
A

Abrasive behavior: described, 42; hot but-
ton related to, handling, 61–62; mea-
sures of, 43

Absenteeism, costs of, 12, 13, 14
Accelerated assumptions, 71
Accommodating style, awareness of, 44, 46
Accountability, 62, 179
Accuser bias, 57
ACS (Assessment, Challenge, and Sup-

port) model, 37
Acting out phase, 32, 33, 83. See also

Behavioral responses
Active constructive responses, 30, 46,

47–49, 77, 131–153
Active destructive responses, 30–31, 46,

47, 50–51, 77–78, 84–100, 107–108
Adapting, 47, 49–50, 54, 161–164
Adaptors, 40–41
Adrenal glands, 81
Adversarial approach: moving from an,

174; organizations adopting, 169
Affective conflict, understanding, 26–27
Affective responses. See Emotional responses
Affiliation, addressing, 60
African Americans, 46
African culture, 36, 46
Agreement: complete, lack of, leaders fac-

ing, 4–5; reaching, on solutions to try,
139, 142, 143

Alda, A., 93, 94
Alignment: ensuring, 179; importance of,

168, 173, 175; maintaining, 177–178
Allred, K., 57
Aloof behavior, 42, 43
Alternative dispute resolution (ADR)

processes, use of, 170, 177

Alternative motivations, exploring,
62–63

Alternative responses, thinking through,
155, 157, 158

Alternatives, new, willingness to consider,
162, 163, 164

Amason, A., 15, 26, 179
Anger, as a response. See Displaying

Anger; Emotions; Fight response;
Fight-or-flight response. See also Emo-
tional responses

Apologizing, 48, 149, 153, 156, 157
Appreciation, addressing, 60
Arbitration, 170, 171
Arbitrators, 176, 177
Asian culture, 36, 46
Assessment, Challenge, and Support

(ACS) model, 37
Assessment phase, 175
Assessments, 4, 37, 42–43, 53–56, 84, 88,

174
Assignments, lessons learned as a result of, 6
Association for Conflict Resolution, 193
Assumptions, misunderstandings due to,

70–71, 99. See also Perception and
attribution

Attitude, importance of, 161
Attributing motives. See Perception and

attribution
Auto-appraisers, 58–59, 61
Autonomy, addressing, 60
Available options, providing, 171
Avoidance: chronic, 93, 103; and culture,

36; and debate, 130; and the inevitabil-
ity of conflict, 24; as most common, 1,
2; organizational costs associated with,
15, 27; root of, 102; understanding,
29–30
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Avoiding, 47, 52–53, 55, 87, 100–104,
107, 160

Avoiding style, awareness of, 44–45
Awareness and watchfulness, of conflict cli-

mate, 163–164. See also Self-awareness

B

Baker, M., 170
Behavioral responses: awareness of,

43–56; in the Dynamic Conflict
Model, 25, 26; identifying, 10; manag-
ing, 63–64; in the retaliatory cycle,
32–34; understanding, 29–32. See also
Constructive responses; Destructive
responses

Behaviors: categories of, awareness of,
46–53; disturbing, in the workplace,
described, 42; measuring, 42, 43,
53–56. See also specific behavioral
responses

Benchmarking, use of, 178
Benefits of conflict competency, 27
Bias of the accused, 57
Biblical adage, 97
Blame, avoiding, 148
Brain structure, 59–60, 81–82
Brainstorming, 139, 163
Breathing techniques, employing, 63
Brett, J., 170
Buy-in: complete, lack of, leaders facing,

4–5; greater, ensuring, 35; securing, for
change, 175, 178

C

Calm, staying, 116–119, 143
Capobianco, S., 4, 10, 19, 25, 27, 42, 43,

46, 48, 62, 63, 84, 88, 108, 111, 131,
179, 180, 191

Category Five storm, 66
Category One storm, 66
Center for Creative Leadership (CCL), 3,

12, 37, 192
Centering techniques, employing, 63
Championing, 173, 178–179
Channing, W. E., 1
Child abuse case, disagreement over, sce-

narios involving, 73–75, 126–127
Choices and tactics: constructive, 83, 84,

165; destructive, 82–83, 84. See also
Constructive responses; Destructive
responses

Choices, personal, importance of, 66
Chronic avoiders, 93, 103
Chronic delay in responding, 160
Chronic yielding, 106
Churchill, W., 116
CINERGY Conflict Coaching, 192
Civility, fairness, and safety, encouraging,

119–121
Clients: interactions with, 16; relation-

ship with, 17
Closed-ended questions, using, construc-

tively, 134
Clues, ability to detect and monitor, 8–9
Coaching: being able and willing for, im-

portance of, 83; effective, one of the
biggest challenges reported by man-
agers, 138–139; for improved self-
awareness, 56; ongoing, need for, 174;
for others to practice honest commu-
nication, 144; as part of conflict man-
agement system, 173, 177, 178, 180;
people with temper issues benefiting
from, 102; practice in managing be-
haviors through, 64; providing, and
teaching of effective responses, 121–
125; supporting, 10; use of powerful
questions in, example of, 180–184

