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acceptance, 28
accessibility demonstration, 120
accomplishment, 28-29
acknowledgment, 146, 147, 189, 271
active listening, 108-109, 274-275
adaptation to change, 45-47
ADR (alternative dispute resolution),
226-233
agenda
brainstorming, 128
group meeting, 169, 171-172
meeting process, role in, 119-122
one-on-one meeting, 279
overview, 14
agreeing to disagree, pitfalls of, 22
agreement
avoiding forced, 144
celebrating, 158
examples, 155
failure to obtain, 159-160
initial fragility of, 179
interim, 158-159
monitoring adherence to, 187-188
nonnegotiable elements, 149-152
one-on-one conflict resolution, 282-284
overview, 14
spirit of, 157
troubleshooting problem areas, 152-154,
156
written, importance of, 156-157
alliances, 54-55
alternative dispute resolution (ADR),
226-233
anger, 34
apology
demand for, dealing with, 260
effective, 19
power of, 146-147
subordinate conflict resolution, 292
supervisor conflict resolution, 302

arbitration, 232-233

asking as substitute for assuming, 57-58

assembly-line organizations, 42

assigned roles on teams, 48

assignments for small groups, managing,
176-177

assumptions, 26, 48-49, 55-58, 63

assumptive questions, 132

attitude-based conflict, 289

attrition, settlement by, 152

autonomy, 29

avoidance response, 38, 262, 311-314

o e

badly behaved groups

alliances in, 54-55

assumptions, 55-58

cliques, 52-54

gossip, 58
balanced agreement, importance of, 151
benchmarks for team progress, 178
body language

as communication method, 25-26

for facilitator, 107, 173

listening, relationship to, 108-109,

244-245, 275

monitoring negative, 137

post-mediation monitoring of, 185
boundaries, necessity for, 36, 37, 225, 245
brainstorming, 128-129, 135, 141, 293
breakout groups for teams, 170-171,

175-177

brevity, virtue of, 107
building of teams, encouraging, 206-208
bullying, 65

oo

caucusing with individuals, 138
challenging the facilitator problem, 173
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change
adaptation to, 45-47
allowing for, 32-33, 75-76
departure of employees, 49
fear of, 45-46
hiring and promotions, 44
preparing employees, 71
reorganization, 45
chatter, workplace
gossip, 58, 186, 246, 289
limiting, 198-199
checking in, post-mediation, 90
choice of words, 23-25
cliques, 52-54
closed-door meetings, limiting in team
setting, 201
closed-ended questions, 130
coaching, 73, 188-191, 228-229
collaboration, emphasizing, 110, 121
collaborative bargaining process, 215
collective bargaining agreement, 215-216,
219-220
co-mediation, 231
common courtesy rules, 110
common ground, finding
with employee-to-employee conflicts,
125, 140
importance of, 316
one-on-one conflict resolution, 252, 279
overview, 20
team building, 206-207
communication. See also language
as agenda topic, 122
consistency in, 84, 199-200
follow-up monitoring of, 184-186
goals of, 22-23
information filter effects, 10-11, 30-32
information flow
directing flow of, 111
filtering of, 10-11, 30-32
gathering of prior to meeting, 83-84,
162-166, 202, 236-238
Human Resources as source of, 211-212
impact of new, 145
providing quality, 66-67
withholding of by manager, 67

listening
active, 108-109, 274-275
body language, relationship to, 108-109,
244-245, 275
communication goals, 22-23
emotional processing, relationship to,
33-34, 36
employee-to-employee conflict, 88
importance of emphasizing participant,
111
for movement from parties, 145-146
negotiation rhythm, 125-126
self-assessment of ability, 244
talking, compared to, 72
negative styles of, 68
negotiation, during, 124-126
one-on-one conflict resolution, 257-258,
272, 288-289
organizational changes, 46
overview, 12
resistance to negotiation, relationship
to, 134
specificity in instructions, 69
talking instead of listening, 72
team setting strategies, 162
tone of voice, 26-27, 184-185
communication-based conflicts, 10
company
adaptation to change, 45-47
culture of, 42-43
focus of, 43
hiring practices, 44-45
levels of
about, 287
peers, 296-298
subordinates, 288-295
supervisor, 298-302
promotion practices, 45, 70-71
resolution resources
conflict resolution plan, 216-221
HR department, 16-17, 209-212, 219, 234
official dispute resolution process, 99,
213-215
ombudsman, 17, 202, 214-215
overview, 16-17
unions, 17, 215-216, 219-220
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competence, 29
completeness of agreement, 151
complimenting employee progress, 89-90
compromise response, 39
concessions for employees, divisiveness
consequences, 62
confidence, projecting, 107
confidentiality
as agenda topic, 122
employee-to-employee conflict, 98-99, 144
ombudsman’s role, 214
one-on-one conflict resolution, 257
overview, 14
post-mediation maintenance of, 156
conflict
common contributors, 10-13
cost and severity assessment, 77-82
direct, 18-20
escalation of
coaching intervention, 190-191
contacting other person, risk of, 260
intensity of emotion, 34
minimizing, 82, 83
evaluating elements of, 85-86
intensity of, 34-35, 166-167
response types, 37-40, 261-263, 311-314
types of, 10, 289-290
unresolved, dealing with, 305-309
conflict coaching, 228-229
conflict resolution
analyzing employee success, 89-90
company resources. See company
designing company plan, 216-221
employees, between. See employee-to-
employee conflict resolution
expert resources
alternative dispute resolution (ADR),
226-233
arbitration, 232-233
coaching, 228-229
as company option, 47, 217
deciding on use of, 223-226
group facilitation, 231-232, 238
hiring guidelines, 234-236
information gathering by, 236-238
mediation, 229-231
overview, 16-17
training, 227-228

