Day 4–Module 15

MANAGE CONFLICT, CONFRONTATION, AND EMOTIONS

Understanding Participants’ Needs

This module will help participants manage their emotions while managing conflict and confrontation.


General Ideas

It takes two to communicate, and the same is true in 

conflict or disagreement. Often we want the other person to change, failing to realize that the easiest way to control conflict is to control our actions, our thoughts, and ourselves. One overall objective is to teach that conflict negotiation is a life tool rather than a skill useful only in some business situations.

Module Introduction/Transition

If you’ve ever “wished” that an interpersonal situation would go away, then you’ve experienced conflict and emotions. As supervisors we need to maintain our integrity, our “cool,” and our focus while getting results and moving situations towards resolution. Let’s get started.
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Objectives

To show that conflict can be win-win

To teach the basics of conflict negotiations

Thinking Behind the Page

Participants need to feel that they can accomplish win-win solutions in conflicting situations. This page gives them an overview that this can really happen. As a presenter you should promise (and deliver) that they will get tools that even a “hot-head” can apply to workplace conflict and disagreement.  

Teaching Tips

Successful negotiation in conflict requires thinking and exploring options. Make this point as you discuss the first paragraph. 

For “Three Simple Rules”

Never narrow it down to a single issue. Experienced negotiators know that if you narrow the negotiations down to one issue, then someone wins and someone loses. It is better for both parties to have at least two open issues so that if they give on one, they may gain on the other . . . this allows both parties to save face.

Never assume. As you’ll see on the next page, information is one of the critical factors in negotiating conflict. Gain as much information as possible.

Understand that people are different. Don’t assume money is the bottom line or their family or days off, or being fair,and so forth. Assume that people have a different viewpoint, and attempt to discover as much about them as you can. 
PowerPoint

Yes

Transition

One reason that people fail to negotiate and manage conflict and emotions is a failure to recognize the opportunity. On the next page we’ll break your opportunities into three parts. Let’s look at information, time, and power.
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Objectives

To teach the three key elements of conflict negotiation 

To expand on how participants might use the three key elements

Thinking Behind the Page

All negotiations—whether conflict or business—are comprised of three key elements.  This page identifies the elements and allows for a brief discussion of each.

Activities

On each of the three elements, take time to discuss with participants things that they might do to improve their position, understanding, or power in that area.  For example, information gathering could open the discussion though all the different tools that we have for gathering information.  This includes people, E-mail, research, experience, and so forth.

Examples/Quotes

“Proactive people developed the ability to choose their response, making them more a product of their values and decisions than their moods and conditions.”  Stephen Covey 

“The law of belief says that whatever we believe with feeling becomes our reality.” Brian Tracy

Transition

Now that we understand the three key elements of negotiating conflict, let’s take a specific look at principles, elements, and how negotiation has changed.
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Objectives

To clarify that he can be hard on the merits of negotiation, while careful with the people involved

To underscore how negotiations have changed
Thinking Behind the Page

Negotiations at changed over the years.  As a result, we must change our approaches.  On this page will take a look at the principles (old approach) and change (the new approach) and the value of both in today’s environment. 

PowerPoint

Yes

Transition

So far, we have covered some basics in conflict negotiation and emotional control. Now let’s look at attitude and behavior foundations for improving our skills.…
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Objectives

To determine where and how one’s own attitudes are formed

To evaluate how one’s behavior is related to those attitudes

To gain an appreciation for differences in attitude based on differences in development of others 

Thinking Behind the Page

Each individual sees the world through his or her own eyes.  That perception affects interpretation, attitude, and behavior. Consider that every person feels.  Feelings are valid and legitimate.  Feelings behind attitude shape behavior. Reflect how patterns develop over time and recognize that all people function in patterns that are comfortable for them. Clarify that humans are naturally feeling beings. However, our ability to think sets us apart from other living beings. When we are not in control of emotion, we feel and then act. When we are in control of emotion, we feel, then think, then act.

Recognize that “control” of the emotion means to realize and. honor the feeling and then to think about and identify an appropriate action based on one’s personal ethics. (Responding versus reacting).
Teaching Tips

What is attitude? – Attitude is affected by these four factors: experience, perceptions, length of exposure, and beliefs. 

