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Conflict
 “A perceived difference 

between two or more 
interdependent parties that 
results in opposition.”

 What causes conflict?
 Can’t we just avoid it?  



Causes of Conflict
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Common Behavioral Responses to 
Conflicts in the Workplace

Direct Indirect Uncontrollable 
Intensity

•Discuss with person
•Listen to person
•Try to convince the 
person
•Shout at the person

•Avoid the person
•Discuss with coworkers
•Discuss with people outside 
the organization
•Talk behind the person’s 
back
•Go to the person’s supervisor
•Make jokes at the person’s 
expense

•Show tension nonverbally 
(clenched jaw, tightened 
muscles).
•Strike the person
•Cry

Wouldn’t it be great to be able to manage conflict better?



Your Conflicts?
 What are some of the workplace conflicts 

that you would like to manage better?

 Angry callers
 Supervisor is 

bossy
 Employees don’t 

perform 
 They don’t listen

 They won’t take 
“no” for an answer

 They won’t be 
reasonable

 They are 
disrespectful



Some Ways to Manage Conflict
 Understand Your Conflict Management Style 

– Avoid, Accommodate, Compete, Compromise, Collaborate
– Which do you use most often? Which is your backup?
– How can you improve your problem-solving?

 Improve Communication
– Listen well, listen actively, able to repeat what you heard
– Speak Clearly

 Disagree positively, deal with problem behavior
 Be persuasive, speak to the other’s interests

 Use Problem-Solving Negotiation
– Win-win (integrative) – a problem-solving approach
– Avoid Win-lose (distributive) – head-to-head bargaining



Conflict Handling Styles
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Avoiding
 Ignoring or suppressing conflict in 

the hope that it will go away or not 
become too disruptive
– Low on both concern for other and self

 Good when:  
– Trivial, no choice, too much disruption, 

cool down, gather information, others 
can resolve.

 Otherwise, ineffective
– Problem doesn’t disappear, may grow. 

You lose out on a better deal/situation 
by not addressing. Seen as uninvolved, 
uncommitted



Accommodating
 Focusing on allowing the desires 

of the other party to prevail.
– Low on concern for self, high 

concern for others
 Good when: 

– You are wrong, issues are 
important to others but not you, to 
build social credits, minimize 
losses, harmony.

 Otherwise, ineffective:
– Don’t get what you need, you 

build resentment, you are seen as 
doormat 



Competing
 Attempting to win at the other 

party’s expense, not caring about 
the other person’s needs. 
– High concern for self, low for others

 Good when:  
– Quick action vital, unpopular actions, 

vital to welfare, against those who 
take advantage of noncompetitive 
behavior.

 Otherwise, ineffective
– You may hurt other party, they may 

retaliate, people don’t want to work 
with you, ineffective in long-run. 
Seen as uncooperative.



Compromising
 Having each party give up 

some desired outcomes to get 
other desired outcomes.  Win 
some, lose some.
– Suboptimal on both concerns

 Good when:  
– Not worth extra effort to work for 

collaboration, mutually exclusive 
goals, expedient solutions under 
time pressure, backup to 
competing or collaborating.

 Otherwise, ineffective
– Give in too easily/too soon, could 

find a better solution if you 
expect and work for more.



Collaborating
 Devising solutions that allow both 

parties to achieve their desired 
outcomes. Both win at least their 
major issues.
– High concern for self and for 

others
 Good when: 

– Find integrative solution, merge 
insights, gain commitment, work 
thru feelings.

 Good in MOST situations:
– Problem-solving. Improves the 

relationship, finds better mutual
solutions, more lasting deals

Win-Win



Your Style?
 Which is your PRIMARY style, the one you 

use most often and easily?
 Which is your SECONDARY Style, the one 

you use when your Primary one doesn’t 
work?

 Survey available to discover yours.



Becoming More Collaborative
 Avoiding

– Increase both concern for self and for others.
– You can find a better situation if you are willing to engage.

 Accommodating
– Keep high concern for others, but increase concern for self.
– Your needs are important, too. Speaking up does not have to 

harm the other and they may benefit from it.
 Competing

– Keep high concern for self, but increase concern for others. 
– Help them get what they need, too. Don‘t just assume they will 

speak up for what they really want—that may not be their style.
 Compromising

– Increase both concern for self and for others
– Don’t stop negotiating too soon, try for an even better situation.  

Don’t just split down the middle, don’t just be “fair.” Get a better 
deal for both



Some Ways to Manage Conflict
 Understand Your Conflict Management Style 

– Avoid, Accommodate, Compete, Compromise, Collaborate
– Which do you use most often? Which is your backup?
– How can you improve your problem-solving?

 Improve Communication
– Listen well, listen actively, able to repeat what you heard
– Speak Clearly

 Disagree positively, deal with problem behavior
 Be persuasive, speak to the other’s interests

 Use Problem-Solving Negotiation
– Win-win (integrative) – a problem-solving approach
– Avoid Win-lose (distributive) – head-to-head bargaining



Improve Communication

3. Respectful non-verbal language

2. Speaking skills1. Listening skills



Remove Roadblocks to 
Active Listening

 Non-verbal behavior
 Ordering
 Threatening
 Preaching
 Lecturing
 Providing answers
 Judging
 Excusing
 Diagnosing
 Prying



Improve Listening Skills
Aspects of a Good 
Listener:
Accessible
Interested
Attentive
Curious
Encourages expression
Doesn’t interrupt 
Suspends judgment
Values different views
Shows empathy and 
understanding
Doesn’t talk too much

 Listen to Understand 
(Active Listening)
– Encourage visibly and audibly 
– Clarify meaning, intent, 

criteria
– Restate, paraphrase, use 

some of their own words
– Summarize what you’ve 

heard; confirm if you got 
it right

– Validate: identify positive 
intent, highly-valued criteria



Why Listen Actively?
 Shows respect for the other

– Allows venting to remove emotion
 Encourages Reciprocation

– Listen to them first so they will listen to you.
– Respect first so they will respect you.

