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Acceptance: of difficult behaviors, refus-
ing, 223; of emotions, 87, 88, 94, 118;
increased, xxvi; need for, 85; of other
people and perspectives, 218; of para-
dox, contradictions, and other puzzles,
219, 239, 242, 247, 248; of problems,
242, 249; of underlying issues, 129

Accommodation: differentiating between,
and other responses, 26, 27; natural
tendency toward, 30, 32; only choos-
ing, effect of, 29; organizational cul-
tures rewarding, 2; questioning, 33;
reasons for, 28; rewards for, 222

Accomplishments, publicizing, 277

Accumulated emotions, sudden release
of, effect of, 91-92

Accusations: closely listening to, 8, 9; as
confessions, 98

Accusing, sample phrases of, 63

Acknowledging, as a listening technique,

Acknowledgment: of contributions, 6, 59,
229; of differences, 61; of efforts, 255;
of emotions and feelings, xxvi, 68, 94,
117, 118, 230, 290-291; importance
of, 290; of legitimacy and cooperation,
277; of miscommunication, resisting,
xxii; of needs and interests, 223; of
opponents, 309; of opposing points of
view, 290-291; of own role in conflict,
308; of a problem, 288; responding
with, 67; of successes, 292

Acting, being and, commitment to
change way of, xxiv—xxv

Action: based on emotional response,
90; committed, xxxviii, 155, 255,

279-281; internal consequences of
taking, experiencing, 90; quality of,
perceiving intention through, 89;
translating intentions into, 57; trig-
gering, 89

Action plans, creating, 255, 258

Actions: for approaching and engaging
conflict, xxxv—xxxix; as choices, 281;
shifting focus to, 199; taking responsi-
bility for, 145-148

Active, empathetic, and responsive lis-
tening: aspects of, 44—46; benefit of,
xxvi; genuine, 286; modeling, 229; as
probes, 129, 130; result of, 43; starting
with, xxxv; techniques of, 67-72. See
also specific techniques

Active, empathetic, and responsive speak-
ing, 59-62

Acton, Lord, 163

Adversarial attitude, 64, 244

Adversarial relationship structure, 54

Adversarial style, 287

Advice, seeking, 263, 273, 274, 294

Advisory committees/boards, forming, 273

Advocates, 301

Affect, reflecting back, 69

Agendas, meeting: keeping to, 229; re-
vealing, in advance, 228, 274; setting,
270,293

Agendas, private: hidden, looking for,
264, 289; holding to, 72; imposing,
avoiding, 218; letting go of, 66

Aggression: differentiating between, and
other responses, 26, 27; and honesty,
141; hypnotic power of, 3; logic giving
permission for, 202; natural tendency
toward, 30, 32; no alternative other
than, 29; only choosing, effect of, 30;
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passivity as, 99; perceived, responses
based on, 20-22; reasons for, xxxiii,
25, 28; returning, 172; rewarding, 2,
134,222

Aggressive negotiation, 265, 266-268

Aggressive negotiators, 107, 267

Agreeing, 69-170, 230

Agreements: clarifying and emphasizing,
61; earlier, recognizing and compli-
menting on, 292; formal, using con-
sensus to compel, problem of, 263;
honoring, 278; in mediation, effective-
ness of, 305; negotiating, for future for-
giveness, 117; perceiving unpleasant
outcome from, exploring, 291; reach-
ing, 134, 135, 152, 173, 184-185, 222,
227-228; taking longer to reach, 267;
time to reach, 305

Allies, seeing opponents as, 233

Allusion, 10

Alternative behavior, indicating under-
standing of, in apologies, 117

Alternative responses, 25-30

American Management Association sut-
vey, 295

Amplified messages, 52

Amygdala, the, 21

Anger: accepting underlying issues with-
out, 129; arrogance of, overcoming,
116; behaviors triggering, 104-105;
chain reaction of, lack of skills to
manage, 142; costs of, 114; covert, sub-
conscious ways of releasing, 110; as a
diversionary tactic, 97, 126; exploring,
108, 114; feedback without, 225; from
feeling unlovable, 103, 104; giving up,
beginning with, xxxvi; hanging onto,
112; letting go of, reasons for, 112-114;
managing, methods for, 114-116;
mask of, 101, 126; organizational, sub-
conscious beliefs and assumptions
about, 108-112; passion experienced
as, 228; problem with, 17, 18; reasons
for, 104, 105-107; source of, difficulty
recognizing, 104, 126; and stereotyp-
ing, 202; sustained, example of, 80;
toward ourselves, 96, 104, 105, 111—
112, 113; understanding, xxxvi; as
vulnerability, 98

Annihilation, justification for, creating,
200-201

Anonymous feedback, 58, 96

Apathy, as caring, 99

Apologizing: alternative ways of, 116—
117; examples of, 80-81, 101, 216,
243, 286, 287-288; resisting, xxii;
and starting over, 23, 115-116