Cognitive conflict: stimulating, 179; un-
derstanding, 26

Cognitive responses: in the conflict
process, 25; in the retaliatory cycle,
32, 33; self-awareness of, 9. See also
Constructive responses

Coleman, P., 21, 35, 130
Collaborating style, awareness of, 44
Collaboration: across organizational

boundaries, 2; organizations adopting,
169; skills in, using, 130–131; stimulat-
ing, key to, 16

Collectivist cultures, 36, 45
Collins, J., 187
Commitment, questionable, to the orga-

nization, perception of, 108
Communication: good, as part of conflict

management systems, 173, 177; hon-
est, importance of, 108, 143, 144, 147,
148; open, lack of, 16; resuming, mak-
ing the first move at, 150, 152, 153

Communication processes, creating, 176
Communication styles, 45, 46
Communications plan, ensuring, 174, 179
Competency in dealing with conflict. See
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Conflict competency skill sets; Con-
flict competent leaders; Conflict com-
petent organizations, building

Competing style, awareness of, 44
Competition, relationship based on, 21,

34
Complaints, costs of, 13, 14
Composure and self-control, 118–119
Compromise, quick, reaching, issue with,

130
Compromising style, awareness of, 44
Conclusions, jumping to, avoiding, 118
Concurrence seeking, defined, 130
Conflict: analogy of, 28; approachability

of, 80; and culture, 35–36; defining, 4,
19–22; embracing, 2, 103, 115, 127–
129, 165; evolution of, 31–32, 66, 67,
73; and how people think about it, un-
derstanding, 22–32; inevitability of, in
the workplace, 1, 2, 24, 163; intriguing
aspects of, seeing the, 80–81; meta-
phor for, 10; opportunities in, 3–4, 5,
15, 80, 103, 115, 165; potential conse-
quences of, 27; power of, harnessing, 2;
as a process, 25–26; risk and reward
nature of, respecting, 69; role of power
in, 35; types of, 26–27; weathering the
storm of, 116–129; words describing,
list of, 22, 23

Conflict climate, awareness of, 163–164
Conflict competency skill sets, 5, 7–11.

See also specific competency skill sets
Conflict competent leaders: development

of, factors in, 5–7; and leadership, 3–5,
173; need for, reasons behind, 11–17;
reasons for becoming, 1–2, 187, 189;
requisite skills of, 5, 7–11; steps to be-
coming, review of, 187–188

Conflict competent organizations, build-
ing: benefits from, 167–169; by creat-
ing an integrated conflict management
system, 174–178; importance of, 5;
leader roles in, 178–184; overview of,
167; paths in, 169–170; reasons for,
167–168; as requisite for leader con-
flict competency, 10–11; summary on,
185; ultimate task of, 83; and under-
standing integrated conflict manage-
ment systems, 170–174

Conflict Dynamics Profile (CDP), 4,
42–43, 53–56, 84, 88

Conflict dynamics, understanding: and

definitions, 19–22; and how people
think about conflict, 22–32; importance
of, 5; as requisite for leader conflict
competency, 8–9; of the retaliatory
cycle, 32–34; of roles and outcomes,
34–36

Conflict incompetency, organizational
costs of, 11, 12–14, 27, 167–168, 170,
178

Conflict management: addressing core
concerns in, 60; companywide policy
on, championing, 173; effective,
16–17; and emotional intelligence, 11;
giving hope to the outcome of, 24;
strategies of, 170

Conflict management goals, alignment
with, 173, 175, 177–178, 179

Conflict management programs, 56, 125,
192–193

Conflict management skills, 130–131
Conflict management systems: design re-

sources, 193; integrated, 170–174,
174–178; overview of, 170; using,
10–11; viable, maintaining, 125

Conflict resolution: constructive methods
of, issue of, 130; early, focus on, 170;
effective, 16, 17; giving hope to the
idea of, 24. See also Dispute resolution
structures

Conflict styles, awareness of, 44–46
Conflict theory, 15
Conflict-induced bad behavior syndrome

(CIBBS), 77
Constructive controversy, 130–131
Constructive criticism, 90, 91
Constructive responses: active, 30, 46,

47–49, 77, 131–153; awareness of, 46;
choosing, 84; in the conflict process,
25; and conflict styles, 45; consistently
replacing destructive behaviors with,
113, 121; and the evolution of conflict,
31, 32; impact of, learning from, 6; and
leader effectiveness, 11; measuring, 53,
54; passive, 30, 46, 47, 49–50, 153–164;
refusal to engage in, 77; and the retal-
iatory cycle, 33; and roles and out-
comes, 34–35; and self-control, 62, 63,
64; types of, 10; understanding, 30

Constructive responses, fostering: impor-
tance of, 5; overview of, 115–116; as
requisite for leader conflict compe-
tency, 9–10; summary on, 164–165; by
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understanding choices and tactics of
constructive behavior, 130–164; by
weathering the storm of conflict,
116–129

Consultants, external, use of, 176
Content issues, moving beyond, 148
Content, perspective taking regarding,