 Gains more information
– We don’t know what we don’t know
– Each person may have a piece of the truth

 Clarifies the issue
– Different perspectives



Listen and Repeat Practice
 Everyone believes they listen actively. Yet, what most 

people do is sit there, smile, and nod. Active listening is 
MORE than that.  Most cannot repeat all that was said.
– “If you can’t repeat what someone says, you weren’t 

listening.”
 Exercise 1: The “Listening Rule” 
 Exercise 2 in pairs: 

– Speaker: “What accomplishment are you proud of?”
– Listener: Actively Listen, be able to repeat what they 

said
 Exercise 3 in pairs: Late Again Role-Play



Late Again, Part 1
 DON’T SOLVE THE PROBLEM YET
 Supervisor (Sunny) speaks

– “This is the problem…”
 Employee (Pepper) listens ACTIVELY 

– Use your active listening skills
– Repeat what was said while they are talking
– Don’t just sit there like a sponge
– Don’t argue or defend yourself
– Don’t explain or apologize

 Results
– Supervisor, do you feel listened to? Why?
– Employee, can you repeat it all?

 What did the supervisor say?



Late Again, Part 2
• DON’T SOLVE THE PROBLEM YET
 Employee (Pepper) speaks

– “This is what happened and why…”
 Supervisor (Sunny) listens ACTIVELY

– Use your active listening skills
– Repeat what was said while they are talking
– Don’t just sit there like a sponge
– Don’t argue, don’t defend yourself
– Don’t apologize

 Results
– Employee, do you feel listened to? Why?
– Supervisor, can you repeat it all?

 What did the employee say?



Late Again, Part 3 

 After BOTH sides have listened ACTIVELY,
 Then you know both sides of the issue
 Only then can you solve the problem
 What solutions did you come to?



Speaking Clearly
 After we have actively listened we can speak 

more intelligently.
 Saying “No” clearly, respectfully, and 

effectively (a Positive No).
Disagreeing Agreeably
 Dealing with Problem Behavior

Finally: Interest-based Problem Solving



 Begin with a positive attitude of respect.
 Express your Yes! 

– To yourself and protecting what is important to you, 
your interests and your motivation for saying no.

 Assert your No. 
– Use a matter-of-fact “No” that sets a clear limit.

 Propose a Yes? 
– Invitation to the other to reach an agreement that 

respects needs.
– Relationship. Externally focused.

 You stand on your feet, not on their toes

A Positive No is a “Yes! No. Yes?”



Disagreeing Agreeably – ABC Method
Speak your truth in a way they will hear you.
 Actively listen

– Repeat/paraphrase “Just so I’m clear…”
 Be careful about your tone

– Separate listening from agreeing
 Be positive, build common ground

– Find something you can really agree on first
– Avoid “Yes, but…” (“I see your point, but…”)

 Cite your different experience
– You had the same experience…
– However, you had a different take on it



Dealing with Problem Behavior
Stand on your feet, not on their toes
 1. Open the conversation in the energy of 

appreciation
 2. State the facts
 3. Ask the other party for help in understanding 

his or her behavior
 4. State the ideal behavior
 5. State the consequences or open negotiations



Persuasion Can Be Powerful
• Typically we decide what we want and then work hard 

trying to convince others to give it to us
– The tug of war: who’s right, who’s wrong

• Approach your goal by identifying what the other party 
wants/what makes them tick
• What do THEY want?  

• Then present your points in a way that helps them 
achieve what they want, while simultaneously achieving 
your goals
• Explain how their giving you want you want will help 

themselves.



Some Ways to Manage Conflict
 Understand Your Conflict Management Style 

– Avoid, Accommodate, Compete, Compromise, Collaborate
– Which do you use most often? Which is your backup?
– How can you improve your problem-solving?

 Improve Communication
– Listen well, listen actively, able to repeat what you heard
– Speak Clearly

 Disagree positively, deal with problem behavior
 Be persuasive, speak to the other’s interests

 Use Negotiation, especially Win-win
– Win-win (integrative) – a problem-solving approach
– Avoid Win-lose (distributive) – head-to-head bargaining



Problem-Solving Negotiation 
(Integrative, Win-win)

Build a 
working 
relationship.
Be respectful

Jointly explore 
options for 
creating and 
distributing 
value.

Make 
Choices

Options

Legitimacy

Interests

BATNA Commitment

If “No” If “Yes”

Relationship Communication

*from: Bruce Patton, Harvard Negotiation Project



Integrative Negotiation = 
Problem Solving

 Define the problem
– What problem are we trying to solve together

 Identify interests for both sides
– What you want and why you want that

 Generate options
– That will suit both sides

 Use objective standards or legitimacy to choose 
among options

 Gain commitment to assure the agreement sticks
 BATNA - Recognize you can always walk away.



Further Reading

1. Fisher and Ertel (1995). Getting Ready to Negotiate
2. Fisher, Ury, Patton (2011). Getting to Yes
3. Kilmann and Thomas (1977). Developing a Forced-Choice 

Measure of Conflict-Handling Behavior: The "Mode" 
Instrument

4. Lewicki and Hiam (2006). Mastering Business Negotiation
5. Maravelas (2005). How to Reduce Workplace Conflict and 

Stress
6. Stone and Heen (2015). Thanks for the Feedback
7. Ury (1991, 1993). Getting Past No
8. Ury (2007). The Power of a Positive No
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