Approval, need for, 85

Arbitration, 294, 300, 301, 304

Arrogance of anger, overcoming, 116

Articulate speech, power of, xxii

Association for Conflict Resolution, 305

Assuming, sample phrases of, 63

Assumptions: apologizing for, 81; avoid-
ing, 193; clarifying, 115; about com-
munication, 36; about decision
making process, 261; about emotions,
84, 86-87; false and one-sided, 109;
hidden, 7, 11, 15, 254; hindering com-
munication, 86-87; about negotiating,
266; about organizational anger, 108—
112; problem-solving, 246; about solu-
tions, putting aside, 239; underlying,
11,15

Attachment, power of, xxi

Attacks, as smoke screens, 99. See also
Aggression; Counterattack

Attitudes: changed, recognizing, 203;
importance of, 234-235; requisite,
for resolving conflict, xxvi; reversing,
toward success and failure, 284-285;
and self-fulfilling prophecies, 64; sep-
arations transforming, 159; shift in,
195, 239-247; toward problem solv-
ing, 239, 240-242, 244, 245. See also
specific attitudes

Audiotaping meetings/interactions, 223

Audits: conflict, 4042, 299, 301; culture,
151-152

Authentic voice: finding, 15; responding
with, 65; in search of, 17

Authenticity, 59, 71, 82, 131, 140, 280

Avoidance: continual, of underlying is-
sues, effect of, 131-132; costs of, 82;
creating a culture of, 81; as a defense
against change, 222; differentiating be-
tween, and other responses, 26, 27; of
emotions, 79-80, 83, 84; entire ecosys-
tems based on, 4; label giving permis-
sion for, 202; myths and assumptions
encouraging, 86-87; natural tendency
toward, 30, 32; only choosing, effect
of, 29; reasons for, 27-28; reducing
level of, actions for, 6; rewarding, 2



Awareness: attitude of, practicing, 242;
of emotional experiences and ele-
ments, 87-88, 94; and emotional in-
telligence, 77, 78; increased, xxvi, 6,
18-19; of interconnection, 122, 124,
135; lack of, 132; in leaders, 56; of
paradoxes, 249; of process, 211; using
emotions to expand, 118

B

Backfire, 140

Bakhtin, M., 7

Balance: attitude of, practicing, 242;
continuing to struggle for, 220; in
feedback, 225; regaining, 219

Barriers: addressing, 270-271; identifying,
258,276

BATNA (best alternative to a negotiated
agreement), 268, 272

Behavioral improvement, logic letting us
off the hook from, 202

Behavioral patterns: altering, that hin-
der resolution, 300; from childhood,
213-214

Behaviors: change in, requests for, 108;
separating personalities from, 172,
174; shifting focus to, 199; specifying,
in apologies, 116-117; as triggers, 203.
See also Difficult behaviors

Being: and acting, commitment to change
way of, xxiv—xxv; modes of, shift in,
195

Benefit of the doubt, giving others the, 219

Bennis, W., 244

Biederman, P. W., 244

Binding arbitration, 294, 300, 301

Biological context, 20-22

Blaming: alternative to, 101, 180; and
anger, 105; creating culture of, 114;
and honesty, 141-142; of leaders, vii;
of management, 257; in meetings, 227;
as a power play, 103; reciprocal, 134;
resistance resulting from, 287; as a re-
sponse to aggression, 20, 21; sample
phrases of, 63; shifting focus from, 208

Blind obedience, 257

Blind spots, awareness of, 56

Blindness, internal and external, 182

Body language, 47, 48, 50, 51, 65, 69, 89

Bolman, L. G., 249

Bottom-line positions, 272
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Bottom-up communication, 54

Boundaries: respecting, 48, 219; violating,
110, 136, 192, 193

Brainstorming, use of: to address difficult
behaviors, 211, 212; benefit of, xxxvii;
in consensus decision making, 262,
263; in creative problem solving,
167, 250, 251, 254; to improve meet-
ings, 227, 228; in learning collabora-
tion, 34; to manage anger, 115; in
mediation, 294; before negotiation,
270, 271, 272; during negotiation, 276;
to separate options from choices, 188—
189; to set ground rules, 187

Brett, J., 298

Brown and Root, 296

Bureaucracy: appearance of, 162; in-
fluence of, on communications, 52,
53-55; in strategic planning, 256-257

Bystanders, forcing, to take sides, 113

C

Calmness, attitude of, practicing, 242

Camus, A., 2

Canceled messages, 52

Candor, lack of support for, 222

Caring: apathy or cynicism as, 99; barom-
eter of, 110-111; passion representing,
228

