
What is conflict?

http://blog.adw.org/wp-content/uploads/2016/10/blog101116.jpg


Conflict:

A disagreement between two or more 
parties that results from incompatible 

interests



Learn to leverage 
the benefits and 

minimize the costs 
of conflict 

BENEFITS

COSTS

https://openclipart.org/image/2400px/svg_to_png/131899/Balance.png


Task Conflict Relationship Conflict

https://elearningindustry.com/wp-content/uploads/2016/03/conducting-a-successful-task-analysis-6-benefits-you-cannot-overlook-e1457012771169.jpg
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Task conflict:

A disagreement between two or more 
parties that results from incompatible work-

related interests



http://m.cdn.blog.hu/eu/europapont/image/2015/cafe.jpg


Positive Outcomes

• Facilitates discussion
• Leads to active problem-

solving styles

• Encourages the sharing of new ideas
• Encourages perspective taking and critical 

thinking

https://www.qxf2.com/assets/img/group_discussions.png


Negative Outcomes

• Low productivity
• Impairs 

communication and 
coordination

• Reinforces 
stereotypes

• Lead to relationship 
conflict

http://fcdn.wyliecomm.com/wp-content/uploads/2010/10/Numb-table-chart-small.jpg
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Task Conflict and 
Performance

Too little task conflict = 
Not enough challenge

Too much task conflict = 
Not enough productivity



Negative Outcomes

• Low productivity
• Impairs 

communication and 
coordination

• Reinforces 
stereotypes

• Lead to relationship 
conflict

http://fcdn.wyliecomm.com/wp-content/uploads/2010/10/Numb-table-chart-small.jpg


Relationship conflict:

A disagreement between two or more 
parties that results from incompatible 

personal characteristics



http://f3.v.veimg.cn/meadincms/1/2016/0726/110113523.png


Outcomes

• Negative 
emotions

• Distractions
• Low productivity
• Poor decisions
• Damage to 

relationships
• Poor group 

functioning

https://beyondkissesdotcom.files.wordpress.com/2015/06/shutterstock_254150827.jpg


Diagnose Adapt

https://static.boredpanda.com/blog/wp-content/uuuploads/animal-camouflage/animal-camouflage-16.jpg
http://www.risksa.com/wp-content/uploads/2013/11/doctor-holding-stethoscope.jpg


How can we 
diagnose 
conflict?

https://cdn2.hubspot.net/hubfs/142915/Blog_Images/Blogging/google-algorithmic-seo-issue---downward-trend.jpg


• Informational factors
• Perceptual factors
• Role factors
• Environmental factors
• Personal factors

http://edisonhhc.com/wp-content/uploads/2014/12/doctor-holding-prescription.jpg


Informational 
Factors

http://www.pvsm.ru/images/2015/07/30/novoe-nachalo-sistemnyi-podhod.jpg


Perceptual 
Factors

https://alifenwick.files.wordpress.com/2012/07/perception.jpg


Role Factors

https://cdn-images-1.medium.com/max/2000/1*nF4MhCtfL6tqnXqYkMj8Qw.jpeg


Environmental Factors

Scarcity Competition

http://debanked.com/wp-content/uploads/2013/06/moneyfight.jpg
http://debanked.com/wp-content/uploads/2013/06/moneyfight.jpg
http://demosphere.com/wp-content/uploads/2015/07/competitors.jpg


Personal Factors

Values
Goals

Preferences
Personalities

https://img.clipartfox.com/98901b5d7fdb3290882c3b1939211f61_quality-vs-quanity2-quantity-vs-quality_765-480.jpeg


http://connecttohr.com/wp-content/uploads/2016/03/Conflict-4.jpg


How can we 
adapt our 

conflict 
management 

styles?

http://www.talk-business.co.uk/wp-content/uploads/2015/10/Fighting-tug-of-wark_287291018.jpg
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Different 
situations call for 
different styles.

https://ichemepresident.files.wordpress.com/2014/10/time-to-adapt.jpg


Collaboration

• Assertive and 
cooperative

• Finds solutions 
that address 
both party’s 
concerns

https://www.euractiv.com/wp-content/uploads/sites/2/2016/06/Win-Win-2.jpg


Collaboration is effective when:

• Learning about the other party 
is important.