132, 134–135, 138
Continuum, lengthy, from fight to flight,

83
Controllable cost, largest, 169
Cooperation: moving toward, 174; paving

the way for, 138
Coordination, ensuring, 173, 178
Cost, controllable, largest, 169
Cost savings, reasons beyond, for needing

conflict competent leaders, 14–17
Costantino, C., 170
Cost-benefit analysis, providing, of con-

flict management system, 174
Costs of conflict incompetency, 11,

12–14, 27, 167–168, 170, 178
Counting to ten, tactic of, 117
Courage, 149
Creating Solutions, 47–48, 54, 77,

138–143, 155, 160
Creative decision making, encouraging,

179
Creative solutions: catalyst for, 2, 5, 128;

focus on, 130; hope for, 24; type of
conflict leading to, 26. See also Creat-
ing Solutions; Problem solving

Creativity: as requisite, 165; source of,
113, 115

Credibility: building, 45; establishing,
need for, 83

Crises, organizational, 168
Criticism, perception of, 90, 91, 95, 108
Cruise control, misunderstandings due to,

70–71
Crum, T., 63
Cultural differences: awareness of, in con-

flict styles, 45–46; understanding, 20
Culture: conflict and, 35–36; and conflict

styles, 45, 46. See also Organizational
culture

D

Dana, D., 12, 14, 32, 82, 170, 191
Dana Measure of Financial Cost of Orga-

nizational Conflict survey, 14

Data tracking systems, creation of, 178
Davis, M., 4, 10, 19, 25, 27, 42, 43, 46, 48,

62, 63, 84, 88, 108, 111, 131, 179, 180,
191

Debate: cultures avoiding, 36; defined,
130; healthy, encouraging, 106; mean-
ingful, need for, 15–16; openness to,
179; and Perspective Taking, 138; type
of conflict occurring in, 26

Decision making: improved, encouraging,
179; issue of, 155; poor, 12, 14, 15

Decisiveness, issue of, 85
Defending positions, level characterized

by, 77
Delay Responding, 47, 49, 50, 54, 62, 64,

158–161
Delay tactics, 117
Deliberate discussions, 130
Demeaning Others: awareness of, 51, 55,

56; choices and tactics of, 90–97; for-
bidding, 120; frequency of, 100; and
Hiding Emotions, 107, 108; and Polar-
ization, 77–78; in relation to other re-
sponses, 47; and self-control, 62; with
uninvited feedback, 91–93, 95, 96,
161–162

Destructive responses: active, 30–31, 46,
47, 50–51, 77–78, 84–100, 107–108;
awareness of, 46; in the conflict
process, 25; and conflict styles, 45;
consistently replacing, with construc-
tive behaviors, 113, 121; and the evo-
lution of conflict, 31, 32; impact of,
learning from, 6; and leader effective-
ness, 11; measuring, 53, 55; passive,
31, 46, 47, 51–53, 100–112; rejecting,
84; in the retaliatory cycle, 33; roles
and outcomes of, 34; and self-control,
63–64; types of, 10; understanding,
29–30

Destructive responses, preventing: by con-
sidering intensity levels, 66–80; im-
portance of, 5; with knowledge of
reactions and reflexes, 81–82; over-
view of, 65–66; as requisite for leader
conflict competency, 9–10; by seeing
the intriguing aspects of conflict,
80–81; summary on, 112–113; by un-
derstanding the choices and tactics of
destructive behavior, 82–112

Deutsch, M., 21, 130
Differences: and avoidance, 102; dealing
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with, 24; defined, 68; versus disagree-
ments, 73, 75; effect of retaliation on,
98; intensity level of, 67–69, 80; issue
of, understanding, 19–20; in percep-
tion, 89, 90; potential, sense of, re-
sponse following, 22; self-awareness of,
38–41; severe, 78. See also Viewpoints,
differing

Direct communication style, 45
Direct engagement, 29
Disagreements: and avoidance, 102; de-

fined, 73; intensity level of, 73–75, 80;
and Perspective Taking, 138

Disapproval, nonverbal cues displaying,
95–96

Discomfort, degree of, level characterized
by, 73

Discord: and conducting a coaching con-
versation, 124; defined, 76; intensity
level of, 76–77; and likeliness of fair-
ness and safety concerns, 119; and Per-
spective Taking, 138; retaliation
leading to, 98, 99

Discussion style, awareness of, 45
Discussions: of alternatives, encouraging,

163; deliberate, 130; of a Misunder-
standing, 156, 157; open, about
thoughts and feelings, 143, 147, 148

Disdain, nonverbal cue displaying, 96–97
Displaying Anger, 47, 50–51, 55, 77–78,

87–90, 100, 108. See also Emotions;
Fight-or-flight response; Fight response

Dispute resolution structures, 170,
171–172, 176, 177

Distance, creation of, 153
Disturbing behaviors, in the workplace,

described, 42
Diversity, appreciating, 41
Dragnet, 118
Druskat, V., 180
Dynamic approach, awareness of, as a

conflict style, 46
Dynamic Conflict Model, 25–26, 28, 29,

30, 31–32, 34, 41, 42, 45, 46, 61, 63
Dynamics of conflict. See Conflict dynam-

ics, understanding

E

Eckerd College, Leadership Development
Institute at. See Leadership Develop-
ment Institute (LDI)

