Chapter 10
Interpersonal Communication and  Conflict

What is interpersonal conflict?
· disagreement between or among connected individuals-co-workers, close friends, partners or family members.
· each persons position affects the others, positions can be both interrelated and incompatible 
· conflicts occur when people;
· 1) are interdependent, what one person does effects the other
· 2) are mutually aware of incompatible goals;  one persons goal is achieved then the other persons goal may not be achieved
· 3) perceive each other as interfering with the attainment of their own goals. Example; you want to study but your roommate wants to party
· the greater the interdependency, the greater the number of issues on which conflict can centre and, the greater the impact of conflict on the individuals and on the relationship

Myths About Conflict
· conflict is best avoided
· time will solve the problem
· conflict damages relationships 
· conflict is destructive
· always has to be a winner and loser in conflict
Characteristics of Interpersonal Conflict
Conflict is Inevitable
· you cant avoid it but you can reduce it
· people are different, everyone has differences 
· if people are interdependent these differences can produce conflicts
· everyone deals with conflicts differently some are more emotionally upset than others


Conflict Can Centre on Content and/or Relationship Issues
· content conflict: centres on objects, events and persons in the world that are usually external to the parties involved in the conflict
· content conflict: has to do with the millions of issues about which we agree or disagree on daily, what to watch on tv, fairness of an exam etc.
· relationship conflicts: clashes between a younger brother or sister, two partners who want to go to two different vacations spots, 
· relationship conflicts: conflicts are concerned with the relationships between the individuals, who's in charge, who sets the rules etc
· workplace conflicts are centred around both content and relationship conflict 


Conflict Can Be Negative or Positive 
· Negative Aspects; 
· conflicts are focused largely on hurting the other person
· when one person hurts the other, there are increased negative feelings
· conflict may lead you to close yourself off from the other person which leads you to prevent meaningful communication
· one or both parties may seek the need for closeness and openness somewhere else
· leads to further conflict, resentment 


Postive Aspects;
· forces you to examine a problem and work toward a potential solution
· relationship may emerge to be stronger, healthier and more satisfying than before
· you may emerge more confident and better able to stand up for yourself
· stop resentment from increasing
· confronting a conflict indicates commitment and a desire to preserve the relationship


Conflict is Influenced by Culture, Gender, Technology


Conflict and Culture;
· many cultures arise as a result of the cultural orientation of the individuals
· collectivist cultures; more likely to centre on violations of collective or group norms and values
· individualist culture; when people violate individual norms ex: defending a position in the face of disagreement
· the ways in which members of different culture express conflict differs
Conflict and Gender
· men are more apt to withdraw from a conflict situation than women
· men become more physically and psychologically aroused during conflict than women so they may withdraw themselves to prevent further arousal
· men withdraw because culture has taught them to avoid conflict, withdraw is an expression of power
· women want to get closer to the conflict, talk about it and resolve it
· women are more emotional and men are more logical when they argue
· women=conflict feelers, men=conflict thinkers
· women show negative feelings more than men
· some research does not support these differences in conflict style 
· gender plays a role but it is not a set role

Conflict and Technology
· face to face conflicts can be the same as online conflicts
· conflict is not meditated face to face
· makes it easier for people to say what they feel they need to say to the other
· allows us to be clearer, more precise and less emotional
· give yourself time to calm down before sending an angry message etc
· can cause harm; easy to send a message without thinking of the consequences, communication can be misunderstood or misinterpreted 
· disinhibition effect: double eded sword