What is behavior? – Behavior is often determined by needs, previous history, frames of reference, and values.

Behavior patterns – Based on our behavior, we can create options for ourselves. There are four listed in the workbook. 

Know your counterpart – To succeed here, you need to gather as much information as possible.

Know your goal – Many people go into negotiations without knowing what they want to accomplish.  This sets one up for a possible failure and long-term consequences.

Know your WAP – When you know at which point you’re willing to walk away, you have set boundaries within which you can negotiate.

Activities

PowerPoint

Yes

Transition

An individual’s pattern of behavior will influence his or her choice to respond or react to a given situation. Let’s take a look at starting the conversation.
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Objectives

To create and develop a communication framework that accepts that differences exist and resolution may mean living with the difference

To share some simple rules for confronting others

Thinking Behind the Page

We are less able to communicate effectively in a volatile and conflicting situation.  By discussing what each individual needs in the process and recognizing we will not always agree, we may elevate the conflict through collaboration.  This process begins the moment we begin the conversation.

Teaching Tips

For TEST – Give some examples of its application. 

Tell in detail – Use words to describe behavior nonemotionally. Do not use words that imply a personal evaluation or judgment. Avoid labeling the other person.

Example: “I have observed that you come into our eight o’clock meeting 10 to 15 minutes late each morning.”

Explain – Use “I” message to express feelings and thoughts without blaming. Do not say “you make me upset” instead say, “I’m upset.” 

Example: “I’m distracted when you arrive late, and I’m becoming concerned about tardiness.”

Seek Specific Change – Ask for one observable, reasonable behavior change, not an attitude change. Negotiate this change as necessary, and if the desire for agreement is a high priority, then you may have to give a little.

Example: “I expect that you will be prompt to our meetings and in your seat prepared by 8:00 AM.”

The Consequences – There are two reasons that people do things - positive reasons and negative reasons. Positive: offer a payback that is valuable to the other person and that you can and will give. Negative: Think of a reasonable punishment that fits the “crime.”

Example: 
Positive, “I’ll appreciate your promptness.”

 

Negative, “If you are late again I will ________________.”
PowerPoint

Yes

Transition

On this page we talked about starting the conversation.  Now let’s talk about responding when they start it.
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Objectives

To offer supervisors tools that can be used when they are under attack

To offer confidence through practice that they can succeed in responding to negative attacks

Thinking Behind the Page

The frame of reference we have about the world has an impact on how we see ourselves.  In fact, we function in the world as we are, not as it is. The more worth (esteem) we place on ourselves, the more we value our identity (image). 

Teaching Tips

Ask participants to write down some of the attacks that they have heard or seen in meetings or in one-on-one conflicts. You aren’t looking for physical conflict, you’re looking for mental and verbal conflict. Either collect these examples and use them yourself to make participants practice, OR “play” tables against each other. One table chooses another table as their “victim” and then uses the attack language.  The “victim” then must respond. Make each victim participate until the rest of the group is satisfied they have done a good job. Continue this until your satisfied participants understand and can apply positive responses to attacks.

Examples/Quotes

“The ability to get along with other people is directly related to the height of our self-esteem.  Everything we do to build our self-esteem builds our ability to create highly functioning, positive relationships.”  Brian Tracy

“In order to build up our self-esteem, we have to risk in life.”  Jack Canfield

Transition

Okay, now let’s give ourselves a check-up.
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___________________________________________Check Yourself 

What are the three rules of negotiation?
1. Never narrow conflict/negotiation down to a single issue. 

2. Never assume that you know what the other person (or party) wants. 

3. Understand that people are different and, therefore, may want different things and will likely have different perspectives. 
Explain each of the key elements in negotiation:

Information, Time, Power

List two approaches to conflict that you would be willing to try.

Have an open discussion on this question.

Objectives of this module are to:





Know the three conflict negotiation rules;


Understand the three key elements of negotiation;


Learn to set a WAP (Walk-Away Point); and


Gain knowledge of simple rules for responding to conflict.








Upon completion you will be able to:





Better negotiate conflict 
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