facilitating two-person conversation,
14-15
groups. See groups
information gathering, 83-84, 162-166,
202, 236-238
manager’s role. See manager
method types, 13
overview, 1-6
party to conflict, when you are. See one-
on-one conflict resolution
steps to resolution, 13-14
teams. See teams
content focus for team conflict resolution,
162
contracted mediator
alternative dispute resolution (ADR),
226-233
arbitration, 232-233
coaching, 228-229
as company option, 47, 217
deciding on use of, 223-226
group facilitation, 231-232, 238
hiring guidelines, 234-236
information gathering by, 236-238
mediation process, 229-231
overview, 16-17
training, 227-228
contribution to conflict, manager’s
potential
denying shortfalls, 73-76
dismissiveness, 65-66
divisions, creating, 62-63
fix-it mode, constant, 71-73
ill-defined expectations and
responsibilities, 69-70
looking the other way, 64-65
micromanaging, 60-61
mismatching employee to job, 70-71
misunderstanding real issues, 64
negative communication styles, 68
overreacting, 64
overview, 59
taking sides, 63
underrepresenting the team, 67-69
withholding information, 67
control, personal, 29, 47, 204, 306
cooperation, 29
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corrective discussion, initiating dialogue
in, 288-289

cost of conflict, assessment of, 77-81

counseling, 13

courteous treatment, 110, 111

culture and self-identity, 31

culture of organization, 42—-43

curiosity, taking an attitude of, 317

customer service decreases as cost of
conflict, 81

oo

decision making. See also solutions
delegating, 85, 88-89
impartial, 63
for proposals, 282-283
defensiveness, avoiding,
127-128, 133, 280, 295
denial response, 261, 312
detachment, cultivating, 103
dialogue facilitation, 108, 288-289. See also
communication
different approach, importance of
considering, 19
direct conflict, 18-20
discrimination, 211
dismissiveness, 65-66
dispute resolution process, official
company, 99, 213-215. See also conflict
resolution
disruptive enthusiasm problem, 174
distrust and resistance to negotiation, 134
divisions, creating, 62-63
doability of agreement, 149-150
drama, setting aside, 248
dropping out problem, 174
durability of agreement, 150-151
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EAPs (employee assistance programs), 212

education and self-identity, 31

ego investment in being always right,
letting go of, 74

e-mail address for anonymous suggestions,
202

emotions
assumptions, relationship to, 56-57
chatter as indicator of uncertainty,
198-199
fear of change, 45-46
gauging other person’s, 138-139, 256
intensity and impact, 34-35, 166-167
listening to, 33-34, 36
loss of power situations, 51
managerial overreaction, 64
mediator tolerance of, 317
monitoring post-mediation, 181-183
overview, 11
power of fear, 45-46, 317
power relationships, 294-295
promotion climate, 44
reflecting during mediation, 115-116
resistance to negotiation, relationship
to, 134
timing of meeting, relationship to, 264
values, as clues to, 11, 32, 33, 34
employee assistance programs (EAPs), 212
employees
analyzing input from, 83
background information at HR, 211-212
coaching post-mediation, 189-190
empowerment of
conflict resolution process, 82
explaining roles and responsibilities,
110-111
first speaker issue, 112
guidelines for, 87-90
judge and jury role, avoiding, 72-73
micromanaging, avoiding, 60-61
responsibility elements for employees,
100
rush to solution, avoiding, 93
giving voice to, 201-203
HR’s conflict resolution role, 210
inviting to meeting, 94-97
as mediators, 217
motivating during conflict situation,
203-204
motivating during negotiation,
124-125, 128
outside expert’s information gathering,
237-238
setting frame of mind, 97-98
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employee-to-employee conflict resolution
active listening, 108-109
agenda, creating, 119-122
agreement, 148-159
follow-up
about, 179
coaching intervention opportunities,
188-191
communication changes, 184-186
emotions, monitoring, 181-183
environment, monitoring, 180-183
importance of, 86
initial reinforcement and monitoring,
89-90
leading meetings, 191-194
with outside experts, 235
overview, 16
personal responsibility, examples of,
186-188
teams, 178
ground rules, establishing, 109-112
negotiation
about, 123
agenda as tool for, 122
brainstorming, 128-129
communication, 124-126
continuing after individual sessions,
143-148
overview, 13, 14, 15
private individual meetings, 138-141
question techniques, 129-133
resistance, working through, 133-138
values compared to issues focus,
126-128
neutrality of manager, expressing,
107-108
overview, 14-15
planning and preparation
about, 93
confidentiality issue, 98-99
defining parameters, 99
environmental comfort level, 101-103
explaining manager’s role, 97
instructions for pre-work/homework,
99-100
inviting employees, 94-97