Effective conflict management, 16
Effective leaders, 11, 30, 41, 48, 50, 115,

118–119, 121, 173; behaviors nega-
tively correlated with, 51, 52–53

Effective organizational functioning, dis-
ruption in, 14–15

Effective strategic planning, 15
Ekman, P., 58, 59, 61, 63
Emotional consciousness, developing,

need for, 63
Emotional damage, attempting to repair,

149, 153
Emotional intelligence, 11, 64
Emotional responses: to conflict, 24,

102–103; in the conflict process, 25;
learning how to temper, 62; to a per-
ceived threat, 32–33, 58–59, 83; self-
awareness of, 9; to sensing potential
differences, 22. See also Fight-or-flight
response

Emotionally expressive approach, 45, 46.
See also Expressing Emotions

Emotionally restrained approach, 45, 46.
See also Hiding Emotions

Emotions: built-up, issue of, 51, 75,
97–98, 103, 107–108; in disagree-
ments, 73; identifying and disclosing,
143, 148; individually experiencing, 9;
managing, 30; at the onset of conflict,
32; perspective taking regarding, 132,
135, 138; and the retaliatory cycle,
32–33, 58–61; strong, 8. See also Hot
buttons; Triggers

Empathy, 132, 135–137, 138, 149, 150.
See also Perspective Taking

Employee retention and turnover, prob-
lems with, 12–13, 14

Employee time, wasted, costs of, 14
Encouragement, providing, 184
Engagement: awareness of, as a conflict

style, 45–46, 53; direct and indirect,
29; and potential benefits of conflict,
27

Enhanced dispute resolution structures,
171–172, 176

Escalation, types of, 33. See also Retalia-
tory cycle

Ethnic differences, understanding, 20
European culture: northern, 35–36, 45;

southern, 46
Evaluation, of integrated conflict manage-

ment system, 174, 175, 176, 178
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Executive coach, working with an, 56
Experience: learning from, 6–7, 126,

162–163; using, to advise and give sug-
gestions, 180

Expressing Emotions, 47, 48, 52, 54, 56,
77, 102–103, 143–148

External conflict system design consul-
tants, use of, 176

External policy, aligning internal conflict
culture with, 168

Extroversion-Introversion, 39

F

Facial expressions, demeaning behavior
exhibited through, 95–97

Fact finding, improving, 171
Facts, focusing on, tactic of, 118
Fairness and safety, encouraging, with ci-

vility, 119–121
Fear, forms of, 102–103, 104, 107. See also

Emotional responses; Emotions; Fight-
or-flight response; Flight response

Feedback: open and honest, encouraging,
154; providing, during intervention,
120; for system design, 175–176; unin-
vited, demeaning others by, scenario
involving, 91–93, 95, 96, 161–162;
well-intended, 90

Feedback instruments, 4, 37, 53, 88, 161
Feeling preference, 39. See also Expressing

Emotions
Fight response: classic, 87; described, 8;

lengthy continuum from, to flight re-
sponse, 83; understanding, 30–31

Fight-or-flight response: and calling for
time-outs, 158–159; as a hard-wired
reaction and reflex, 81–82, 101; over-
coming the urge for, 165; and safety is-
sues, 119; and self-awareness, 51–52;
and self-control, 63; understanding, 8,
29–30, 30–31; to win-or-lose struggle,
34

Fincher, R., 170
Fire analogy, 28
Fire metaphor, 10
Fisher, R., 34, 60, 128, 191
Flexibility, 162, 163, 164
Flight response: described, 8; lengthy con-

tinuum from fight response to, 83; and
self-awareness, 52; understanding, 31

Flow, interrupting the, time-outs for, 158,
159, 161

Focus, 69
Fonda, H., 116–117
Football game, differences over, scenario

involving, 67–69
Football team attitude, 85
Fortitude, 149
Franklin, B., 172

G

Gandhi, M., 128
Getting to Yes (Fisher, Ury, and Patton), 128
Goals: conflict management, alignment

with, 173, 175, 177–178, 179; per-
sonal, setting unrealistic, issue with,
111–112

Goldberg, S., 170
Goleman, D., 11, 59, 60
Good communication, as part of conflict

management systems, 173, 177
Gosline, A., 170, 174, 176
Gottman, J., 51
Green Bay Packers, 85
Grenny, J., 11, 62, 119, 191
Grievances, costs of, 13
Groupthink, trap of, 15
Gut responses, 31

H

Hammer, M., 45
Hardships, lessons learned as a result of,

6–7
Hard-wired responses, 81–82, 101. See also

Fight-or-flight response
Harvard Law School, Program on Negoti-

ation at, 193
Harvard Negotiation Project, 34–35
Hawkeye Pierce (character), 93
Health care costs, 13, 14. See also Stress in

the workplace
Hearing. See Listening
Heen, S., 30, 58, 192
Hiam, A., 44
Hiding Emotions, 47, 52, 55, 103,