• Multiple perspectives need to 
be combined.

• Relationships need 
to be repaired.

• Commitment is 
important.

http://www.assembledchaos.com/wp-content/uploads/2013/07/shutterstock_114146581.jpg


Use collaboration by:

• Encouraging information sharing
• Encouraging creative problem-solving
• Encouraging critical thinking
• Maintaining positive 

relationships with the other 
party

http://spencertraskco.com/wp-content/uploads/2016/04/Collaborative-Innovation-2.png


Competition

• Assertive but not 
cooperative

• Pursues self-interests
• Uses power as 

necessary

https://www.paychex.com/a/i/articles/how-to-succeed-in-business-competition.jpg


Competition is effective when:

• Safety is important.
• The conflict involves 

perceptual factors.
• The other party uses other 

styles. 

http://www.techsling.com/wp-content/uploads/2013/05/safety.jpg


Use competition by:

• Using it sparingly
• Outlining what we want

• Explaining the rationale 
later

http://s1.saldopositivo.cgd.pt/assets/2012/08/dv817017.jpg


Accommodation

• Cooperative 
but not 
assertive 

• Sacrifices self-
interest in 
favor of others’ 
interests

https://s-media-cache-ak0.pinimg.com/originals/41/d0/26/41d02651d641d686fa340bfec8b66d97.jpg


Accommodation is effective when:

• The issue is not important to us. 
• We need to expand the pie or make a concession. 
• Others know more about the situation. 
• Others use their power 

to outrank us.
• We know we made a 

mistake.

http://www.bakercommunications.com/content/images/guides/negotiations-guide.jpg


Use 
accommodation 
by:

• Explicitly 
acknowledging 
the 
accommodation

• Using it sparingly

I will 
accommodate 

you.



Avoidance

• Neither assertive or 
cooperative

• Does not address conflict 
in any way

http://prebenormen.com/wp-content/uploads/2012/02/OSTRICH_.png?4b36b9


Avoidance is effective when:

• The resolution needs to be delayed.
• More information needs to be collected and shared.
• Other people need to be involved in the process.
• The issue is trivial.

https://amd.c.yimg.jp/amd/20160224-00054704-roupeiro-000-2-view.jpg


Use avoidance by:

• Setting time limits on 
the time out

• Not letting the conflict 
fester too long

• Setting goals for the 
time out

https://encrypted-tbn2.gstatic.com/images?q=tbn:ANd9GcSByI53lzGUqMFuAooVr9BLuwEMLPNqRRYd3Xr5pkJEoCJ5JeM-TQ


Compromise

• Moderate 
cooperation and 
assertiveness

• Finds a mutually 
acceptable 
solution

http://6633445.s21i-6.faiusr.com/2/ABUIABACGAAgmP-mrQUo9Ya1JDCAGTjwFQ.jpg


Compromise is effective when:

• Resources cannot be expanded.
• The conflict involves role 

factors.
• Only a temporary solution is 

needed.
• Time pressures are great.
• Previous attempts at conflict 

resolution failed.

https://images.openplacement.com/community/uploads/2013/09/Time.jpg
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How can we 
negotiate more 

effectively?
Part 1

https://cdn.lifereimagined.org/sites/default/files/styles/article-image-large-xl/public/gettyimages-531067704.jpg


Negotiation:  

The process of reaching an agreement 
between two parties



http://capsule-z.net/pricetarhelp/wp-content/uploads/2014/04/shutterstock_61309693.jpg


http://starkidz.academy/wp-content/uploads/2015/02/Win-Win.jpg


4. Identify multiple options
5. Make trade-offs
6. Clarify the agreement
7. Evaluate the process

1. Determine whether to negotiate
2. Prepare for the process
3. Focus on both parties’ interests 

http://www.dagensperspektiv.no/sites/default/files/dreamstime_xl_49266745.jpg


What we currently have
=

Best alternative to a 
negotiated agreement 

(BATNA)

1. Determine whether to negotiate

What we could have
=

Best negotiated 
agreement



2. Prepare 
for the 
process

https://community.uservoice.com/wp-content/uploads/how-to-prepare-product-roadmap-presentation-1366x683.jpg