location considerations, 83, 100-101
manager’s internal preparation, 103
setting frame of mind, 97-98
time allotment, 101, 129
process overview, 105-106, 118
rapport, establishing, 106-107
sharing perspectives, 112-114
summarizing and reflecting back, 114-119
unresolved conflict, 159-160
employer attitude-based conflicts, 10
empowerment, fostering employee
conflict resolution process, 82
explaining roles and responsibilities,
110-111
first speaker issue, 112
guidelines for, 87-90
judge and jury role, avoiding, 72-73
micromanaging, avoiding, 60-61
responsibility elements for employees,
100
rush to solution, avoiding, 93
enthusiasm problem, disruptive, 174
environmental comfort level, 101-103
escalation of conflict
coaching intervention, 190-191
contacting other person, risk of, 260
intensity of emotion, 34
minimizing, 82, 83
evaluative mediation model, 230
exiting participant problem, 175
expectations, assessing, 47-48, 69-70, 307
expert resources
alternative dispute resolution (ADR),
226-233
arbitration, 232-233
coaching, 228-229
as company option, 47, 217
deciding on use of, 223-226
group facilitation, 231-232, 238
hiring guidelines, 234-236
information gathering by, 236-238
mediation, 229-231
overview, 16-17
training, 227-228
eye contact, 107, 275
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filters, individual worldview, 10-11, 30-32.
of e .
See also perspectives
firing employees, 314
fix-it mode, being in constant, 71-73
focus of organization, 43

face-to-face contact type, 95, 258
facilitation
employee-to-employee conflict, 105-119

environmental considerations, 101-103 follow-up

mediation role in, 97, 161-162 about, 179 , »

outside experts, 230-232, 238 coaching intervention opportunities,
. ’ 188-191

overview, 13-15

party to conflict, when you are, 268
reorganization, 45
supervisor-to-subordinate situation,

communication changes, 184-186
emotions, monitoring, 181-183
environment, monitoring, 180-183

288-289 importance of, 86
team conflict, 161-167. 171-177 initial reinforcement and monitoring,
: ’ 89-90

facilitative mediation model, 230-231 ’ .
factions, 54-55 leading meetings, 191-194

with outside experts, 235

overview, 16

personal responsibility, examples of,
186-188

failure to see options and resistance to
negotiation, 134

false sense of security, creating, 63

fatigue factor in settlement, 153

favoritism, avoiding, 63, 225 teams, 178

feedback loop, employee-management, future, focusing on solutions i.n
108, 180, 201-203 employee-to-employee conflict, 119, 124

importance of, 318

feelings .
one-on-one conflict, 279, 282

assumptions, relationship to, 56-57
chatter as indicator of uncertainty,

198-199 oo
fear of change, 45-46
gauging other person’s, 138-139, 256 gathering of information prior to meeting,
intensity and impact, 34-35, 166-167 83-84, 162-166, 202, 236-238
listening to, 33-34, 36 giving-in response, 37
loss of power situations, 51 goal statement for team meeting, 168-169
managerial overreaction, 64 goals
mediator tolerance of, 317 communication, 22-23
monitoring post-mediation, 181-183 one-on-one conflict, 241-249
overview, 11 organizational, 43
power of fear, 45-46, 317 gossip, 58, 186, 246, 289
power relationships, 294-295 grievance process, union, 215
promotion climate, 44 ground rules
reflecting during mediation, 115-116 employee-to-employee setting, 109-112
resistance to negotiation, team setting, 169-170, 171-172
relationship to, 134 group think, 41
timing of meeting, relationship to, 264 groups
values, as clues to, 11, 32, 33, 34 adaptation to change, 45-47

fight response, 38-39, 75 assigned and assumed roles, 48-49
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bad behavior in
alliances, 54-55
assumptions, 55-58
cliques, 52-54
gossip, 58
building of teams, encouraging, 206-208
business as usual, maintaining, 203-204
chatter, limiting, 198-199
consistent communication, 199-200
culture of organization, 42-43
focus of organization, 43
follow-up plan, 178
ground rules, 171-172
hiring practices, 44-45
leadership reputation, developing,
205-206
limiting closed-door meetings, 201
mismatched expectations, 47-48
negotiation
agenda, 171-172
hearing out participants, 172
intervention strategies, 172-175
return to larger group, 177
safety/security/legal issues, 197-198
small group work, 175-177
voice, giving employees, 201-203
outside expert facilitation, 231-232, 238
overview, 12, 15-16, 41
planning and preparation
agenda, 169
breakout group considerations, 170-171
facilitation overview, 161-162
goal setting, 168-169
information gathering, 162-166
intensity assessment, 166-167
location and timing of meeting, 200-201
overview, 168
power relationships, 49-51
promotion practices, 44-45
tone setting, 171
underrepresentation by managers, 67-69
work style assessment, 44
guide as mediation role, 97