107–110, 144
Historical solutions, 139
Hocker, J., 33
Hoffman, R., 12
Honest communication: doubts about,

110; importance of, 108, 143, 144,
147, 148

Honest feedback, encouraging, 154
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Hope, 24, 163, 164
Hostile behavior, 42, 43
Hot buttons: awareness of, 41–42, 43;

cooling, 61–63; making a list of, tactic
of, 117; understanding, 25, 28

Hughes, J., 2, 16
Human nature, 1
Humility, as requisite, 165
Humor, attempts at, that backfire, 90, 93,

94
Hurrell, J., 13
Hurricane intensity categories, 66
Husband and wife scenario, involving em-

pathy, 135–137

I

Identity, sense of, 20
Impact: immediate and ongoing, review-

ing the, 155, 157; of others, lessons
learned as a result of the, 6

Implementation phase, 176–177, 179
Incentives, aligning, with conflict man-

agement goals, 177–178, 179
Incompatibility: issue of, understanding,

20–21; perceived, 21, 28, 29
Independence Day, 85
Indirect communication style, 45, 46
Indirect engagement, 29
Individualistic cultures, 35–36, 45
Individuality, 9
Inevitability of conflict, understanding, 1,

2, 24, 163
Influence, 83, 129
Information sharing, diminished, 14, 15
Initial perceptions, 21, 32
Injury, attending to, time-outs for, 158,

159, 161
Innovators, 40–41
Instinctive responses, 81–82, 101. See also

Fight-or-flight response
Institutionalization phase, 177–178
Integrated conflict management systems

(ICMS): characteristics and compo-
nents of, 170–174; creating, 174–178

Intensity levels, consideration of, 66–80
Intention invention, 71
Interaction cues, ability to observe and

detect, 8–9
Interactions, ongoing, situations involv-

ing, issue of, 21–22
Intercultural Conflict Style Inventory

(ICSI), 45

Intercultural conflict styles, 45–46
Interdependent relationships, understand-

ing, 21–22, 30
Interest-based approach, expanding, 170
Interest-based inquiry, 178
Interest-based negotiation, 34
Interests, focusing on, instead of positions,

128
Internal capacity building, as part of con-

flict management system, 174
Intervention, being able and willing for:

example of, 120; importance of, 83, 121
Introspection, taking time for, 61–62
Introversion preference, 39
Intuitive preference, 39, 40
Investigation: as critical, 175; improving,

171
Issue-focused conflict, 69

J

Joubert, J., 167
Judging-Perceiving, 39

K

Kennedy, J., 128
Key stakeholders, assessment of, 175
Kilmann, R., 44
King, M. L., Jr., 65, 116, 128
Kirton Adaption Innovation Inventory,

40
Kirton, M., 40
Kraus, L., 4, 10, 19, 25, 27, 42, 43, 46, 48,

62, 63, 84, 88, 108, 111, 131, 179, 180,
191

L

Latin American culture, 36
Lawsuits: costs of, 12, 13; neglected con-

flict resulting in, 53
LDI. See Leadership Development Insti-

tute (LDI)
Leaders, broad definition of, identifying, 3
Leaders, conflict competent. See Conflict

competent leaders
Leadership, 2, 3–5, 173
Leadership development: best opportuni-

ties for, 126; for conflict competency,
5–7; defined, 3; programs for, issue
with, 125–126

Leadership Development Institute (LDI),
1, 11, 12, 15–16, 125, 192
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Leading by example. See Modeling appro-
priate behaviors

Learning: about other cultures, 36; from
experience, 6–7, 126, 162–163; from
mistakes and being wrong, 103; new
responses, 31; opportunities for, pro-
viding, 125–127

LeBaron, M., 36
Lessons learned, 6–7
Lessons of Experience, The (McCall, Lom-

bardo, and Morrison), 6
Levenson, R., 51
Lincoln, A., 116
Lipsky, D., 170
Listening: to demonstrate concern, 149;

with intent to understand, 134, 135,
138

Lists, making, of triggers or hot buttons,
tactic of, 117

Litigation, 13, 170
Lombardi, V., 85
Lombardo, M., 6
Lucado, M., 19
Lucas, G., 118
Luke Skywalker (character), 118
Lynch, J., 16, 168, 170, 171, 172, 173, 174

M

Magnification of intent, 90
Management, study of, 2
Management time, wasted, costs of, 12, 14
Managers, one of the biggest challenges

reported by, 138–139
Managing Differences (Dana), 82
Manufacturing business manager, reaching

out by, scenario involving, 150–152
Marketing consultant, yielding by, scenar-

ios involving, 104–106, 139–142
Martial arts techniques, employing, 63
M.A.S.H., 93
Mayer, B., 24, 191
McCall, M., 6
McCauley, C., 3, 37
McMillan, R., 11, 62, 119, 191
Mediation, 13, 170, 171, 177
Mediation Training Institute International,