Castaneda, C., 234

Categorizing, sample phrases of, 63

Cease-fires, temporary, 265

Celebration, 255, 279

Center for Dispute Resolution, 305

Centinela Youth Services, 146

Ceremonies and rituals, use of, 310

Challenger disaster, viii—ix

Change: in conflict cultures, making an
effort at, 5-6; as constant, vii; in con-
text of conflict, 17-30; in difficult be-
haviors, strategies for, 210-213; in
emotions, reflecting on, 89; fear of,
232-233; feedback supporting, 225;
forcing, using anger for, 113; indicat-
ing a need for, 32-33; as invisible,
133; in the language of conflict, effect
of, 7; lasting, creating, 153; in philoso-
phy of leadership, ix—x; planning, in-
volvement in, 232; resistance to, 31,
231-233; sources of, 108; in substance
of communications, 161; support for,
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receiving, 212. See also Organizational
change; Process changes

Change process: collaborative, 150-151;
covert resistance to the, 31; difficult
behaviors emerging during the, 231,
232; monitoring the, 153

Character assassination, 200

“Charette” planning process, 248

Checked emotions, 76, 182

Childhood: patterns of behavior from,
213-214; prevalence of conflicts dur-
ing, xix; responses learned in, 30. See
also Families

Choices: actions as, 281; changing, 87;
consciously making, 32; full responsi-
bility for, 146, 147, 148; having, xxxiv,
xxxvi, 7, 8, 105, 108, 217; organiza-
tional factors limiting, 109; separating
options from, 187-190; unending array
of, facing, in day-to-day life, 31

Chronic conflict: defining, xx; formation
of, 297-298; fundamental truths of,
xxi; higher order of problem solving
required for, 256; time spent on, 163

Churchill, W., 284

Clarifying: beginning with, xxxvii, 230;
to determine meaning, 115; and em-
phasizing agreements, 61; the issues,
167; in listening, 68, 115; the obstacles
to problem solving, 252; the problem,
253; in problem solving, 254; of val-
ues, ethics, norms, and standards, 222;
working interactively in, 43

Clarity, 116, 261

Cleansing feeling, 107

Cliché thinking, 254

Cliques, formation of, 113

Closure, xxxviii—xxxix, 219-220, 258,
281, 308-311

Coaching, 211, 212, 273, 286, 300, 301

Coercion, cover for, 263

Collaboration: consensus including, 262;
differentiating between, and other re-
sponses, 26, 27; future, encouraging,
questions for, example of, 169; leader’s
role in, 57; learning, 32-34; linked
with conflict, 265; as more difficult, 30,
32; only choosing, effect of, 30; the op-
portunity of, 30-32; perceiving prob-
lem solving as a process of, 242-244;
potential for, responses based on,
24-25; reasons for, 29, 30; returning

to, 116; success of, communicating,
279; undermining, 113, 114; viewed as
unacceptable, 2; willingness to engage
in, 218

Collaborative change process, 150-151

Collaborative negotiation: alternative
methods of, researching, 273; begin-
ning, steps before, 270-274; benefit
of, xxvii, 163; developing better skills
in, allowing for, 285; during, steps for,
274-277; elements of, 265-266; end-
ing, steps after, 277-279; inviting to
engage in, 6; moving on to, 239; over-
view of, xxxvii, 237; preparing for,
268-269; process of, 269-279; re-
ceiving training in, 279; strategies for,
161-163; style of, versus aggressive ne-
gotiating style, 266-268; systems prior-
itizing, 299; training in, receiving, 272

Collaborative problem solving: encourag-
ing, 185; for handling difficult behav-
iors, 219; moving into, example of,
167; as requisite, 244; shift toward,
240-241; taking responsibility for,
210; transforming defiance into, 31

Collaborative terminology, using, 11-12

Collateral issues, 37

Collateral needs, 290

Collective-bargaining dispute, 294

Collusion, 129

Co-mediation teams, 304

Command-and-control managers, 107

Commitment: to change way of being and
acting, Xxiv—xxv; to communicate,
creating, 57-74; to cultural change,
need for, 149, 150; declaration of, 59;
to finding a resolution, xxxv; genuine,
demonstrating, 59, 288; identifying,
269; to prevention and mediation,
303; to problem solving, 253; problem
solving translating into, 280; requiring
greater, 306; to resolution, importance
of, xxvi; translating, into action, 280;
to values, ethics, norms, and standards,
222

Commitments/promises, making good on,
57,59, 117

Committed action, xxxviii, 155, 255,
279-281

Committed communicator, meaning of, 57

Committed listeners, 4546, 67

Common ground, creating, 6, 34, 184



Commonalities: creating, 173, 270-271;
discovering, 24, 222, 289; focusing
on, 34; listening for, 56; realizing, 135,
158; revealing, 173; separating, from
differences, 176-178