o/ o

hard costs of conflict, 78
healthcare costs of conflict, 80

hiding response to change, 75

high-intensity emotion, 35

hiring practices, 44-45, 70-71

history, individual perspectives as based
on, 32-33, 56

homework, 99-100

honesty-based conflicts, 10, 290

hopelessness response, 263

hot buttons, identifying, 243, 251

Human Resources (HR) department, 16-17,
209-212, 219, 234

humility, 245

o]e

I-messages, using, 277-278

incident and impact approach to
response, 277

incomplete contingency plans, 154, 156

independent representatives

organizational culture, 42

individual meetings, private, 138-141, 180
inflammatory language, avoiding, 24-25
information. See also communication

directing flow of, 111

filtering of, 10-11, 30-32

gathering of prior to meeting,

83-84, 162-166, 202, 236-238
Human Resources as source of, 211-212
impact of new, 145
providing quality, 66-67
withholding of by manager, 67

in-person contact with other person in a

conflict, 95, 258

insubordination-based conflicts, 10, 290
intake process with outside expert,

237-238

intensity of conflict, 34-35, 166-167
intentions, 82, 283-284
interests of parties (values)
compared to issues focus, 126-128
defined, 11
emotions as clues to, 11, 32, 33, 34
identifying core, 18-19
individual caucus, 140
as information filters, 30-32
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interests of parties (continued)
negotiation phase, 126-128, 136, 281
other-assessment, 247
outlining both sides, 251
overview, 27-30
personal history, 32-33
reframing statements to reflect, 117
self-assessment, 242-243, 246
self-identity, 31
supervisor conflict resolution, 299
interim agreement, 158-159
intervention strategies for team situations,
172-175
interviews in team-level information
gathering, 164-165
invitations to conflict resolution, 94-100
issues, focus on, 64, 121, 126-128, 249-250

o]o

joking around problem, 174
judging/arbitrating, 13, 72-73

oo

Kindel, Stephen, Leadership For
Dummies, 205

o/ o

labeling and defining issues, 121
labeling by groups, 12
labor-management conflict resolution
training, 220
language
in agreements, 284
body language
as communication method, 25-26
for facilitator, 107, 173
listening, relationship to, 108-109,
244-245, 275
monitoring negative, 137
post-mediation monitoring of, 185
choice of words, 23-25
couching of, 69-70
divisive compared to unifying, 62

[-messages, 277-278

interrupting negative, 137
neutralizing, 117-119, 275, 276-277
one-on-one conflict resolution, 257
open type, 107

opening statement for meeting, 270
post-mediation monitoring of, 184
reframing, 15, 116-117, 126, 276-277
rules for meeting, 98, 100

in settlement, analyzing, 152
summarizing/reflecting, 115
supervisor-subordinate meeting, 295
transforming through reflection, 116
“we,” 278, 295

written settlement, 156-157

leader/manager

clique handling, 52-54
coaching intervention opportunities,
188-191
contribution to conflict
denying shortfalls, 73-76
dismissiveness, 65-66
divisions, creating, 62-63
fix-it mode, constant, 71-73
ill-defined expectations and
responsibilities, 69-70
looking the other way, 64-65
micromanaging, 60-61
mismatching employee to job, 70-71
misunderstanding real issues, 64
negative communication styles, 68
overreacting, 64
overview, 59
taking sides, 63
underrepresenting the team, 67-69
withholding information, 67
as employee-to-employee facilitator.
See employee-to-employee conflict
resolution
explaining conflict resolution role, 97
faction handling, 55
internal preparation, 103
leadership reputation, developing,
205-206
management advice from HR, 210
outside expertise, deciding on, 223-226
overview, 12-13
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post-mediation monitoring
about, 179
coaching intervention opportunities,
188-191
communication changes, 184-186
emotions, 181-183
environment, 180-183
importance of, 86
initial reinforcement, 89-90
leading meetings, 191-194
with outside experts, 235
overview, 16
personal responsibility, examples of,
186-188
teams, 178
power relationship management, 50-51
reasons for not addressing conflict,
311-314
role in conflict resolution, 85-86
subordinates, working with, 288-295
as team resolution facilitator. See teams
trust maintenance responsibility, 205-206
Leadership For Dummies, (Loeb and
Kindel), 205
leading questions, 132
learning opportunity in unresolved
conflict, finding, 306
leaving conflicted environment, 305
legal issues, 80, 197-198
lightening the mood at work, 207-208
listening
active, 108-109, 274-275
body language, relationship to, 108-109,
244-245, 275
communication goals, 22-23
emotional processing, relationship to,
33-34, 36
employee-to-employee conflict, 88
importance of emphasizing
participant, 111
for movement from parties, 145-146
negotiation rhythm, 125-126
self-assessment of ability, 244
talking, compared to, 72
litigation compared to arbitration, 233

location of meeting
employee-to-employee conflict resolution,
83, 100-101
groups, 200-201
neutrality of, 100-101, 200, 265
one-on-one conflict resolution, 265
peer-to-peer situation, 297
supervisor-subordinate situation, 293-294
Loeb, Marshall, Leadership For
Dummies, 205
looking the other way, 64-65
lost workdays as cost of conflict, 78