193
Mediators, 176, 177
Meeting time, misunderstanding over,

scenarios involving, 69–72, 132–135
Mentoring, 10, 173, 177, 178, 180
Merchant, C., 170

Meyers-Briggs Type Indicator (MBTI), 39
Micro-managing behavior, 42, 43
Middle Eastern culture, 36, 46
Missed meeting, misunderstanding over,

scenarios involving, 69–72, 132–135
Mission, alignment of, with conflict man-

agement goals, 173, 175, 179
Mistakes, learning from, 103
Misunderstandings: defined, 71; versus

disagreements, 73; discussion of, 156,
157; effect of retaliation on, 98,
99–100; followed by Perspective tak-
ing, 132–135; intensity level of,
69–72, 80

Modeling appropriate behaviors: and
building organizational conflict com-
petence, 173, 178, 179–180; impor-
tance of, 5, 9, 83, 121, 128, 129, 157.
See also Self-control

Models, positive and negative, learning
from, 6

Monitoring, ongoing, of conflict manage-
ment system, 178

Morale, improved, 168
Morrison, A., 6
Motives, attributing. See Perception and

attribution
Moxley, R., 3, 37
Multiple access points, providing, 171,

172
Multiple options, providing, 171, 172
Multiple solutions, seeking and arriving

at, 139, 142, 143, 158, 163
Multirater leadership assessment instru-

ment, 88
Murphy’s Law, 65

N

National Football League, 85
National Institute of Occupational Safety

and Health, 13
Needs, differing, issue of, 21
Negative models, impact of, learning

from, 6
Negative words describing conflict, 22,

23, 26
Negotiation, 34, 60, 171, 177
Negotiation training program, 193
Nelson, D., 13
New ideas and solutions. See Creative

solutions
New responses, learning, 31
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Noble, C., 180, 184
Nonverbal demeaning behavior, 90,

94–97, 107
North American culture, 35–36, 45

O

Oakland Raiders, 67
Observers, expert, importance of being,

83
Oetzel, J., 36
Ombudsman role, 177
Ongoing interactions, situations involv-

ing, issue of, 21–22
Open communication, lack of, 16
Open discussions, about thoughts and

feelings, 143, 147, 148
Open feedback, encouraging, 154
Open-ended questions, using, construc-

tively, 134
Opportunities: in conflict, 3–4, 5, 15, 80,

103, 115, 165; emerging, awareness
of, 163–164; for learning, providing,
125–127; lost, 12; seizing, from hard-
ship, 162; for training, providing,
125–126, 174

Optimism: increased, 132; inspiring, 128,
129, 165; mind-set of, 162–163, 164

Organizational assessment, 175
Organizational benefits, 27
Organizational boundaries, collaboration

across, 2
Organizational commitment, question-

able, perception of, 108
Organizational costs, of conflict incompe-

tency, 11, 12–14, 27, 167–168, 170,
178

Organizational crises, 168
Organizational culture, 10, 16, 168, 171,

173, 179
Organizational functioning, effective, dis-

ruption in, 14–15
Organizational productivity: costs directly

affecting, 14, 27; type of conflict lead-
ing to, 26

Organizational success, 11, 113, 169
Organizational support: aspects of,

173–174; providing, 171, 172, 176
Organizations, conflict competent, build-

ing. See Conflict competent organiza-
tions, building

Outcomes: better, likelihood of, 130, 132;
giving hope to, 24; never being happy

with, 112; potential, of conflict, 27;
roles and, 34–36

Overly analytical behavior, 42, 43

P

Passive constructive responses, 30, 46, 47,
49–50, 153–164

Passive destructive responses, 31, 46, 47,
51–53, 100–112

Patterson, K., 11, 62, 119, 191
Patton, B., 30, 34, 58, 128, 191, 192
PDG People Development Global, 193
Peer feedback, 154
People, separating, from problems, 128
Perceived incompatibility, 21, 28, 29
Perceived power, yielding due to, scenario

involving, 104–106
Perceiving preference, 39
Perception and attribution: as a choice,

82–83; and Demeaning Others, 90;
and Displaying Anger, 88–89, 90; and
Hiding Emotions, 108–109; and Polar-
ization, 78; and Reflective Thinking,
154; and self-control, 56–58, 62–63,
64; understanding, 32; and Yielding,
104–105

Performance standards, aligning, with
conflict management goals, 177–178,
179

Perseverance, issue of, 85
Personal choices, importance of, 66
Personal goals and standards, setting unre-

alistic, issue with, 111–112
Personal health issues. See Health care

costs; Stress in the workplace
Personal preferences, differences in: self-

awareness of, 38, 39–40; understand-
ing, 20

Personality traits, differences in: self-
awareness of, 38, 39; understanding,
20