Communication: about confusion over
boundaries, 193; aggression as a means
of, 25; assumptions about, 36; continu-
ing, 279; deep versus superficial, xxxi;
difficulty with, xxi; distortion of, 36,
51-52; effective, 39, 4243, 49, 59-62;
elements of, 48-55; of emotions, 94;
encouraging, xxviii, 6; form of, choos-
ing, based on intention, 60; gender
differences and, 36-37; hesitation in,
250; hidden frameworks for, 49-51;
improving, example of, 39-40; increas-
ing, 185; influence of organizational
structures on, 52, 53-55, 148; infor-
mal, 55; keeping lines open for, 274;
leader’s role in, 55-57; myths and as-
sumptions hindering, 86-87; open
versus superficial, 141; poor, costs of,
38-39; postponed, 82; process of, hid-
den framework of, 50, 51; responses
automatically forming, 27; sparking,
xxxiii; strategic, 37; style of, percep-
tion of, 89; substance of, change in,
161; superficial, xxxi, 139, 140, 141;
tailoring, 52; three steps in, 66-67; as
welcome, conveying, 48

Communication skills: committed to im-
proving, 57, 58-59; critique of, 23; ef-
fective, learning, through mediation,
305; lacking, xxii, xxix, xxx

Communicators: committed, meaning of,
57; as an element in communication, 49

Compensating behaviors, development of,
213-214

Competition: corporate, increasing, vii;
cultures of, attitudes in, 11, 54; for
power and unilateralism, 267; re-
warding, 134, 221, 244; transferring,
to something that matters, 14; unethi-
cal, xi

Completion, reaching for, 219-220, 308

Complexity of problems, 242, 244, 247

Compliance: facade of, 31; securing, 107

Complimenting, 62, 212, 292

Compromise: considering, when consen-
sus fails, 264; differentiating between,
and other responses, 26, 27; natural
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tendency toward, 30, 32; negotiating,
158, 265; only choosing, effect of, 30;
organizational cultures rewarding, 2;
over principles, refusing, 263; reasons
for, 28; rights-based, problem with,
162; willingness to, eliciting, 289

Conceptual shift, 239-247

Concessions, 267

Confessions: accusations as, 98; listening
for, 8

Confidentiality, 39, 210-211, 270, 272,
301, 304

Contflict: actions to approach and engage,
xXxxv—xxxix; center and core of, 119;
continuing, cost of, being reminded of,
292-293; costs of, xx; the dark side of,
xxi—xxiii; defining, 214, 252; distance
in, xxxiv; hidden, surfacing and inves-
tigating sources of, 57; higher order of,
evolution to, 297; as journey, 18, 19,
57, 244, 312; learning how to engage
in, 83, 84; linked with collaboration,
265; location of, xxxiv—xxxv; moving
toward and through, xxxii—xxxiv, 312;
as a negative emotional trigger, 76;
new concept of, x; openly addressing
and fully resolving, 232; as opportu-
nity, xxi, xxiv, xxvi, 18, 57, 195-196,
244, 245, 312; as a positive experience,
recognizing, 32-33; power to unlock,
120; prevalence of, xx; reflecting in-
ternal calls, 282; self-reinforcing spiral
of, example of, 4-5; sources of, xix—xx;
stakes in, determining, 121; surfacing,
57, 210-211; systemic sources of, un-
derstanding, 18-19, 256; transforma-
tive side of, xxiii—xxv; as a warning
light, 297; watershed point in, 238.
See also Chronic conflict; Unresolved
conflict

Conflict audits, conducting, 40-42, 299,
301

Conflict cultures: changing, 5-6; over-
view of, 1-2; understanding, benefit of,
xxvi. See also Organizational cultures;
Popular culture

Conflict management, cost savings of,
296-297

Conflict resolution: approaches to,
xxv—xxvi; critical mass in favor of,
achieving, effect of, 6; and decision
making, 259-264; expression of,
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xxxiii-xxxiv; importance of, 295; as
an intention, xxvi; linear approach to,
problem with, xxv—xxvi; primary goals
in emotional processing and, 182;
strategic approach to, xxv, xxvi—xxviii;
success and failure in, 284-285. See
also specific conflict resolution approaches

Conflict resolution skills, providing, 300

Conflict resolution systems: designing, ben-
efit of, xxvii, 298-303; expanding,
benefit from, 295-296; identifying cul-
tural, traditional, and informal, 299

Conflict styles, awareness of, 56

Conflict system, breaking the, 127

Conflict-avoidant organizations, ix, 2, 6,
131,179, 215, 298

Conflicting messages, 52

Confusion, 100, 192, 193

Consensus: benefit of, 163; blocking, 113,
228; conflict resolution method based
on, 304; encouraging, 6; inability to
reach, steps to address, 263-264; lack
of, recognizing, 262; reaching, 227,
228,243,262, 271, 276, 301, 302-303

Consensus review board, 301

Consensus-based decision making, meth-
ods of, 260-264

Consequences: internal, experiencing, 90;
problem-solving, 246

Constituents, supporting, 277

Consultants, advantages of, 222

Consultation, 260, 261, 300

Content: limiting disagreement to, 230;
separating process from, 183—187

Context: changing the, 17-30; consid-
eration of, in problem solving, 254;
hidden framework of, 49; impact of,
19-22, 23-25; mandates of, conform-
ing to, 109; paying attention to, im-
portance of, 37; perception of, 89;
transformation in, 32; understanding,
benefit of, xxvi