ol o

manager
clique handling, 52-54
coaching intervention opportunities,
188-191
contribution to conflict
denying shortfalls, 73-76
dismissiveness, 65-66
divisions, creating, 62-63
fix-it mode, constant, 71-73
ill-defined expectations and
responsibilities, 69-70
looking the other way, 64-65
micromanaging, 60-61
mismatching employee to job, 70-71
misunderstanding real issues, 64
negative communication styles, 68
overreacting, 64
overview, 59
taking sides, 63
underrepresenting the team, 67-69
withholding information, 67
as employee-to-employee facilitator.
See employee-to-employee conflict
resolution
explaining conflict resolution role, 97
faction handling, 55
internal preparation, 103
leadership reputation, developing,
205-206
management advice from HR, 210
outside expertise, deciding on, 223-226
overview, 12-13
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manager (continued)
post-mediation monitoring
about, 179
coaching intervention opportunities,
188-191
communication changes, 184-186
emotions, 181-183
environment, 180-183
importance of, 86
initial reinforcement, 89-90
leading meetings, 191-194
with outside experts, 235
overview, 16
personal responsibility, examples of,
186-188
teams, 178
power relationship management, 50-51
reasons for not addressing conflict,
311-314
role in conflict resolution, 85-86
subordinates, working with, 288-295
as team resolution facilitator. See teams
trust maintenance responsibility, 205-206
mandatory compared to voluntary nature
of meeting, 99
mechanical responses, 244
mediation
co-mediation, 231
company program, 213
cultivating mediators, 217
employee-to-employee setting
active listening, 108-109
agenda, creating, 119-122
agreement, 148-159
ground rules, establishing, 109-112
neutrality of manager, 107-108
process overview, 105-106, 118
questioning guidance, 109
rapport, establishing, 106-107
sharing perspectives, 112-114
summarizing and reflecting back,
114-119
group setting
agenda, 171-172
facilitation overview, 161-162
ground rules, 171-172

hearing out participants, 172
intervention strategies, 172-175
limiting closed-door meetings, 201
location and timing of meeting, 200-201
outside expert facilitation, 231-232, 238
return to larger group, 177

small group work, 175-177

tone setting, 171

voice, giving employees, 201-203

one-on-one setting

acknowledgments, 271

agenda, 279

concluding discussion, 283-285
explaining meeting steps, 271-272
mediation role considerations, 268-269
opening statement, 270

sharing perspectives, 272-279

win-win solutions, looking for, 279-283

outside experts, 229-231

overview, 13

valuing the process, 315
mediator compared to manager, 15
medium-intensity emotion, 35
meeting

concluding with optimism, 157-160

divisive, 62

employee-to-employee setting

active listening, 108-109

agenda, creating, 119-122

agreement, 148-159

ground rules, establishing, 109-112
neutrality of manager, 107-108

process overview, 105-106, 118
questioning guidance, 109

rapport, establishing, 106-107

sharing perspectives, 112-114
summarizing and reflecting back, 114-119

group setting

agenda, 171-172

facilitation overview, 161-162

ground rules, 171-172

hearing out participants, 172
intervention strategies, 172-175
limiting closed-door meetings, 201
outside expert facilitation, 231-232, 238
return to larger group, 177
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small group work, 175-177
tone setting, 171
voice, giving employees, 201-203
location considerations
employee-to-employee conflict
resolution, 83, 100-101
groups, 200-201
neutrality issue, 100-101, 200, 265
one-on-one conflict resolution, 265
peer-to-peer situation, 297
supervisor-subordinate situation,
293-294
one-on-one setting
acknowledgments, 271
agenda, 279
approaching other person, planning,
255-258
concluding discussion, 283-285
explaining meeting steps, 271-272
location considerations, 265
mediation role considerations, 267-269
opening statement, 270
resistance, preparing for, 258-263
sharing perspectives, 272-279
time considerations, 264
win-win solutions, looking for, 279-283
planning and preparation
about, 93
confidentiality issue, 98-99
defining parameters, 99
environmental comfort level, 101-103
explaining manager’s role, 97
instructions for pre-work/homework,
99-100
inviting employees, 94-97
location considerations, 100-101
manager’s internal preparation, 103
setting frame of mind, 97-98
time allotment, 101
micromanaging, 60-61
mild-intensity emotion, 35
military-style organizations, 42
miscommunication, 10
mismatched expectations in groups, 47-48
mismatching employee to job, 70-71
mob mentality, 41