Person-focused conflict, 25, 69
Perspective Taking, 47, 48–49, 54, 77,

128, 132–138, 155, 160, 180
Pessimism, 163
Pfeffer, J., 2
Pharmaceutical sales team, polarization

of, scenarios involving: described,
78–79; and intervening to ensure civil-
ity, 119–120; and use of coaching to
help resolve, 122–124; and Winning at
All Costs, 85–86
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Pilot projects, use of, 176
Polarization: and conducting a coaching

conversation, 124; and debate, 130;
defined, 78; intensity level of, 77–79;
and likeliness of fairness and safety
concerns, 119; and Perspective Taking,
138; questioning how to minimize, 5;
retaliation leading to, 98, 99

Positions, focusing on interests instead of,
128

Positive attitude, 50
Positive models, impact of, learning from,

6
Positive outcomes, hope of, 24
Positive words describing conflict, 22, 23,

24, 26
Potential solutions, discussing viability of,

139, 142, 143
Power: of conflict, harnessing, 2; per-

ceived, yielding due to, scenario in-
volving, 104–106; use of, 34, 35

Powerful questions, use of, example of,
180–184

Pratkanis, A., 15
Precipitating events, 25, 28, 32, 82
Prefrontal cortex, 59–60
Presentation feedback, uninvited, de-

meaning others by, scenarios involv-
ing, 91–93, 95, 96, 161–162

Prevention efforts: focus on, 170; use of, 172
Problem solving: alternative approaches

to, exploring, 24; cooperative, 35; cre-
ative, 130; style of, differences in, un-
derstanding, 20; valuable source of,
113. See also Creative solutions

Problems: seeking to understand and re-
frame, 30, 34–35; separating people
from, 128

Problem-solving ability, issue of, 139
Problem-solving capacity, 40
Problem-solving style, 40–41
Project management team: creating, 175;

and implementation phase, 177; and
system design, 176

Public power company executives, scenar-
ios involving, 108–110, 144–147

Pullman, B., 85

Q

Questions: open-ended and closed-ended,
constructive use of, 134; powerful, use
of, in coaching, example of, 180–184

Quick, J., 13

R
Rapid solutions or responses, problem

with, 65
Reaching Out, 47, 48, 54, 77, 149–153,

180
Reactions and reflexes: destructive, under-

standing, 81–82, 101; taking time to
notice and analyze, 154–155, 157

Reasoning: center of, bodies programmed
to handicap, 82; individually experi-
encing, 9. See also Cognitive responses

Recruiting others, level characterized by,
77, 78, 79

Recruitment of employees, 168
Reference materials, 191–192
Reflective Thinking, 47, 49, 54, 56,

154–158, 160
Refocus and recover, enabling, 162
Refractory period, 59, 60
Reframing conflict, 30, 34–35
Relationship management, focus on, shift

to, 170
Relationships: backbone of, 108; competi-

tive, 21, 34; damaging, 50, 51, 87; de-
teriorating, 76, 77, 87, 93; diminished
quality of, in the workplace, 12, 14;
dissolved, 112; ebb and flow of,
152–153; effective, basis for, 144; im-
proved, 132, 148, 168; interdependent,
understanding, 21–22, 30; less trusting,
108; maintaining, 147; renewed, 153;
strong, emphasis on, 17, 24, 26, 36

Relaxation techniques, employing, 63
Repetition, 32
Reputation, 103
Resistance, 34, 178
Resources on conflict, 191–193
Responses. See Behavioral responses; Cog-

nitive responses; Emotional responses
Responsibility: leadership, 2; shared, sense

of, 179
Restraint, as requisite, 165
Retaliating, 29, 47, 51, 55, 78, 97–100,

108
Retaliatory cycle: described, 8; responses

fueling the, understanding, importance
of, 82–83; scenario involving, 99–100;
and self-control, 56, 57, 58, 59, 61, 63;
understanding the process of the,
32–34

Retention of employees: competitive ad-
vantage in, 168; costs of, problem
with, 12–13, 14
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Rickles, D., 93, 94
Risk management strategy, 169
Roberto, M., 15, 192
Role assignment, addressing, 60
Roles: in building organizational conflict

competence, 178–184; of leaders, 3;
and outcomes, 34–36

Rowe, M., 170
Runde, C., 12, 16, 22, 172, 180, 184

S

Safeguards, incorporating, 172, 176
Safety: encouraging civility, fairness and,

119–121; types of, in the workplace,
119

Sales directors, retaliation between, sce-
narios involving, 98–100, 155–157

Sales team, pharmaceutical. See Pharma-
ceutical sales team, polarization of,
scenarios involving

Sarcasm, 93, 94, 108
Schmidt, W., 12
Schweiger, D., 15, 179
Seeber, R., 170
Self-appraisal, issue of, 111
Self-assessments, undertaking, importance

of, 56
Self-awareness: building, 64; of differ-

ences, 38–41; high degree of, need for,
83, 112; importance of, 5, 37; increas-
ing, efforts at, 56; and intensity levels,
80; for learning new responses, 31;
as requisite for leader conflict compe-
tency, 9; of responses to conflict,
43–56; and self-control, 38, 56–64; of
triggers, 41–43

Self-centered behavior, 42, 43
Self-confidence: added degree of, adding

an, 119; lack of, 102, 104, 107
Self-control: composure and, of effective

leaders, 118–119; and intensity levels,
80; reasons for using, 45; self-awareness
and, 38, 56–64. See also Modeling ap-
propriate behaviors