Contradictions, xxvii, 55, 219, 239, 242,
247,248

Contributions: acknowledgment of, 6, 59,
229; posting significant, 230; seeing
dissent as, 233

Control orientation, 244, 245, 246, 2417,
267, 287

Controlling the Costs of Conflict (Slaikeu
and Hasson), 296

Convincing, allowing continued, between
groups, 264

Cooperation, acknowledgment of, 277

Coping mechanisms, difficult behaviors
as, recognizing possibility of, 205-206,
210

Corrections, making, 59, 255

Cost savings, 296-297

Counterattack, 20, 21, 25, 120, 205,
240-241, 298

Counter-rationalizations, 144—145

Courage, xxviii, 128, 129, 138-139, 216,
242

Court-based consent decree, 301

Covert behaviors: encouraging, 148; pub-
licly identifying, 6; tolerating, 222

Covert power, xxxi

Covert release of anger, 110

Covert resistance, 31

Crazy behavior, understanding, 209210

Creative problem solving: benefit of,
xxvii, 163; conceptual preparation for,
239-247; developing better skills in,
allowing for, 285; moving on to, 239;
obstacles to, 249-251; overview of,
237-238; steps in, 252-255; transi-
tions to, emotions as, 182

Creativity, 94-95, 188, 239

Criteria: developing, 254; identifying,
269; separating, from selection,
190-192; unsure of, 250

Criticism: encouraging, 228, 233; listen-
ing to, 45—46; modeling openness to,
211

Cross-functional teams, using, 41, 257

Cross-organizational teams, using, 257

Cubicle-assignment conflict, 164-170, 171

Cultural change, 5-6, 148-153, 220-224

Cultural conflict, prevalence of, xx

Cultural messages, popular, about conflict,
3-5

Cultural values, shared, reaching agree-
ment on, 152

Culture, as invisible, 132

Culture audits, conducting, 151-152

Culture shift, example of, 149-150

Cultures. See specific type

Curiosity, using, xxvi, 129, 218, 242

Cynicism, as caring, 99

D

Dark side, the, xxi—xxiii, 112
De Mello, A., 233-234
Deal, T. E., 249



Death, acceptance of, 248-249

Debate, shift from, 157, 161

Decision makers, primary, using, 264

Decision making: consensus-based, meth-
ods of, 260-264; feeling excluded
from, 257; interest-based, 163

Deep communication, xxxi

Deeper empathetic understanding, search-
ing for, 219

Deeper layers of the iceberg. See Underly-
ing issues

Deeper listening, 73

Deeper truths, searching beneath the sur-
face for, 119

Deeper understanding, conflict leading to,
18-19

Defending, as a response, 20, 21

Defenses, organizational, 221, 298

Defensiveness: avoiding, 115; as egoism,
98; encouraging, 21, 102; and honesty,
141; launch of, 120; preventing, 205;
problem with, 17, 18, 25; reciprocal,
64; shifting from, 25, 240-241

Delegation, 260, 261, 276

Demands, overwhelming, 232

Demeanor, reflecting back, 69

Democratic strategic planning, 256,
257-258, 259

Demonization: power of, xxi—xxii; prob—
lem with, 12-13, 17, 171; stories of,
cultures using, 222

Denial, xxii, xxxi, 79-80, 298

Denying, sample phrases of, 63

Departmental subcultures, separation
into, 221

Desires, as an underlying layer, 122, 125

Diagnosing, sample phrases of, 63

Dialogue: constructive, engaging in, 259;
deepening, questions for, 130-131; de-
veloping better skills in, allowing for,
285; dividing into factions for, 264;
eliciting, 68; encouraging, 171, 300;
engaging in, benefits from, 18, 24, 181;
inviting to engage in, 6; leader’s role
in, 57; obstacle to, passion experienced
as, 228; participating in, 65; paving
the way for, 185; postponed, 82; role-
reversing, creating empathy through,
137-138; setting the stage for, begin-
ning with, xxxv; shift to, 157, 161

Dialogue sessions, 301

Differences: gender, difficulties in com-
munication due to, 36-37; respecting,
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219; separating commonalities from,
176-178

Difficult behaviors: changing, strategies
for, 210-213; discouraging and pre-
venting, use of feedback and evalua-
tion for, 224-226; identifying, as the
problem, 198, 205-206, 210; imagin-
ing a world without, 233-235; learning
from, xxvii, 235; in meetings, respond-
ing to, 226-231; not rewarding, xxvii,
199, 206, 208-210; in organizational
cultures, changing, 220-224; origina-
tion of, in families, 213-215; overview
of, 197-198; reasons for engaging in,
206-208; as resistance to change,
231-233; rewarding, 205, 208, 221,
222; value of, 234; working with,
techniques for, 217-220. See also spe-
cific behaviors

Diffused messages, 52

Diluted messages, 52

Direction: of change, knowing, 232; of
emotions, reflecting on, 88; of problem
solving, moving emotion in the, 92

