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This session will explore:

e To critically analyse the main causes of conflict
and consider ways in which conflict could be
prevented.

* To critically evaluate the consequences of
conflict and the effect that conflict has on you ‘
and individuals in the workplace

e To critically reflect on your response to conflict

and the conflict management and negotiation
strategies you use to resolve conflict
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Consider.....

* How do you define conflict?
* What is your typical response to conflict?

* What is your greatest strength when dealing with a
conflict?

 What is the most important outcome of conflict?
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Conflict in the workplace

e 4 out of 10 employees in the UK have experienced
some type of interpersonal conflict within the last
12 months

* UK has the lowest productivity levels of the G7
nations (Canada, France, Germany, Italy, Japan, the
United Kingdom, and the United States)

Liddle (2017)
* Consider:

 What are the main causes of conflict in the
workplace?
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Causes of conflict

Main causes of conflict (Bell and Hart, 2002)

Conflicting resources Conflicting styles
Conflicting perceptions Conflicting goals
Different personal values Unpredictable policies
Conflicting pressures Conflicting roles

Give an example of how you could prevent the causes of conflict
happening

See conflict scenario worksheet

www.uwtsd.ac.uk
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Reframing as a tool for resolving
conflict

Often, an individual can contribute to conflict
because of the way they choose to interpret the

situation
This is also know as creating and narrative

If we can change the narrative we can often change
the situation — this is known as re-framing

Have you come across this phrase before?



) Prifysgol Cymru

Y Drindod Dewi Sant

" University of Wales
~ Trinity Saint David

www.uwtsd.ac.uk

Situation/Scenario

Story You Tell

Someone lets you down and it's not the
first time.

They are irresponsible and unreliable

You let someone down and it's not the first
time.

It's because you've been overworked
recently.

Someone cuts you off while driving

They are rude, aggressive and
inconsiderate.

You cut someone off while you are driving

It's because you are in a hurry and if you
don't catch these lights you'll miss your
doctor's appointment

One of your peers buys the boss a birthday
card

It's because they are soft-soaping the boss
and trying to weasel their way in for a
promotion.

You buy your boss a birthday card

It's because you are warm and caring.

Someone flies into a rage at the post office
clerk

They are bad-tempered

You fly into a rage at the post office clerk

It's because you're tired and this is the 3rd
time you've been here trying to resolve the
problem and the post office keeps making
the same mistake which is costing you
money
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The ‘F word

- Fights

- Feelings

- Fear

- Failure

- Forgiveness

- Flow

Conflict resolution depends on how well an
individual responds to the above (Liddle, 2017)
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Conflict management strategies

Consequences of conflict:

Positive Consequences Negative Consequences

Leads to new ideas Diverts energy from work

Stimulates creativity Threatens psychological wellbeing
Motivates change Wastes resources

Promotes organizational vitality Creates a negative climate

Helps individuals and groups establish identities Breaks down group cohesion

Serves as a safety valve to indicate problem | Can increase hostility and aggressive.
behaviors.

Accommodation: providing the other individual with what they want
Avoidance: avoiding the individual and any related matters
Collaboration: creating a solution together
Compromise: to give up certain elements in order to establish a solution
Competition: where one side wins and the other side loses

Singh (2008)
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Negotiation

Characteristics:
- Two or more parties involved
- Clash of pre-determined goals between parties

- Must be compromise from both parties in order to achieve goals

(Kolb and Porter, 2015)

The process:

Clarification
The ground and

Bargaining
and solving
problems

Planning
and

. rules justification
preparation

of demands

www.uwtsd.ac.uk
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O ety eles How would you deal with the
following scenario?

* You are on a train ride after a busy day in university
and are trying to complete a task that has been set
by your lecturer. There are a three children in the
same carriage as you who are jumping around and
being very noisy. As this is bothering you and other
people, you approach the children’s father and ask

nim to keep the children quiet. The father responds

oy saying he didn’t notice that his children were
oeing noisy.

e Scenario adapted from Covey (2004)

www.uwtsd.ac.uk
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Factors that influence negotiation

* Mood

* Personality
* Perception
* Emotions

* Factors apply to both parties in negotiation
Gates (2015)

* Task: Work back through scenario and consider how the
above may have affected the negotiation process

e * See reading about negotiation and emotions
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Continued

* The father then tells you that he and his children
had just left the hospital where they had witnessed
his wife (the children’s mother) dying. The father
explains that he has no idea how to deal with the

situation.

* How to you react now?

www.uwtsd.ac.uk
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Professional codes of conduct

* Focus on the need to consider:
 Behaviour
* Respect

* Having knowledge, understanding and skills to do
your job well

* Language you use

www.uwtsd.ac.uk
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Ethical and moral dilemmas

e What is an ethical dilemma?
e What is a moral dilemma?

e What’s the difference?

www.uwtsd.ac.uk
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In summary..

* Has the way you would deal with conflict in the
future changed after this session? How? Why?

 What strategy would you use to manage conflict?
Why?

* Do you feel you would have any difficulties with
conflict resolution or negotiation? What? Why?

* How could you overcome those difficulties?

www.uwtsd.ac.uk
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Additional sources:

* Deborah Kolb (see reference list has co-authored a number of article on
negotiation and conflict resolution which can be found here;

* If you are interested in the uses of games and activities to teach
negotiation skills to others then this article may be of use;

e Paul, D., Cadle, J. & Thomas, P., (2012). The human touch personal skills
for professional success 1st ed.,

www.uwtsd.ac.uk



https://whel-primo.hosted.exlibrisgroup.com/primo-explore/search?query=any,contains,Negotiation%20at%20work%20kolb&tab=tab1&search_scope=CSCOP_EVERYTHING&vid=44WHELF_UWTSD_VU1&lang=en_US&offset=0
https://journals-sagepub-com.ezproxy.uwtsd.ac.uk/doi/full/10.1177/1046878112455487
https://web-a-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/detail/detail?vid=0&sid=1f1c356d-aa2f-41c0-81b9-6696f233efdf%40sessionmgr4006&bdata=JnNpdGU9ZWhvc3QtbGl2ZQ%3d%3d#AN=516057&db=nlebk
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