monitoring progress post-mediation
about, 179
coaching intervention opportunities,
188-191
communication changes, 184-186
emotions, 181-183
environment, 180-183
importance of, 86
initial reinforcement, 89-90
leading meetings, 191-194
with outside experts, 235
overview, 16
personal responsibility, examples of,
186-188
teams, 178
moral high ground position and resistance
to negotiation, 134
morale cost of conflict, 81
motivation
emotion’s role in
fear of change, 45-46
gauging other person’s, 138-139, 256
intensity and impact, 34-35, 166-167
listening to, 33-34, 36
loss of power situations, 51
power of fear, 45-46, 317
power relationships, 294-295
promotion climate, 44
resistance to negotiation, relationship
to, 134
values, as clues to, 11, 32, 33, 34
of employees toward resolution, 124-125,
128, 203-204
values, relationship to
compared to issues focus, 126-128
defined, 11
emotions as clues to, 11, 32, 33, 34
identifying core, 18-19
individual caucus, 140
as information filters, 30-32
negotiation phase, 126-128, 136, 281
other-assessment, 247
outlining both sides, 251
overview, 27-30
personal history, 32-33
reframing statements to reflect, 117
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motivation (continued)
self-assessment, 242-243, 246
self-identity, 31
supervisor conflict resolution, 299

o\ o

narrative mediation model, 231
narrative of conflict, gaining perspective,
308
negative association and resistance to
negotiation, 134
negative behavior, dealing with,
137, 153-154, 172-175
negotiation
employee-to-employee conflict
about, 123
agenda as tool for, 122
agreement, working out, 148-157
brainstorming, 128-129
communication, 124-126
continuing after individual sessions,
143-148
private individual meetings, 138-141
question techniques, 129-133
resistance, working through, 133-138
values compared to issues focus,
126-128
group setting
agenda, 171-172
hearing out participants, 172
intervention strategies, 172-175
return to larger group, 177
safety/security/legal issues, 197-198
small group work, 175-177
voice, giving employees, 201-203
one-on-one conflict
acknowledgments, 271
agenda, 279
concluding discussion, 283-285
sharing perspectives, 272-279

win-win solutions, looking for, 279-283

overview, 13, 14, 15
neutral location for meeting,
100-101, 200, 265

neutrality of manager, expressing, 107-108

neutralizing language,

117-119, 275, 276-277
nonbinding arbitration, 233
nonverbal cues

as communication method, 25-26
for facilitator, 107, 173
listening, relationship to, 108-109,
244-245, 275
monitoring negative, 137
post-mediation monitoring of, 185
note taking, 108, 275

o () o

ombudsman, 17, 202, 214-215
one-on-one conflict resolution (you as
party in)
about, 241-242
explaining meeting steps, 271-272
mediation role considerations, 267-269
negotiation
acknowledgments, 271
agenda, 279
concluding discussion, 283-285
sharing perspectives, 272-279
win-win solutions, looking for, 279-283
opening statement, 270
organizational levels
about, 287
peers, 296-298
subordinates, 288-295
supervisor, 298-302
planning and preparation
approaching other person, planning,
255-258
both sides, considering, 249-253
location considerations, 265
other-assessment, 247-249
resistance, preparing for, 258-263
self-assessment, 242-247
time considerations, 264
open-ended questions, value of,
84, 130-131
openness, importance of participant, 111
opportunity, conflict as, 125
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organization
adaptation to change, 45-47
culture of, 42-43
focus of, 43
hiring practices, 44-45
levels of
about, 287
peers, 296-298
subordinates, 288-295
supervisor, 298-302
promotion practices, 45, 70-71
resolution resources
conflict resolution plan, 216-221
HR department, 16-17, 209-212, 219, 234
official dispute resolution process, 99,
213-215
ombudsman, 17, 202, 214-215
overview, 16-17
unions, 17, 215-216, 219-220
outside experts
alternative dispute resolution (ADR),
226-233
arbitration, 232-233
coaching, 228-229
as company option, 47, 217
deciding on use of, 223-226
group facilitation, 231-232, 238
hiring guidelines, 234-236
information gathering by, 236-238
mediation, 229-231
overview, 16-17
training, 227-228
overconfidence and resistance to
negotiation, 134
overreacting by managers, 64
ownership, demonstrating, 120
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party to conflict, when you are
about, 241-242
explaining meeting steps, 271-272
mediation role considerations, 267-269
negotiation
acknowledgments, 271
agenda, 279

concluding discussion, 283-285
sharing perspectives, 272-279
win-win solutions, looking for, 279-283
opening statement, 270
organizational levels
about, 287
peers, 296-298
subordinates, 288-295
supervisor, 298-302
planning and preparation
approaching other person, planning,
255-258
both sides, considering, 249-253
location considerations, 265
other-assessment, 247-249
resistance, preparing for, 258-263
self-assessment, 242-247
time considerations, 264

past experience, influence on assumptions

and values, 32-33, 56

past to future, transitioning from

employee-to-employee conflict, 119, 124
importance of, 318
one-on-one conflict, 279, 282

peer review panel, 219

peers, conflict resolution with, 296-298
people-oriented organizational culture, 42
personal history, influence on assumptions

and values, 32-33, 56

personal responsibility, 186-188, 291, 307
perspectives

acknowledging differing, 10-11
changes in, 146

personal history origins of, 32-33, 56
reflecting, 15, 113, 126, 276-277
sharing, 14, 112-114, 272-279