3. Keep the 
discussion 

focused on both 
parties’ interests  

(not their 
positions)

http://www.svetmayaka.ru/media/ckeditor/2017/01/28/ckrluebuuaa5nq7.jpg
http://standom.si/wp-content/uploads/2016/07/client2-1024x768.jpg


How can we 
negotiate more 

effectively?
Part 2

https://cdn.lifereimagined.org/sites/default/files/styles/article-image-large-xl/public/gettyimages-531067704.jpg


4. Identify multiple options

http://www.meredith.edu/images/uploads/hero_photos_internal/mm-art-of-negotiaton.png


5. Make trade-offs

http://allcapcorp.com/wp-content/uploads/2014/04/Capital_Raise.jpg


“My hands 
are tied. I 

don’t have 
authority to 
make that 
trade-off.”

http://www.onlinesalesguidetip.com/wp-content/uploads/2016/01/hiring-procss-is-killing-you-300x200-1.jpg-1.jpg


“Can we take a break?             
I need to call my people.”

http://nonprofithub.org/wp-content/uploads/2014/09/No-More-Excuses%E2%80%94You-Need-to-Call-Every-New-Donor.jpg


Ignore influence tactics and restate interests

https://www.babycentre.co.uk/blog/wp-content/uploads/2015/06/ThinkstockPhotos-158996848.jpg
https://s-media-cache-ak0.pinimg.com/originals/1b/0e/63/1b0e63967e892fdb089b6c147595e5ea.png


Respond to 
outrageous 

behavior by ending 
the negotiation

https://s-media-cache-ak0.pinimg.com/originals/1b/0e/63/1b0e63967e892fdb089b6c147595e5ea.png


6. Clarify the agreement

http://7%D1%8E%D1%80%D0%B8%D1%81%D1%82%D0%BE%D0%B2.%D1%80%D1%84/media/k2/items/cache/556202461533c16857a46ed5bfb7c21c_L.jpg


7. Evaluate the process

http://ibu.edu.mk/wp-content/uploads/2015/05/self-evaluation.jpg
http://soshable.com/wp-content/uploads/2012/07/Effects.jpg


http://www.verantwoordschikken.nl/images/Fotolia_90554883_S.jpg


How can 
we use 

mediation 
to address 
conflict?

http://www.pubblicaamministrazione24.ilsole24ore.com/images2013/PubblicaAmministrazione24/_Immagini/Sviluppo-e-Innovazione/ISS_4266_04445.jpg


Mediation:  

A technique in which a neutral third-party 
facilitates the conflict resolution process



http://ftper.newsusa.com/Thumbnail/MediaHelps.jpg


https://noticiasmicrojuris.files.wordpress.com/2015/02/shutterstock_248269003.jpg


• Establish trust between 
parties

• Use a neutral meeting 
space

• Explain the process

• Guide the communication 
process

• Clarify the agreement 
terms

• Follow-up

http://www.indisoft-weiterbildung.de/files/indisoft/img/FuF/weiterbildung-systemischer-mediator-systemische-mediatorin-konfliktmanager-konfliktmanagerin.jpg


Establish trust between parties

http://44zgn011akki43xhek44rhni.wpengine.netdna-cdn.com/wp-content/uploads/2013/11/bigstock-Building-up-trust-concept-Bla-43061644.jpg


Use a neutral meeting space

http://www.carnegiecouncil.org/studio/multimedia/20150515/transcript.html/_res/id=Picture/Workplace-nature.jpg


Explain the process

http://swarthmorephoenix.com/wp-content/uploads/2016/09/TPSM.png


Guide the communication process

https://specials-images.forbesimg.com/imageserve/221213716/x.jpg


Clarify the agreement terms

https://specials-images.forbes.com/dam/imageserve/584ec41f31358e698adb967d/0x0.jpg


http://kenhear.com/wp-content/uploads/2017/06/How-to-Get-the-Most-Out-of-Your-Hearing-Care-Follow-Up-Appointments.jpg


http://www.legalmarketingmadeeasy.com/wp-content/uploads/2014/03/bigstock-Keyboard-with-Time-For-Action-50063453.jpg
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