Self-Criticizing, 47, 52, 55, 111–112
Self-diagnosis, importance of, 83
Sensing-Intuition, 39, 40
Sergeant Joe Friday (character), 118
Setbacks, personal or career, lessons

learned as a result of, 7
Shapiro, D., 60, 191
Sharing emotions. See Expressing Emotions
Simulations, use of, 174

Skill development: as part of conflict
management system, 174; securing re-
sources for, 179

Skill-building structures, creating, 176
Skills: and experience, acquiring, 5–7;

requisite, of conflict competent lead-
ers, 5, 7–11. See also specific competency
skill sets

Solutions. See Creating Solutions; Cre-
ative solutions

Speed, issue with, 65
Spielberg, S., 118
Spiraling conflict, 33
Spouses, scenario involving empathy be-

tween, 135–137
Standards, setting unrealistic, issue with,

111–112
Star Wars, 118
Start-up phase, 175
Static organizations, 15
Status, addressing, 60
Stone, D., 30, 58, 192
Strategic planning, 15–16
Strength, 149
Stress in the workplace: health costs re-

lated to, 13; from Hiding Emotions,
108; relief from, with time-outs, 160;
from Self-Criticizing, 111; and staying
calm, 117, 118; type of conflict leading
to, 27

Strong relationships: building, 17, 24, 26;
maintaining, cultures emphasizing, 36

Success, organizational, 11, 113
Successful leaders, 3
Summarizing, 138
Super Bowl game, differences over, sce-

nario involving, 67
Suppression, 15
Swiss watchmakers, 15
Switzler, A., 11, 62, 119, 191
System design phase, 175–176
Systemic support and structures. See Orga-

nizational support
Systems approach, espousing a, 10. See

also Conflict management systems

T

Talent management, 168
Tampa Bay Buccaneers, 67
Task-focused conflict, 25
Teaching effective responses, 121–125.

See also Coaching
Temper issues, 102
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Tenacity, issue of, 85, 165
Tensions, providing relief from, time-outs

for, 159–160, 161
Thinking-Feeling, 39
Thomas, K., 12, 44
Thomas à Kempis, 37
Thoreau, H. D., 115
Thoughtfulness, as requisite, 165
360-degree assessment instrument, 4, 42,

53, 84
Time-outs, calling for, reasons for, 158,

159–160, 161. See also Delay
Responding

Ting-Toomey, S., 36
Training: ongoing, need for, 174, 177;

practice through, 64; providing oppor-
tunities for, 125–126, 174; supporting,
10; widespread, providing, 176–177,
179

Training programs, 56, 125–126, 176,
192–193

Trends and patterns, programmed to spot,
73

Triggers, 25, 28–29, 32, 41–43, 58–59,
61–63, 82–83, 117

Trust: backbone of, 108; building, 45;
demonstrating, 143; earning, 135; im-
portance of, 148; inspiring, 128; main-
taining, 147; undermined, 34, 108, 110

Turner, M., 15
Turnover of employees, problem with,

12–13
Twelve Angry Men, 116–117

U

Unappreciative behavior, 42, 43
Understanding: checking for, 134;

demonstrating, 135, 137, 138; seeking,
before concluding, 118, 138

Understanding conflict dynamics. See
Conflict dynamics, understanding

Unrealistic goals or standards, setting,
issue with, 111–112

Unreliable behavior, 42, 43
Unresolved conflict, 77, 87, 97, 102
Untrustworthy behavior: described, 42;

hot button related to, handling, 62;
measures of, 43

Ury, W., 34, 128, 170, 191

V

Value differences, understanding, 20
Van Sant, S., 39
Van Velsor, E., 3, 37
Vendors: interactions with, 16; relation-

ship with, 17
Viewpoints, differing: level characterized

by, 67; respecting, agreement for, be-
ginning with, 120; showing enthusi-
asm for, 128. See also Differences

Viewpoints, other, seeing conflict from,
132, 134–135, 137, 138. See also Per-
spective Taking

Violence in the workplace, 13–14
Vision, leaders having, 128
Vulnerability, as requisite, 165

W

Watson, C., 12
Weiss, J., 2, 16
Wiersma, B., 57
Wilmot, W., 33
Winning at All Costs, 35, 47, 50, 55,

84–87, 100, 106, 149
Win-or-lose struggle, 34, 87
Win-win scenarios, 34, 35
Wise leaders, 2
Withholding feelings, thoughts, and ideas.

See Avoiding; Hiding Emotions;
Yielding

Wolff, S., 180
Woman line drawing, unclear, point in

using, 80–81
Working environment: safe, creating a,

179; satisfying, creating a more, 168
Workplace behaviors, disturbing, described,

42
Workplace stress. See Stress in the

workplace
Workplace violence, 13–14
World Series, 85

Y

Yandrick, R., 13
Yielding, 47, 52, 55, 87, 104–107
Yoda (character), 118

Z

Zero-sum game, 21, 34, 170
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