phone contact with other person in a

conflict, 258

place of meeting

employee-to-employee conflict resolution,
83, 100-101

groups, 200-201

neutrality of, 100-101, 200, 265

one-on-one conflict resolution, 265

peer-to-peer situation, 297

supervisor-subordinate situation, 293-294
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planning and preparation
employee-to-employee conflict resolution
about, 93
confidentiality issue, 98-99
defining parameters, 99
environmental comfort level, 101-103
explaining manager’s role, 97
instructions for pre-work/homework,
99-100
inviting employees, 94-97
location considerations, 83, 100-101
manager’s internal preparation, 103
setting frame of mind, 97-98
time allotment, 101, 129
group conflict resolution
agenda, 169
breakout group considerations, 170-171
facilitation overview, 161-162
goal setting, 168-169
information gathering, 162-166
intensity assessment, 166-167
location and timing of meeting, 200-201
overview, 168
one-on-one conflict resolution
approaching other person, 255-258
both sides, considering, 249-253
location considerations, 265
other-assessment, 247-249
resistance, preparing for, 258-263
self-assessment, 242-247
time considerations, 264
overview, 13
points of view
acknowledging differing, 10-11
changes in, 146
personal history origins of, 32-33, 56
reflecting, 15, 113, 126, 276-277
sharing, 14, 112-114, 272-279
post-mediation monitoring
about, 179
coaching intervention opportunities,
188-191
communication changes, 184-186
emotions, 181-183
environment, 180-183
importance of, 86

initial reinforcement, 89-90
leading meetings, 191-194
with outside experts, 235
overview, 16
personal responsibility, examples of,
186-188
teams, 178
power relationships
awareness of power struggles, 65
cliques, 53-54
emotional impact of, 294-295
individual meeting assessment, 139
one-on-one conflicts, 268
organization levels
about, 287
peers, 296-298
subordinates, 288-295
supervisor, 298-302
teams, 49-51
power-seeking group, 50
pre-work, 99-100
privacy
confidentiality issue
as agenda topic, 122
employee-to-employee conflict,
98-99, 144
ombudsman’s role, 214
one-on-one conflict resolution, 257
overview, 14
post-mediation maintenance of, 156
individual meetings, 101, 138-141
managing need for, 201
overview for private meeting, 14
production organizations, 42
productive conflict, 38
productivity, 78, 180
promotion practices, 45, 70-71
proposals
decision making for, 282-283
generating in one-on-one conflict
resolution, 252-253
individual caucus, 141
managing, 126, 129
types of, 147-148
win-win focus, 279-282
push-back tactics, 259-261
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qualifications for outside expert, 234
quality of work, 80, 180
question techniques,

84, 109, 129-133, 163-164
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rapport, establishing, 106-107, 316
reactive response compared to meaningful
summary, 276
reality test proposals, 141
recognition, 29
referral method for outside expert, 234
reflecting a perspective, 15, 113, 126,
276-277
reframing language, 15, 116-117, 126,
276-277
reorganization, facilitating, 45
reputation cost of conflict, 81, 314
rescuing compared to coaching, 73
resistance, working through, 133-138,
258-263
respect, 11, 29, 122
responsibilities
establishing, 100, 110-111, 122
ill-defined, 69-70
taking personal responsibility, 186-188,
291, 307
trust maintenance, 205-206
roles. See also manager
as agenda topic, 122
assigned and assumed in groups, 48-49
explaining for employee-to-employee
setting, 110-111
facilitator, 97, 161-162
guide, 97
judge and jury, avoiding, 72-73
self-identity, relationship to, 31
team, 48-49
rush to solution, avoiding, 85, 89, 93
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sabotage cost of conflict, 80
safety issue, 197-198, 257, 262

satisfaction with agreement, ensuring,
151-152
saving face, allowing for, 282
scope of organizational focus, 43
secrecy, avoiding, 199
security issue, 197-198, 211, 257, 262
self-assessment, 19, 291
self-identity, 31-32
self-serving, perception of manager as,
67-68
semantics, defined, 23
sequenced questions, 131-132
settlement
avoiding forced, 144
celebrating, 158
examples, 155
failure to obtain, 159-160
initial fragility of, 179
interim, 158-159
monitoring adherence to, 187-188
nonnegotiable elements, 149-152
one-on-one conflict resolution, 282-284
overview, 14
spirit of, 157
troubleshooting problem areas, 152-154,
156
written, importance of, 156-157
severity of conflict, assessment of, 77-78,
81-82
sexual harassment, 211
shared neutrals, 17, 214
sharing
emphasizing participant, 88, 111
encouraging with employees in conflict, 88
of perspectives, 14, 112-114, 272-279
team setting, 172
shortfalls, denying, 73-76
SHRM (Society for Human Resource
Management), 234
shuttle mediation, 231
side conversations problem, 173
silence during negotiation, using,
144-145, 317
skeptical attitude, dealing with, 175
skilled employee losses as cost
of conflict, 81
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skill-set, acknowledging limitations in, 74-75
small group work, teams, 170-171, 175-177
Society for Human Resource Management
(SHRM), 234
soft costs of conflict, 81
solutions
agreement
avoiding forced, 144
celebrating, 158
examples, 155
failure to obtain, 159-160
initial fragility of, 179
interim, 158-159
monitoring adherence to, 187-188
nonnegotiable elements, 149-152
one-on-one conflict resolution, 282-284
overview, 14
spirit of, 157
troubleshooting problem areas,
152-154, 156
written, importance of, 156-157
creating options for, 135-136
focusing on, 302
proposals
decision making for, 282-283
generating in one-on-one conflict
resolution, 252-253
individual caucus, 141
managing, 126, 129
types of, 147-148
win-win focus, 279-282
sounding board, choosing, 245-246
space for meeting
employee-to-employee conflict resolution,
83, 100-101
groups, 200-201
neutrality of, 100-101, 200, 265
one-on-one conflict resolution, 265
overview, 14
peer-to-peer situation, 297
supervisor-subordinate situation, 293-294
specificity of agreement, 150
specifics, importance in language
choices, 24
stalemate, handling, 278-279

