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Manage Conflict, 

Confrontation & Emotions

Going for Win-Win

Conflict negotiation doesn’t have to be win-lose or lose-win.  The thrust of this module is to help you find the win-win without settling for the lose-win that many people often mistake for win-win.  You will not only perform better in each interpersonal negotiating environment, but you will also build the type of relationships that will establish your success as a long-term Air Force asset.


The Three Key Elements


1. Information

Getting information:

· Ask open-ended questions.

· Repeat the question

· Use reflective questioning

· Select the time for the questions

· Select the location for the questions

2. Time

· If you are in a hurry, you will be in a weaker position.

· Take as long a time frame as you possibly can.
3. Power 

· Conflict and negotiation power are in the relative willingness to accept the consequences of not reaching an agreement.

Negotiation: The Answer to Conflict

Principled conflict resolution is:

· Hard on the merits of the negotiation;

· Careful with the people involved;

· Focused on interests; and

· Focused on the goal of coming to agreement.
The elements of appropriate resolution are: 

· Separate people from the problem;

· Move from position to interests;

· Create options for all parties; and

· Use objective criteria

How Conflict Negotiation Has Changed

· More complex

· Management, labor, international contracts

· Compassion

· Procedures

· Risk

Attitude and Behavior Foundations



Behavior Patterns

Creation of Options



1.  Know Your Counterpart

· The better you know your counterpart, the stronger your negotiating position.

2.  Know Your Goal

· The clearer you are on your goal, the stronger your negotiating position.

3.  Know Your WAP – Your Walk-Away Point
The vast majority of negotiations that turn sour do so because one or both parties fail to identify their WAP or ignore it. Ask yourself, “Where is my WAP?  Where is my counterpart’s?”

Starting the Conversation

Sometimes just thinking about confronting a negative situation can paralyze us with inaction. Here are some suggestions for opening the process:

IVE MANUEVERS
· Andreas, I understand you declined/refused Jim’s request for last year’s summary report. Let’s talk about it.

· Elke, I’m really uncomfortable with this situation, but we both know that things can’t continue as they are. When would you have some time that we can explore resolutions?

· Mary, if you’ve got a moment I’d like to have a heart-to-heart talk. I have some questions I’d like to have answered.

· Ken, take a look at last week’s safety numbers. They’re below our standards.

· Bill, how do you feel about teamwork in our department?




Responding

Defensively

· This situation is something I want to resolve. I can’t start the process with you now because I have a meeting with the commander, but I can meet this afternoon. Anytime between two and four o’clock will work. What’s best for you?

· I realize that we have different opinions on this. I’d like to better understand your viewpoint and hope you’ll want to hear mine, too. Will you work with me?

· Fernando, when I feel pressured I sometimes speak without thinking things through. I’d like to give this some thought and then we could speak this afternoon . . .  Will you work with me?

· Lila, since we both feel strongly about our points/opinions, I don’t see us moving to resolution, and resolution is what I’d like. Why don’t each of us write down what we want the result to be, where we’re willing to budge, and then get back together to discuss it?

To Insults

· I hear what you’re saying; however, the big picture is . . . 

· That’s a fact. Right now we need to focus on . . . 

· It appears that this bothers you, and we should find a way to work it out. Here’s where I think we’re headed . . . 

· Let me be sure I understand . . . (Then, restate the issue you’re discussing.)

Respond to Team Conflict:
· Set clear priorities and objectives

· Clearly define roles and responsibilities

· Have adequately established deadlines/measurement systems

· Have completely conceived action plan

· Be congruent in personal and professional values

Check Yourself!

1. What are the three rules of negotiation?
2. Explain each of the key elements in negotiation:

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
































































Day Four



































“Speak when angry and you’ll make the best speech you’ll ever regret!” 


—Ambrose Bierce
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Approach them  one-on-one


Initiate a discussion in team meetings


Use a cultural interpreter or mediator


Consider denial or suppression of feelings














Some Simple Rules








                ell in Detail (Use words to describe behavior—not emotions.)





	       xplain (Use “I” message to express feelings/thoughts.)





	       eek Specific Change (Ask for observable, reasonable 


behavior change.)





	       he Consequences (Clearly explain any positive or negative


 					     consequence.)
























































Reaction







































































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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What is Attitude?





What is Behavior?

































































Response

















There are only three Simple Conflict Negotiation Rules





Never narrow conflict/negotiation down to a single issue. It means that there can only be one winner and one loser. Instead, broaden the scope of negotiations.





Never assume that you know what the other person (or party) wants. Get to know the person better than the business or prospective deal—this gives you valuable information.





Understand that people are different and, therefore, may want different things and will likely have different perspectives. Don’t assume that money is the bottom line.







































































PAGE  
15-2
Participants’ Workbook