Conflict Styles Have Consequences

Competing: I win, you lose…thinking more about my own needs and desires and little about yours.  As long as my needs are met the conflict has been dealt with successfully. 
Avoiding: I lose, you lose…I am relatively concerned with my own needs or with your needs.  Change the subject when the problem is brought up, 
Accommodating: I lose, you win…I sacrifice my needs for yours, maintain harmony and piece in the relationship
Collaborating: I win, you win…I address both my needs and your own, most ideal style of conflict resolution
Compromising: I win and lose, you win and lose…some concern for my needs and some concern for your needs, meeting each other halfway, give and take
Ways To Manage Conflict
· Goals; short term and long term you wish to achieve, chose cooperative strategies to resolve conflict or decide whether or not to drop it and ignore the difficulty
· Emotional State; when you're sorry you use strategies to make peace, when you're angry you use strategies to lash out how you feel, when you're scared you may do your best to avoid the situation 
· Assessment of the Situation; your attitude and beliefs about what is fair, your own feelings of who is the cause of the problem will influence how you consider the conflict
· Your personality and communication competence; if you're shy you may want to avoid conflict, if you're extroverted you're more likely to be confrontational
· Your family history; you're likely to repeat the patterns of your parents if you aren't mindful to your conflict orientation 
Avoidance Versus Confronting Conflict
· three ways of dealing with extreme distress or trauma; fight, flight or dissociation.
· conflict avoidance may involve;
· 1)physical flight: leaving the scene of a conflict
· 2) non negotiation: refuse to discuss the conflict or listen to to the other persons argument, hammering away at your own point until the other person gives in-steamrolling 
· 3) gunnysacking: storing up grievances so as to unload them at another time
· instead of avoiding try: taking an active role, voicing your feelings and listening to the other person, own your thoughts and feelings, focus on the present, express support empathy etc


Force Versus Talk
· people rather force their position on the other person
· force may be emotional or physical, 
· person who “wins” is the one who exerts the most force
· try to: listen openly, reflectively and empathetically
Defensiveness Versus Supportiveness
· how the style of your communication can create unproductive defensiveness or a sense of supportiveness
· the type of talk that generally proves destructive and sets up defensive reactions in the listener is talk that is evaluative, controlling, strategic, indifferent or neutral, superior and certain
· 1) Evaluation: when you judge someone on what they've done it is more likely the person will become resentful and defensive
· when you describe how you feel you don't create defensiveness you are seen as more supportive
· put yourself in the role of the listener 
· 2) Control: when you try to control the behaviour of the other person or when you make decisions without mutual discussion defensiveness will occur
· control messages say: “you don't count, your opinion doesn't matter” 
· focus on the problem, not controlling the situation
· 3)Manipulation: when you conceal your true purposes people are likely to respond defensively 
· 4) Neutrality: seeming to show a lack of empathy or interest in the thoughts or feelings of the other
· damaging in partners and family members
· 5) Superiority: implying that the other person is inferior
· try assuming that each person is equal
· 6) Certainty: person who seems like they know it all is likely to be resented
· little room for negotiating if the person seems to know the “right” answer


Face Attacking Versus Face-Enhancing Strategies: Politenesss in Conflict
· face attacking strategies: involve treating the other person as incompetent or untrustworthy, as unable or bad.  They are embarrassing and can be damaging to the other persons ego, verbal aggression or abuse
· beltlining: when you hit someone below his or her emotional beltline you can inflict serious injury, when you hit above the belt the person is able to absorb the blow
· blame: instead of focussing on the situation some try to affix blame on the other person, it is used when people are unwilling to accept the responsibility of their own actions
· face enhancing techniques involve helping the other maintain a positive self image


Verbal Aggressiveness Versus Argumentativeness
· verbal aggressiveness: an unproductive conflict strategy in which a person tries to win an argument by inflicting psychological pain, attacking the other persons self concept, and seeking to discredit the persons view of self
· strong relationship between verbal and physical aggression
· is destructive, may lead to relationship violence
· argumentativeness: refers to your willingness to argue for a point of view, your tendency to speak your mind on significant issues
· more of dealing with disagreements that is the alternative to verbal aggressiveness
· it is constructive, and the outcomes are usually positive where as verbal aggressiveness the outcomes are negative
· if you are argumentative you are considered more trustworthy, committed, and dynamic, you have greater credibility, 
· argumentativeness is also likely to increase your power of persuasion


