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CED 716

Managing Conflict

Course Outline


1. Objectives
· Analyze source and course of conflict
· Identify tools to help medicate
· Learn to apply tools to specific situations
· Become a stronger role model

2. What is conflict?

· Conflict can be defined as a disagreement through which the parties involved perceive a threat to their needs, interests or concerns. 

· A conflict is more than a mere disagreement - it is a situation in which people perceive a threat (physical, emotional, power, status, etc.) to their well-being. As such, it is a meaningful experience in people's lives, not to be shrugged off by a mere, "it will pass…" 

3. Five Types of Conflict

A. Data Conflicts - Data conflicts occur when people lack information necessary to make wise decisions, are misinformed, disagree on which data is relevant, interpret information differently, or have competing assessment procedures. Some data conflicts may be unnecessary since they are caused by poor communication between the people in conflict. Other data conflicts may be genuine incompatibilities associated with data collection, interpretation or communication. 

B. Value Conflicts - Value conflicts are caused by perceived or actual incompatible belief systems. Values are beliefs that people use to give meaning to their lives. Values explain what is "good" or "bad," "right" or "wrong," "just" or "unjust." Differing values need not cause conflict. People can live together in harmony with different value systems. Value disputes arise only when people attempt to force one set of values on others or lay claim to exclusive value systems that do not allow for divergent beliefs. It is of no use to try to change value and belief systems during relatively short and strategic mediation interventions. It can, however, be helpful to support each participant's expression of their values and beliefs for acknowledgment by the other party.

C. Relationship Conflicts - Relationship conflicts occur because of the presence of strong negative emotions, misperceptions or stereotypes, poor communication or miscommunication, or repetitive negative behaviors. Relationship problems often fuel disputes and lead to an unnecessary escalating spiral of destructive conflict. Supporting the safe and balanced expression of perspectives and emotions for acknowledgment (not agreement) is one effective approach to managing relational conflict

D. Structural Conflicts - Structural conflicts are caused by forces external to the people in dispute. Limited physical resources or authority, geographic constraints (distance or proximity), time (too little or too much), organizational changes, and so forth can make structural conflict seem like a crisis. It can be helpful to assist parties in conflict to appreciate the external forces and constraints bearing upon them. Structural conflicts will often have structural solutions. Parties' appreciation that a conflict has an external source can have the effect of them coming to jointly address the imposed difficulties.

E. Interest Conflicts -Interest conflicts are caused by competition over perceived incompatible needs. Conflicts of interest result when one or more of the parties believe that in order to satisfy his or her needs, the needs and interests of an opponent must be sacrificed. Interest-based conflict will commonly be expressed in positional terms. A variety of interests and intentions underlie and motivate positions in negotiation and must be addressed for maximized resolution. Interest-based conflicts may occur over substantive issues (such as money, physical resources, time, etc.); procedural issues (the way the dispute is to be resolved); and psychological issues (perceptions of trust, fairness, desire for participation, respect, etc.). For an interest-based dispute to be resolved, parties must be assisted to define and express their individual interests so that all of these interests may be jointly addressed. Interest-based conflict is best resolved through the maximizing integration of the parties' respective interests, positive intentions and desired experiential outcomes 




4. Skills for Conflict Resolution

· Use neutral language to build trust.
· Don’t ask questions that sound like you are placing blame. 
· Don’t tell people what you think they should or should not have done, because this may sound like you are judging them. 
· Don’t sound like a lawyer in a courtroom. Interrogating a party may make them feel defensive. 

· [bookmark: _GoBack]Active Listening
L = Look Interested – Get Interested
I = Involve yourself by responding
S = Stay on Target
T = Test your understanding
E = Evaluate the message
N = Neutralize your feelings

· Focus on the problem not people.
· Conversations with the word “you” in it will set YOU up to fail every time
· LAER - Listen Acknowledge, Explore, Respond

· Avoid taking sides
Reframing the problem
· Interest-Based Reframing:
· Fairness-Based Reframing:
· Integrative (or Win-Win) Reframing

5. Ways to Address Conflicts

Data
· Reach agreement on what data are important.
· Agree on a process to collect data.
· Develop common criteria to assess data.

Value
· Avoid defining problems in terms of values.
· Search for a higher goal that all parties can agree to.
· Allow parties to agree or disagree

Relationship
· Control negative expression through procedures and ground rules.
· Promote a process that legitimizes feelings.
· Clarify perceptions – build positive perceptions
· Improve quality and quantity of communication.
· Block negative repetitive behavior by changing structure.
· Encourage positive problem-solving attitudes.
Structural 
· Establish a fair and mutually acceptable decision-making process.
· Change negotiations from positional to interest-based bargaining.
· Modify means of parties (less coercion – more persuasion
Interest
· Look for solutions that meet the needs of all parties.
· Focus on interests, not positions.
· Look for objective criteria.



image1.png