subordinates, conflict resolution with,
288-295
suggestion box, 202
summarizing viewpoints
employee-to-employee conflict resolution,
108, 113, 125-126, 148
one-on-one conflict resolution, 276
supervisor, conflict resolution with,
298-302
surface issues, moving beyond
in facilitative model, 230
manager’s misunderstanding of, 64
one-on-one conflict resolution, 280
overview, 10
values, compared to, 28
surrendering to change, 76
surveys in team-level information
gathering, 165, 202
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taking sides, 63
talking instead of listening, 72
task compared to personal focus, 292
teams
building of teams, encouraging, 206-208
business as usual, maintaining, 203-204
chatter, limiting, 198-199
consistent communication, 199-200
follow-up plan, 178
ground rules, 171-172
hiring practices, 44-45
leadership reputation, developing,
205-206
limiting closed-door meetings, 201
mismatched expectations, 47-48
negotiation
agenda, 171-172
hearing out participants, 172
intervention strategies, 172-175
return to larger group, 177
safety/security/legal issues, 197-198
small group work, 175-177
voice, giving employees, 201-203
outside expert facilitation, 231-232, 238
overview, 12, 15-16, 41
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planning and preparation
agenda, 169
breakout group considerations, 170-171
facilitation overview, 161-162
goal setting, 168-169
information gathering, 162-166
intensity assessment, 166-167
location and timing of meeting, 200-201
overview, 168
power relationships, 49-51
tone setting, 171
underrepresentation by managers, 67-69
work style assessment, 44
tension, monitoring post-mediation,
181-182
termination package cost of conflict, 80
theft cost of conflict, 80
third party considerations in one-on-one
agreements, 284
time allotment for conflict resolution
employee-to-employee conflict, 101, 129
group conflict, 200-201
overview, 14
with supervisor, 302
timeline of conflict events, 165-166
tone of voice, 26-27, 184-185
top-down organizational style, 42
training in conflict resolution, 211, 216-217,
220, 227-228
transformative mediation model, 231
transitioning from past to future
employee-to-employee conflict, 119, 124
importance of, 318
one-on-one conflict, 279, 282
treatment of others-based conflicts, 10
trust
building with other person, 259
distrust and resistance to negotiation, 134
gossip’s erosion of, 58
manager’s responsibility to maintain,
205-206
micromanaging, avoiding, 61
turnover cost of conflict, 80
two-person conflict. See employee-to-
employee conflict resolution; one-on-
one conflict resolution
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underrepresenting the team, 67-69
understanding
acknowledgment, 146, 147, 189, 271
agreement, compared to, 22
as communication goal, 22
effective language’s contribution to, 23
in manager-subordinate conflict

resolution, 290

other person’s viewpoint,
135, 247-249, 316

peer-to-peer conflict resolution, 296

reflecting a perspective, 15, 113, 126,
276-277

reframing language, 15, 116-117, 126,
276-277

speaking to be understood, 277

summarizing viewpoints,

108, 113, 125-126, 148, 276
uninterrupted time rule, 108-109, 111-112
unions, 17, 215-216, 219-220
unrealistic expectations from manager, 70
unresolved conflict, dealing with, 159-160,
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values
compared to issues focus, 126-128
defined, 11
emotions as clues to, 11, 32, 33, 34
identifying core, 18-19
individual caucus, 140
as information filters, 30-32
negotiation phase, 126-128, 136, 281
other-assessment, 247
outlining both sides, 251
overview, 27-30
personal history, 32-33
reframing statements to reflect, 117
self-assessment, 242-243, 246
self-identity, 31
supervisor conflict resolution, 299
verbal invitation to meeting, 95
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viewpoints
acknowledging differing, 10-11
changes in, 146
personal history origins of, 32-33, 56
reflecting, 15, 113, 126, 276-277
sharing, 14, 112-114, 272-279
violence, threats of, 211
voice, employee, 46, 201-203
voluntary compared to mandatory nature
of meeting, 99

o[/ o

wasted time as cost of conflict, 78
“we” language, 278, 295

why questions, 133

win-win solutions, looking for, 279-283

work habits-based conflicts, 10, 289

work meetings, 204

working together response, 40

written compared to verbal agreements,
284

written contact with other person in a
conflict, 258

written invitation to meeting, 95-97