Three Specific Approaches To Resolving Conflicts
Interest-Based Relational Approach (IBR)
· useful when theres no time to plan how best to meditate a conflict; ex: one that has developed during a group project
· it respects individual differences while helping people avoid becoming too entrenched in a fixed position
· the goal of this approach is to get to underlying interests, needs and concerns to find a common solution
· IBR follows three guiding principles: be calm, be patient, be respectful
· ensure that your relationship is the first priority
· keep people and problems separate
· pay attention to the issues being presented by the other person
· listen first, talk second
· set out the facts of the conflict 
· explore options together
· IBR approach requires the use of active listening and an assertive approach, it will results in a win-win situation if successful
· 5 steps: 1) set the scene 2) gather information 3) agree on the problem 4) brainstorm possible solutions 5) negotiate a solution


Solving Through Problems
· Kahane’s four ways of talking and listening; downloading, debating, reflective dialogue, generative dialogue
· avoid assuming that theres only one right answer
· recognize unproductive ways of talking; sometimes we dictate to others, sometimes were too polite when we talk, sometimes were too submissive or shy and we don't speak up, sometimes we only talk and do not actively listen to others
· understand effective ways of listening; listening openly, listening reflectively, listening with empathy, committing to a resolution, listening by not talking
· use the closed fist open palm, open talking, open listening 


A Peaceful Personal Space
· diffusing conflict situations before they escalate, combines eastern practices of mindfulness and meditation with the science of brain development
· eastern practices have been found to improve the functioning of the prefrontal cortex, an area of the brain that allow you to take on multiple tasks; make decisions, stay focused, ignore distractions, set goals etc
· helps regulate your emotions, 
· be curious, collect information before making decisions, create a positive future story
· deny the drama, avoid participating in gossip
Chapter #11 
Interpersonal Communication and the Workplace


Diversity In The Workplace
· distinct cultures are found in professional groups as well as individual organizations
· two colleges in the same city but with very different cultures: informal vs formal
· multigenerational: each generation having unique cultural characteristics 


The Multigenerational Workforce
· generation gap in the workplace
· “ the traditionalists, veterans”, the baby boomers, generation Xers, millennials, 
· 1) Traditionalists: characterized by their patriotism, hard work, frugality and faith in their society, respect discipline and law
· 2) Baby boomers: brought up in more affluent, opportunity-filled world, highly competitive, idealistic and optimistic.  Used to being the centre of attention and look for gratification
· 3) Generation Xers: children of the boomers, they tend to be skeptical.  They are money oriented and independent, they don't like to be micro-managed.  They were the generation that experienced soaring divorce rates and the decline in security of the family, prefer informality want to be self reliant
· 4) Millennials: bold, brazen and the cockiest in recent history with an unprecedented sense of entitlement.  Brought up in homes where parents treated them as equals, some think this has resulted in them having little respect for the wisdom and experience of older people.  
· traditionalists tend to view changing jobs as a stigma, where as boomers tend to stay in the same job to make a difference.  Generation Xers have been labelled as job hoppers who try to get as many skills and experiences as possible on a resume, while the millennials see job chaining as a normal routine


The Culture of the Workplace
· workplace cultures revolve around shared values, attitudes and experiences that validate the culture
· workplace culture is learned and shared through expectations for behaviour, customs, and ceremonies
· workplaces often have their own jargon, traditions and stories which communicate cultural values
· culture of organization in four main categories: role culture, achievement culture, power culture, and people culture
· 1) role culture organization: general conformity to expectations, clear regulations and procedures, and clearly defined tasks.  Extrinsic motivation.  
· 2) power culture: having clear authority, high expectations for loyalty, and measures in place to ensure accountability.
· 3) Achievement culture: fosters creativity, competition and independence in its employees.  Less formal rules and structures exist, employees seem to have more intrinsic motivations
· 4) People culture: emphasize relationships, sharing and friendship.  Employees are motivated intrinsically through satisfaction rather than external rewards
· role culture organization you would be less inclined to share personal information, role culture or power culture communication would likely be formal