Disagreement: encouraging, 228; limiting,
to process or content, 230; respecting
and encouraging, 262, 263. See also
Opposing points of view

Discipline, external forms of, reliance on,
221

Discovery: by looking deeper, 119; result
of, 120; steps to, 129-131

Dishonesty, rationalizations for, 142—144

Disinterest, demonstrating, 232

Disney Studios, 12

Dissent. See Disagreement

Distance, in conflict, xxxiv

Distortions: capacity for, 36; and emo-
tional masks, 100; of emotional re-
sponse stages, 91; of emotions, 87,
107; of perception, identifying, 253;
of truths, 182; understanding, and
flow of communication, 53, 54; ways
messages result in, 51-52

Distracting, sample phrases of, 63

Distrust/mistrust, vii, 23, 55, 174, 214, 267

Diverse communications, 55

Diversionary tactics, 97, 107

Diversity, increasing respect for, 212

Dominating behavior, 227

Don Juan chronicles, 234

Double binding, sample phrases of, 63

Double-edged sword, 112
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Drawing people in, 223-224

Dreamworks, Inc., 12

Duration, of emotions, reflecting on, 88

Dysfunctional behaviors: payoffs for, 208;
as survival mechanism, 210; tolerating,
222. See also Difficult behaviors

Dysfunctional cultures and work environ-
ments, 148, 206, 210, 298

E

Eco, U., 197, 248

Effective communication: anomalies of,
49; elements of, identifying, 42-43; for
listeners, 63-67; for speakers, 59-62;
standards for, reaching consensus
on, 39

Effective feedback, elements of, 224-225

Effective leadership, roles of leaders in,
45-46, 55-57

Egoism, defensiveness as, 98

Einstein, A., 237, 244

Elaboration, inviting, 70

Election acrimony, vii

E-mail attacks, 6

Emotional buttons, pushing, 215, 216-217

Emotional compensation, surrendering
search for, 238

Emotional distancing, 106, 172

Emotional experiences: awareness of,
87-88, 94; hypnotic power of, 126~
127; making sense of, 89-90

Emotional expression, 75, 79, 82, 83, 87,
92; expression of, 308

Emotional history, examination of, 85

Emotional hoarding, 81

Emotional intelligence, 77-78, 83, 285

Emotional masks: looking behind, 97—
100, 102-103; taking off, 100-104

Emotional needs, clearly stating, begin-
ning with, xxxvi

Emotional obstacles, identifying, 183

Emotional patterns: and interpretation
of meaning, 90; left over from the past,
213-214, 215; reflecting on, 89; rein-
forced, 84, 85

Emotional processing, transitioning from,
159, 182, 239

Emotional release, importance of, 182,
308

Emotional responses: families forging,

83-85, 95; impact of, 76, 78-80; mov-

ing through, 96; problem solving ideas
influenced by, 238; rise of, 90; stages
of, 89-91

Emotional tone, perception of, 89

Emotional triggers, 76, 89

Emotions and feelings: accumulated, re-
lease of, effect of, 91-92; acknowledg-
ment of, xxvi, 68, 94, 117, 118, 230,
290-291; as adaptations and strategies,
92; commonality of, realizing, 135;
distortions of, 87, 107; elements of,
87-89; explaining, 92; families and,
83-85; fully experiencing, 93, 125;
hidden, revealing, 83, 91, 100-104;
identifying, 125; integration of, xxvi,
xxxvii, 94, 118; as invisible, 132; man-
aging, ways of, 91-97; myths and as-
sumptions about, 86-87; normalizing,
68-69; not being sidetracked by, 241;
overview of, 75-76; power of, xxii, 76;
reflecting back, 69; repressive attitude
toward, 76-77; separating, from nego-
tiation, 181-183; set of ideas, myths,
and assumptions about, accepting, 84;
sharing, nonjudgmentally, 114; that
distort perception, identifying, 253;
turning toward, versus withdrawing
from, 79, 93; as an underlying layer,
122, 125; unexpressed, effect of,
80-83, 182; working through, im-
portance of, 74, 117, 118. See also
specific emotions and feelings

Empathetic feedback, 33, 39, 58, 172,
199, 225

Empathetic listening, importance of,
72-14, 217. See also Active, empa-
thetic, and responsive listening

Empathetic speaking, 60, 139

Empathetic understanding, deeper,
searching for, 219

Empathizing, 69

Empathy: blocking, 113; changing organi-
zational cultures to increase, 148-153;
connection between honesty and,
138-140; creating, through role-re-
versing dialogue, 137-138; and emo-
tional intelligence, 77; encouraging,
6; in feedback, 33, 39, 58, 172, 199;
genuine, 122; journey toward, 17; mis-
interpretation of, xxii; practicing atti-
tude of, 242; reaching better outcomes
with, 167; versus sympathy, 136; and



taking responsibility, 146; using, to
probe the iceberg, 135-137

Employee problem-resolution system,
300-301

Empowerment, increasing, 205

Empty space, as invisible, 132

Encouraging technique, 67-68

Enemy: defining, possible way of, 178;
others as, creating, xxxii, 21, 113, 244;
refusing to become the, 64

