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1 – DEFINING INTERPERSONAL CONFLICT
· Disagreements about:
· Info 
· Values
· Needs
· Beliefs
· Perceptions
· Goals/expectations
· Inter-group conflict:
· Between groups

2 – MYTHS ABOUT CONFLICT & BENEFITS OF
· Conflict Myths
· Myth 1: conflict can always be avoided, is normal, productive and inevitable 
· Problem is how conflict is managed
· Myth 2: conflict always occurs because of misunderstandings
· Sometimes it is a lack of understanding but can be due to different needs or goals
· Myth 3: conflict is always a sign of a poor interpersonal relationship
· No conflict is more likely to signal problems
· Honest disagreement is healthy
· Myth 4: conflict is always resolved
·  perfect harmony is a fantasy
· Myth 5: conflict is always bad
· Conflict-free relationships contain dishonesty
· Insights, negotiations and growth result from conflict
· Destructive conflict is usually due to lack of flexibility and competition
Some Benefits of the study of Conflict/Conflict Management
· In relationships can gain awareness of problems, induce positive change
· Promotes self knowledge
· Provide motivation to deal with problems
· Stimulate interest in issues
· Application to business
· Market study (Virginia):
· 81.3% of companies believed conflict not handled to satisfaction or ignored 
· Conflict lowers productivity
· 96.9% of respondents believe their leadership could be improved with training

3 – CONFLICT AS A PROCESS
Relational Disagreements
· Source: 
· prior conditions stage
· awareness of differences
· Beginning: 
· frustration awareness stage
· at least one person becomes aware that the differences are problematic
· Middle:
· Active stage
· When frustration expressed
· Active struggle
· Verbal or nonverbal 
· End:
· Resolution stage
· Begin to try to manage
· Aftermath:
· Follow up stage
· May involve dealing with hurt feelings, grudges
· Confirming they have not returned to beginning stage



4 – CONFLICT AND POWER
Power definition: 
· Resources initially has to influence another person
· More resources  = more control of conflict management process = more influence in outcome of disagreement
· Equal power and resources = a likely productive interaction

5 Basic Power Sources
1) Legitimate Power:
a. Based on appointed, elected or designation position
2) Referent Power:
a. Based on IP attraction, influence from being like a valued for company, advice or friendship
3) Expert Power:
a. Based on superior knowledge experience/specialized field
4) Reward Power:
a. Based on having resources to give (gifts, money, status, power) and knowing what rewards are meaningful
5) Coercive Power: 
a. Based on ability to sue sanctions and punishments, usual that reward and punishment power go together, often resorted to when no other power base
Using Power:
· Consider short term effect on the other and long term effect on relationship
· Unethical and destructive to trust is use power to intimidate or devastate sense of self
· Can analyze:
· Balance of power and anticipate sources of influence during conflict
· Then select effective conflict management strategies

5 – SELF-DIAGNOSTIC: POWER CHECKLIST 
Supplemental Material
· 

6 - CONFLICT MANAGEMENT STYLES
5 basic ones:

Controlling Styles
· 1. Forcing
· Competing/win-lose
· Aggressive, dominating
· Focus on own needs
· Can resort to blaming and coercive power

Non-Confrontational Styles
· 2. Avoiding
· Withdrawing physically or psychologically
· Creates lose-lose situations
· Conflicts remain unresolved

· 3. Accommodating (teddy bear)
· Placating
· Attempt to please
· Unassertive 
· Usually due to discomfort with negative emotions
· May fear rejection 
· Avoid threats to self-worth and seek approval
· Seem unresponsive and never seem angry
· Appear other-oriented but seek self-protection
· Win-lose situation (person they are accommodating always wins)

Cooperative Styles
· 4. Compromising (fox)
· Resolves conflict by concessions
· Agreement achieved by compromising
· Each party sacrifices
· May result in 
· Win & lose for both parties
· Lose-lose where both parties unsatisfied

· 5. Collaborating (owl)
· Conflicts views as set of problems to be solved
· Win-win orientation
· Focus in on problem versus personal issues
· Shared interests emphasized 
· Options generated
· Use objective criteria
· Standards for solution



Skill in Conflict Management
· Best is competence in all five strategies
· Vary strategy depending on person and situation
· Choosing the most appropriate method of conflict (supplemental material)

9 – RELATIONAL CONFLICT STYLES
· In a long term relationship
· Relational conflict styles is pattern of managing disagreement that repeats

Conflict Styles

Complimentary
· Partners use different but mutually reinforcing behaviours

Example 1: wife upset because husband is spending little time at home:
Complimentary: Wife complains; husband withdraws, spending even less time at home. 

Symmetrical 
· Both parties use same tactics

Example 2: female employee offended when boss calls her “sweetie”:
Symmetrical: Employee turns the tables by calling boss “cutie.” Boss gets the hunt and stops using the term. 

Parallel
· Shifts between complementary and symmetrical patterns from one issue to another
· No single issue best relational conflict style. 



10 – METHODS OF CONFLICT RESOLUTION

Ideal Method:
· Win-win
· Use collaborating (problem confronting) style. 
· Focus is on assertion

High concern for others/low concern for self: accommodating
Low concern for others/low concern for self: avoiding/withdrawal
Low concern for others/high concern for self: competing/forcing
High concern for others/high concern for self: collaborating
Medium concern for others/medium concern for self: compromising

Integrating conflict style & positions (approach to others)
Supplemental Package (view)

Non-Assertive
· Non-confrontational
· Avoidance or accommodation
· Can be appropriate for example, at gunpoint. 

Direct Aggression
· Controlling
· Aggressive/demanding
· Example: attacks of
· Character, competence, physical appearance, threats, ridicule, teasing
· Users tend to be judged as incompetent
· Can be appropriate, for example, life/physical threatening situation

Passive-Aggressive
· Avoiding/accommodating
· Hostility expressed in obscure way
· A front of kindness maintained (see supplemental material “crazymakers”)
· Can be appropriate for example, kidnapping. 

Indirect
· Not totally problem-confronting
· Hinting and indirect message
· Not as clear as assertiveness but more initiative than passive
· No passive-aggressive hostility
· Problems
· Message may not get through or be misunderstood
· Can be appropriate for example, to save face for recipient or for self

Assertive
· Collaborating
· Clear, direct message of needs, thoughts and feelings
· Takes time and effort
FIVE PARTS OF ASSERTIVE MESSAGE
1.   Behaviour
a. Objective description of relevant behaviour
2. Interpretation
a. Attach a meaning
i. Presented subjectively and uses “I” statement (“when you...” – “I thought”)
3. Feeling
a. Disclose feeling reactions
4. Consequence
a. Explain what happens as result of behaviour to you, or person addressed, or to others
5. Intention
a. State either
i. Where you stand on issue
ii. What you want person to do or tell you
iii. What you plan to do in future

11 – CHAPTER 10 EVALUATION – CONFLICT MANAGEMENT
(Supplemental material)




 