The Culture of the Professions
· occupational groups such as engineers, teachers and nurse have identifiable cultures
· professional cultures can form barriers to effective communication in the work place
· professional culture represents a shared experience that other group don't have which is reinforced by a professional association
· the culture of professions is impacted by the people who make up the profession and by the skills they use in practice
· differences in occupations are based on whether or not they're focused on objects or things or involved directly in helping and healing people.


Diverse Personalities in the Workplace
· people are simply different they have different likes, dislikes, personalities and temperaments
· try to recognize the characteristics of the people you work with in order for effective communication
· Myers Briggs Type Indicator…personality test
· different approach of communication with a manger than with a leader


Cultural Diversity in the Workplace
· in business cultural differences lead to complexity in interactions and negotiations
· different meaning attribute to business ethics, different interpretations to privacy, different meanings to body language etc
· different cultures have different approaches to things


Gender and Workplace
· differences in communication styles between men and women
· most research was done between baby boomers and generation Xers
· women managers still feel difficulty being accepted by males in the workplace
· communication differences cause women to not be taken seriously at work
· women tend to apologize more, men tend not to and use the apologies as a weakness
· humour is used differently between men and women


Diversity in Ability
· employees with a wide range of abilities
· people with disabilities are able to work and enjoy benefits, although communication with them requires thoughtfulness, consideration and an effort to understand barriers
· small talk
· accommodations should be made for employers with lower levels of cognitive functioning 
· learn to adapt your communication style to become more effective at work
Workplace Communication


Telephone Communication
· much communication in the workplace takes place on the phone
· stay calm and controlled
· introduce yourself, company name and department
· friendly tone of voice, answer questions promptly, open ended questions
· take notes to help you remember the content


Computer Mediated Communication 
· smart phones, emailing, videoconferencing, online collaboration
· emails=filled with spam, junk etc not affective
· using IM in the workplace
· decrease paper etc
· key tool for communication and learning
· important to chose the most appropriate form for the right use


Multitasking
· requires employees to be able to multitask
· talking on the phone while reading an email etc
· young children and adults over 60 don't multitask well
· sequential processing in the brain one task at a time
· could cause time to increase to complete tasks
· stress can increase
· can cause people who are organized to become disorganized


Technology Confrontations
· CMC computer mediated communication, often used as a way for people to resolve personal conflicts to say things that one may not be comfortable to say to the others face
· CMC gets in the way of good communication in the workplace


Written Communication in the Workplace
· messages written on paper will still have an important function in many work places
· layout and appearance of the note will give a message also
· written communication extends the opportunity to plan etc
· ensure the message sent reflects the message you intend


Negative Workplace Communication
· decline in staff morale, in productivity, and in service
· 1) Rumours: private hypothesis that are announced publicly, attempts to clarify unclear situations
· negative rumours are more prevalent than positive rumours
· 2) Gossip: like rumours, small talk about personal affairs and peoples activities without a known basis or fact
· grapevine communication, try to ignore it
· 3) Anonymous Communication:  many organizations ignore anonymous communication
· accusations against supervisors are not seen as legitimate unless the source is known
· technology allows for employees to communicate ideas and concerns without identifying themselves
· anonymous questionnaires for students to evaluate teachers, to receive feedback on a manager etc
· direct communication is often better 
· allows workers who feel powerless to express their views
· 4) Untruthful Communication: honesty is rarely the best policy, those who don't lie in the workplace are often disadvantaged
· people discriminate against lies that are harmless and used to smooth over social situations 
· remind people of the value of truthful communication


