible.” 
					Richard Hughes
What is Conflict?
· Opposition
· A clash of opposing ideas
· Disagreement
· Fight or battle
· Contention
· Hostility

What does Conflict Look Like?
At school, conflict may take the form of: 
· Unspoken tension between parties
· Negativity
· Ignoring input of others
· Avoidance
· Anxiety
· Game playing to exert some sort of control
· On-going questioning
· Excessive display of knowledge

Causes of Conflict
· Opposing viewpoints or opinions
· Emotions
· Selfishness
· Miscommunication or misunderstanding
· Assumptions
· Perceptions

PERSONALITY CONFLICTS
If others are having a personality conflict ...
·  Try not to get involved. Suggest they work it out themselves in a constructive way.
DON’T
·  Get emotional 
·  Take sides
If it persists, 
- Refer the problem to their supervisors

If you’re having a personality conflict..
·  Communicate directly with the other person. Emphasize problem solving & common objectives. 
DON’T
·  Get emotional
·  Drag others into the conflict



Manage Yourself
It is important to: 
· Stay ‘cool’
· Be clear about your own intentions. What do you want to accomplish?
· Focus on intended outcomes 
· Watch yourself (be an observer) and notice your own internal and external language
· Don’t vent. Describe your feelings without judging or blaming
· Take a break if you feel yourself losing clarity


Communication
Impact of the Message













Slow Down the Listening…	
· Speaker says 120 wpm–
Listener can absorb 800 wpm.
· Our eyes see the equivalent of 50 million words per minute – 10,000,000 times more than we hear.
· Humans use some 250,000 facial signals and 700,000 physical signals when communicating with one another.
Communication Is The Key...	
· Be clear about what is to be done.
· Be clear about who is to do it.
· Two parts to the message
· Speaker has an image
· Listener has an image
· Are they the same?
What changes perception?
· Incorporating new information into a present situation.
· Paradigm shift.
· Understanding another’s perception.
KEY SKILL A: Being Open to Other Perspectives
· Being open to the perspectives of other people involved in the same conflict is a critical skill for resolving conflict.
· Have you ever considered that the same conflict may not be experienced in the same way for another person? 
· When you know that there are always more ways to see the same situation… then every person’s perspective is important to consider.
Perception is Everything
1. What others see/feel/experience is real and true to them. 
2. Perception is built on our personal experiences in life – we interpret present events based on past events. 
3. Most people initially perceive the same event at least somewhat differently.
Uniqueness of the Brain
· Monday
· Shopping
·  Men
·  Michael Douglas
We are products of genetics and experience
 Avoid Assumptions
· Assume nothing – assumptions are often wrong.
· Ask questions – it’s harder to be wrong if you asked first.
· Try first to understand the other’s perspective before you try to get him/her to understand yours.
· Consider alternative explanations for the other person’s behavior besides what you initially believe.  
In order to solve problems, you will need to be able to see things from several points of view! 
 Can you do it?
Costs of Conflict
· Destroys professional relationships
· Creates barriers to individual and organizational effectiveness
· Derails teamwork
· Costs of Conflict (continued)
· Creates enemies and hidden agendas
· Adds stress to the workplace
· Wastes time, money and resources

Different Style to Manage Conflict
Now that we have looked at some of the potential sources of conflict, let’s look at ways in which we manage conflict.
People respond to conflict in different ways. We even use different styles in different situations or with different people.
There are actually advantages & disadvantages with any of the following styles. Look at the characteristics of each and find where you might use these styles in your own situations.

At times, the situation requires us to use different styles. Here are some strategies we may use:
· Avoidance - Lose-Lose  - “The downward spiral” This is when nobody wins and the conflict is not solved. 
Avoidance means that a person knows there is a conflict but chooses not to deal with it. An avoider walks away from the problem and may avoid the person with whom he or she is having a conflict.
Avoiding the source of the conflict does not make the problem go away. Although, avoidance might help you in the short term and might help in situations you can’t do anything about, this style doesn’t address the concerns of the student or preceptor.