Enemy plots, inventing, 197

Energy: anger as, 113; emotional, 99;
reclaiming, 113; sapping, 113, 117;
spending, on keeping emotions in
check, 182

Enigmas, accepting, xxvii, 219, 239, 248

Enron, viii

Equal footing, communicating on, 48

Equal voice, allowing everyone, 262

Equality, creating, of power and rights, 163

Escalation: cycle of, 12, 18, 19, 25; giving
the impression of, 140

Escape hatches, including, 270

Ethics, clarifying and defining shared, 222

Ethnic communities, prevalence of con-
flict in, xx

Evaluations: in the change process, 232;
conducting, to discourage and prevent
difficult behaviors, 225-226; encourag-
ing, 300; follow up, 278; of meetings,
228; of negotiation process, 275; of
results, 255

Excusing, sample phrases of, 63

Executive advisors, assigning, 300-301

Expectations: clarifying, 115; conflicting,
55; discovering and managing, 60;
false, 60, 105, 219, 232, 254, 287, 310;
hidden, as an underlying layer, 122,
126; original, going back to, 290;
unmet, 51; unspoken, 51, 60; words
shaping, 7

Experiences: as invisible, 133; shaping
conflict cultures, 1; shaping emotions,
92; words shaping, 7. See also Emo-
tional experiences

Experiencing emotions, fully, 93

Experts, subject matter, bringing in, 263,
274,294

External blindness, 182

External journey, 17

Eye of the storm, journeying into the,
XXX11—-XXX1V
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F

Facilitation, encouraging, 300, 303

Facilitators: bringing in, 231, 264, 271,
272-213, 276; rotating, 227

Facts, the: listening to determine, 73;
single version of, creating, 274

Factual inconsistencies, 254

Fail-safe devices, including, 270

Failure: avoiding responsibility for, 105—
106; diverting attention from, 107, 111;
of leadership, result of, viii, 231; success
and, in conflict resolution, 284-285

Fair feedback, 226

Fallacies, encountering, in strategic plan-
ning, 258-259

Fall-back positions, 272

False assumptions, 109

False expectations, 60, 105, 219, 232, 254,
287,310

False issues, creating, 267. See also Super-
ficial issues

Families: cultural rules in, influence of, 2;
dysfunctional, using strategies to sur-
vive, 210; and emotions, 83-85, 110;
origination of difficult behaviors in,
213-215; prevalence of conflicts in,
Xix; reenacting rivalries in, 134

Family patterns, subconscious, recogniz-
ing, 95-96

Fascism, rise of, chronicle of the, 128-129

Fear: of being fired, 221; of change, 232—
233; disappearance of, 21; distorted ex-
pression of, 107; of emotions and feel-
ings, 125, 141; forcing bystanders to
take sides, 113; giving up, beginning
with, xxxvi; of honesty, 142; of letting
go, 101; letting go of, 79; overcoming,
way of, 23; problem with, 18, 81; of
rejection, 214; of retaliation, 58, 202;
secret about, 75; of separating from
others, 195; stereotyping resulting
from, 202; of systemic meltdown, 298;
of taking off our masks, 100; of telling
and hearing the truth, 139; using ratio-
nalizations to defend against, 143; of
vulnerability, 82, 97, 128

Feedback: agreeing to give, 216; anony-
mous, 58, 96; appreciation for, express-
ing, 39, 59, 96, 225, 226; in the change
process, 232; constructive, 39, 211,
225; effective, elements of, 224-225;
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as an element in communication, 49;
empathetic, 33, 39, 58, 172, 199, 225;
encouraging, 300; honest, 33, 39, 58,
96,172,199, 211, 215, 223, 225, 226;
identical, hearing, effect of, 212; mod-
eling, 226; in negotiation, 271, 272,
276; outside, 273; permission to give,
223, 225; proactively seeking, 57; dur-
ing problem solving, 254, 255; from
process observers, 229; reciprocal, 39,
223,225, 226; reflective, 56; request-
ing, 23, 59, 96, 145, 286; risky, 58, 226;
shifting focus to giving, 199; specific,
39; in summarizing, 71; supportive,
225; timely, 33, 199, 225

Feelings. See Emotions and feelings

Fight-or-flight response, xxxv, 19, 21, 23

Filters, 36

Final arbitration, 294

Finger-pointing responses, 198-199

Fired, being, fear of, 221

Fired employees, response of, 105-106

Fishbowl discussions, creating, 229

Fisher, R., 161, 191, 268, 273

Flattened hierarchies, transitioning to,
examples of. See Self-managing teams,
transitioning to, efforts at

