Definitions
Conflict
Conflict is the interaction of interdependent parities who believe that their goals are not compatible, and that the other person is interfering with heir achieving these goals.

Conflict Areas

Scarce Resources


Beliefs about Facts


Methods


Nature of relationships


Preferences


Goals


Values

Negotiation
Negotiation consists of discussions between tow or more parties around particular issues for the purpose of reaching a mutually satisfactory agreement.

Mediation
Mediation is negotiation with the assistance of a neutral third party who facilitates the negotiation process.

Arbitration
Arbitration is a system of deciding issues by presenting them to a neutral third party who is empowered to make a binding decision on the issues.

Agreement
Agreement is the promise, or mutual promises, for future action or inaction.  A good agreement incorporated who, what, when, where and how.

Power
Power is the ability to grant or block someone’s needs or wishes.

Conflict Resolution Styles
There are several styles of conflict management that people use, some of which are effective than others.  No one style is always good or always bad.  Different approaches can be used depending on the situation.

Avoiding/Disengaging
The individual does not address the conflict.  This might take the form of diplomatically sidestepping an issue, postponing an issue until  a better time or simply withdrawing from a threatening situation.

Competing/Forcing
The individual pursues a conflict at the other person’s expense and comes from a “fight a battle” perspective.  This might mean “standing up for your rights”, defending a position which you believe correct or simply trying to win.

Accommodating/Smoothing
The individual may neglect his or her own concerns to satisfy the concerns of the other person.  Accommodating might take the form of selfless generosity or charity, obeying another person’s’ order when one would prefer not to or yielding to another’s point of view.

Compromising /Bargaining
the individual will find an expedient, mutually acceptable solution that partially satisfies both himself/herself and the other party.  It might mean splitting the difference or exchanging concessions.

Collaborating/Problem solving
The individual attempts to work with the other person to find a solution that satisfies the concerns of both persons.  This means that both parties will “win” and be fully satisfied.

Needs Based Negotiation
1.  Focus on interests, not positions


a.  ask for and give concrete information about needs and concerns


b.  look at needs, not wants

2.  Separate the people from the problem


a.  look at the people involved


b.  build the relationship

3.  Invent options for mutual gain

4.  Use objective criteria

5.  Determine your alternatives to a negotiated agreement

Preparation for Negotiation
1.  What are the problems/issues to be negotiated?  From my point of view?  From their point of view?

2.  What are my goals/needs?  What are their goals/needs?

3.  What common ground is there between us?

4.  What can I give them?  They give me?

5.  What are possible options for resolution?

6.  What do I need to know in order to understand their position?  What do they need to know  in order to understand my position?

7.  What are my alternatives if there is not a negotiated resolution?  What are theirs?
How to Use the collaborating approach 

(win-win negotiation) to deal with conflict
step 1. 

Diagnosis is the starting point-determining the nature of the conflict

1.  Is the issue a value conflict?

It is extremely difficult to negotiate when the conflict is in the philosophical arena.

2.  Is the issue a difference of expectations fro each other?

The extent of understanding this type of conflict lies in the he fact that each of use have difference expectations which grow out of our experiences with the organization.  Therefore, when we interact with others whose expectations have grown out of their own unique experiences with the organization, conflict arises.
step 2.

Initiation is the second step

1.  The most effective way to confront another in a conflict situation is to state the tangible effect the conflict has on you.  

step 3.

Active Listening - Negotiators must be capable of hearing the other’s point of view.

1.  While listening, do not think about what to reply in order to persuade.

2.  Argument-provoking replies should be avoided.

3.  Active listening involves paraphrasing or restating what the other says.  Idea or content should be considered as well as feeling.

step 4.

Problem Solving is the final step

1.  Clarify the problem --after the above steps, each party should have a clear idea about what the tangible issues are.

2.  Talk about what’s needed/wanted (be clear on facts and information).

3.  Generate a list of possible solutions.  While doing this, let go of the solutions that you thought you had.  Be creative!  The best negotiator makes the other side feel good. 

4.  Decide together on the best solution acceptable to all parties.  Use consensus decision making skills.  Do not try to persuade or coerce.

5.  Plan the implementation of the solution.  Make assignments of the who, what, where, when and how.

6.  Plan an evaluation or review of the solution after a specified period of time.

Steps of Resolution
Identify --- Listen --- Speak --- Seek --- Follow Through

Identify the conflict situation

Listen to the other person


1.  Project objectivity in word choice, tone of voice, and body language.


2.  Control emotional reactions


3.  Reflect emotions


4.  Avoid giving advice or providing instant solutions


5.  Ask clarifying questions


6.  Paraphrase

Speak your side of the issue


1.  Express feelings in a responsible manner


2.  don’t expect the other person to read your mind


3.  Get assumptions out in the open


4.  Avoid absolutions


5.  Avoid negative trigger words


6.  Speak of things, not personalities --attack the problem, not the person


7.  Aim for clarity, calmness, patience

Seek a resolution together


1.  State agreement of some kind


2.  Review points of mutual interest


3.  Brainstorm possible solutions
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