· Accommodation -  Lose-Win - “The doormat” One person wins, the other loses.
The person who always accommodates puts aside their own needs and concerns in order to satisfy the needs of another person.
You may feel that it is better to give in instead of addressing the conflict because it saves lots of problems, but by doing so you give up addressing your own personal concerns.
 
· Competition - Win-Lose - “The Bulldozer” One person wins, the other loses.
This person is trying to win or make the other person lose by giving in. In this style, a person defends his/her position or pursues his/her own goals without regard for the needs of the other person.
If I have to deal with conflict, I want to be in charge! Win-lose: “I know best!” With this conflict management style, you show a strong concern for self. This may result in poor cooperation from the other person.
· Compromise - No Winners and No Losers - Nobody gets everything they want! Both people have to give a little
This is where two people work together in order to come up with a solution that both parties can live with. It involves both parties to negotiate a solution that may require each party to give up some of their demands and accepting of some of the other parties’ demands. There are no winners or losers.
You may feel that it is better to give in instead of addressing the conflict because it saves lots of problems, but by doing so you give up addressing your own personal concerns.
· Collaboration - Win-Win - “The All You Can Eat Buffet!!”-- Each person gets what they want! Both people win and the conflict is resolved!
This is where two people work together in order to satisfy the need of both people. It involves problem solving and assumes that both people can get their needs met. One party does not have to win at the other’s expense. It is win-win problem solving.
Many conflicts can be handled in a reasonable way by collaborating with the other party. If we put our heads together we may be able to find a solution that we both will like. Win-Win!!
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Tips for Managing Conflict
· Here are some more tips for managing conflict: 
· Avoid irritants – keep the other person cool and collected
· Do not tell them what they think or feel
· Do not tell them what they are trying to do – ask them what their intentions are
· Do not praise or defend yourself

Build Empathy and Cooperation
· State your intention/desire to work things out
· Invite them to join you as a partner in sorting out the issue
· Move from “either/or” to “and”
· Show people you care about them, even when you disagree
· Talk about how to keep communication open as the action plan progresses
· Reframe constantly from:
· “I’m right, you are wrong.” to “We each see the situation differently.”
· Certainty to curiosity
· Assumption/accusations to sorting intentions and impact
· Blaming to shared contribution
· Judgments to feelings

Roles and Status: Do’s and Don’t’s
· Do:
· Listen carefully to all sides of the conflict
· Discuss the conflict in a positive way
· Try to look at conflict as a learning opportunity
· Be assertive rather than aggressive
· Be prepared to change your opinion and admit you were wrong
· Don’t
· Take things personally or become offensive
· Let conflict go unresolved
· Be scared of conflict; it can be a positive thing
· Get involved in conflicts that don’t concern you. Be clear about your role


5 Steps to Managing Conflict
1. Establish a positive environment – Timing: agree on when to discuss the conflict. Location: agree on a convenient, neutral setting. Express motivation to resolve the difference to future mutual benefit.
2. Seek to understand the other person’s point of view – Invite the other person to share their point of view about the issue. Ask open-ended questions and listen attentively to the answers. Check your understanding by repeating the essence of what you have heard.
3. Seek to clarify and define the issue – Use ‘I’ statements and ask the other person to listen to what is important to you. Explore the other person’s thinking and what is important to them (including concerns, fears, hopes, and expectations). Continue asking open-ended questions and making ‘I’ statements until both agree on the actual issue to be resolved.
4. Generate alternatives – Summarize what is important to both parties, regarding the issues. Invite brainstorming, generating options together. Insist on examining a few alternatives when more than one option is suggested.
5. Problem solve – Evaluate the options: how will they meet the interest of both parties? Form an action plan: who, what, where, when, and how.
This is where two people work together in order to satisfy the need of both people. It involves problem solving and assumes that both people can get their needs met. One party does not have to win at the other’s expense. It is win-win problem solving!
Many conflicts can be handled in a reasonable way by collaborating with the other party. If we put our heads together we may be able to find a solution that we both will like. Win-Win!!

In Summary
· So now you know that when you encounter conflict you need to: 
· Identify the source
· Reflect on your typical approach to dealing with conflict
· Consider the perspective of the team members and factors that may influence their behavior (e.g. stresses, responsibilities, legality)
· Use strategies for win-win resolutions
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