Workplace Relationships
· 1) Mentoring Relationships: an experienced individual helps train a person who is less experienced
· guides the person through the ropes, teaches the strategies and techniques for success etc
· provides and ideal learning environment
· ask questions, obtain feedback etc
· 2) Networking Relationships: broad process of enlisting the aid of other people to help you solve a problem 
· social media networking sites such as linked-in etc 
· network with people who know the people you know
· if you can provide others with helpful information it is likely they will provide you with the same
· initiate contacts rather than wait for them to come to you
· 3) Working in Teams: team approach to plan, problem solve etc
· several heads are better than one, the sum is greater than all its parts
· forming, storming, norming, performing, transforming
· communicate, listen actively, don't blame others, get involved
· every member has a function


Leadership in the Workplace: Being A Powerful Communicator
· formal and informal leadership roles exist
· formal: people with titles, have responsibilities for a range of domains
· informal: no official title, but are respected because of personal wisdom 
· having the ability to affect and influence others and bring about change
· develop common visions or goals, modelling 
· transformational leader=most respected, they share power with others and value collaboration, become a source of inspiration to others, has the trust of who they work with
· good leaders influence others with powerful communication, they empower others
Principles of Power
Power Varies from Person to Person
· some people are born with assets that empower them but anyone can increase their interpersonal power
· confidence communicates power, verbally and non verbally
· the confident communicator is relaxed, flexible in voice and in body and controlled, a relaxed posture is likely to portray confidence and a sense of control
· take initiative in introducing yourself to others, use open ended questions, use you-statements, avoid various forms of powerless language


Power is a Part of All Interpersonal Messages
· you cannot communicate without making some implicit comment on your power or lack of it
· people will assess your power along with your competence, openness etc
· men use more powerful language than women
· powerless speech: hesitation, too many intensifiers, disqualifiers, self critical statements, slang and bulgar language etc
Non Verbal Communication of Power
· you communicate your power or lack of power non verbally too
· non verbal communication takes on a key role in the workplace environment
· dress code norms, touching, 
· demonstrating your knowledge, your preparation, your organization non verbally
· empowering others will enhance your power, make effort to help others 


Power is Frequently Used Unfairly 
· used selfishly and unfairly in the workplace 
· sexual harassment: extreme form of abuse of power
· violates law and human rights
· negative consequences can result from failure to grant the sexual favours 
· verbal and non verbal harassment that can make a worker uncomfortable 
· mostly men harassing women but some women do harass men
· power plays: patterns of communication that take unfair advantage of another person
· less obvious abuses of power, someone who is constantly ignoring you or disapproving of what you say
· try to: express your feeling, describe the behaviour to which you object etc


Intrapersonal Power: Self-Esteem
· self esteem: the value that you place on yourself
· success breeds success, when you feel good about yourself you will perform better
· when you think you're a failure you're more likely to act like a failure etc
· attack self destructive beliefs: actively challenge the beliefs you have about yourself that you find are unproductive or that make it difficult for you to not achieve your goals
· seek out positive people: seek out people that are positive and that reward you and make you feel good about yourself, avoid negative peeople
· secure affirmation: remind yourself of you successes, focus on your good deeds, your positive qualities, etc.  Appraise your own strengths; I am a reliable employee, I have made positive contributions etc
· work on projects that will result in success: each success will help to build self esteem and make the next success easier.  When a project fails recognize that this doesn't make you a failure 


Interpersonal Power: Assertiveness
· behaving assertively: assertive behaviour enables you to act in your own best interests without denying or infringing on the rights of others
· assertive people operate with an i win you win policy
· assertive people are wiling to assert their own rights
· communicating assertively: describe the problem don't evaluate or judge it, state how this problem affects you, propose solutions that are workable and that allow the person to save face, confirm understanding
· communicating politely: politeness on the job is critical.  Be positive, be expressive, listen carefully
· be respectful of a colleagues time, be respectful of a persons territory, follow the rules for effective electronic communication, discard your Facebook grammar, use the appropriate medium of sending messages, avoid touching except shaking hands etc