Flip charts, use of, 230, 271, 294

Follett, M. P, xviii, xxviii

Follow up, 278

Forgiveness: asking for, in apologies, 117;
place of, coming to a, 172; and reach-
ing closure, 308, 309-310; understand-
ing, xxxvii, xxxviii, 6, 113, 310;
viewed as unacceptable, 2

Formal communication, 55

Formal rules, reliance of, 221

Formalization, fallacy of, 258

Frameworks, hidden, 49-51, 52

Friedman, H., 78

Frustration, 200, 226

Fuller, B., 282

Future, the: focusing on, 15, 304; plan-
ning for, energy needed for, sapping of,
113, 117; refocusing on, 275; separat-
ing, from the past, xxxvi, 24, 178-181;
working backward from, in problem
solving, 254

G
Gandhi, M., 64

Gender differences, difficulties in commu-
nication due to, 36-37

General Electric, ix

Generations, emotional patterns passing
through, 84

Genocide, justification for, creating,
200-201

Getting Past No (Ury), 161, 273

Getting to Yes (Fisher and Ury), 161, 191,
268,273

Glaser, M., 118

Global economic environment, turbulent,
vii, xi

Goals: agreeing on, 270; identifying, 232,
258, 268; of interest-based resolution
systems, 299; multiple, having, ob-
stacle of, 249; of problem solving,
246, 255; shared/common, 173, 176,
270-271

Goldberg, S., 298

Golden rule, simple, consistently follow-
ing, 137

Goleman, D., 77-78

Good-faith effort, 275

Gorbachov, M., 64

Gossiping, 21, 55, 81, 107, 110, 163, 179,
200, 273

Greed, xi

Grievances, filing, 286

Ground rules: agreeing on, xxxvii, 39,
104, 173, 184, 185, 186-187, 270; for
future meetings, 229; inadequate or
disregarded, 287; for meetings, setting,
227,228, 231; sample of, 185-186

Guilt, distorted expression of, 107, 197

H

Harvard Business Review, 244

Hasson, R., 296

Hatred, metaphors generating, 13

Health and emotions, 78-79

Hearing: demonstrating, 60-61, 67, 71;
difference between listening and, 44

Hegi, U., 128-129

Help: asking for, 115, 291; cry for, anger
as, 107

Hidden conflict, surfacing and investigat-
ing, 57

Hidden emotions, revealing, 83, 91,
100-104

Hidden expectations, as an underlying
layer, 122, 126

Hidden frameworks, 49-51, 52

Hidden issues/layers of the iceberg. See
Underlying issues



Hidden meaning, searching for, xxvii,
10-17, 66-67, 119, 120, 122

Hidden opportunities, 14

Hierarchical managerial style, 243

Hierarchical organizations: communica-
tions in, 52, 53-55, 110, 148; problem
solving in, 243, 244; strategic planning
in, 256-257

Hierarchical subcultures, separation into,
221

Histories, as invisible, 133. See also Past, the

Holographic cultures, 151

Honesty: agreeing on, 39; avoiding, ratio-
nalizations for, 142-144; beginning
with, 33; changing organizational cul-
tures to increase, 148-153; connection
between empathy and, 138-140; in dia-
logue, 65, 285; as difficult, 140-142; en-
couraging, 6; fear of, 142; in feedback,
33,39, 58,96, 172,199, 211, 215, 223,
225; giving the appearance of, 141;
having the courage for, 138-139; in-
creasing, 131; of leaders, 56; listening
with, 286; misinterpretation of, xxii;
need for, 128; rationalizations for, 144—
145; reaching better outcomes with,
167; responding with, to difficult be-
haviors, 217; in self-assessment, 279; in
speaking about emotional buttons, 216;
taking a risk with, 129; and taking re-
sponsibility, 146; using empathy and,
to probe the iceberg, 135-137; valuing,
over power and bureaucracy, x; viewed
as unacceptable, 2; and vulnerability,
offering, 229

Hostility: in feedback, 226; reciprocal, 64,
171-172; willingness to observe and re-
lease, 219. See also Aggression; Anger

Hui-Wu, xxiv

Human beings: becoming better, 313;
listening as, 44; multiple interests as,
sharing, 177; recognizing opponents
as, 172, 308, 309

Humanity, new concept of, ix

Humanization, 171, 172, 173

Humiliation, 107, 287

Humility, 116

Humor, sense of, holding onto, 219

Hypnotic power, 3, 23, 126-127

1

“I” statements, using, 60, 92, 94, 101-102,
114, 223, 225
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Iceberg, the: of conflict, 121-126; image
of, 119; knowledge of, applying, 126~
128; probing, using empathy and hon-
esty for, 135-137. See also Superficial
issues; Underlying issues

Ideas: drawing out, 60; as invisible, 132;
opposing, holding two, at the same
time, 135; playing with, 187; precon-
ceived, letting go of, 66

Ideas, generating, method of. See Brain-
storming, use of

Identity confusions, 192, 193

Ignoring underlying issues, effect of,
131-132

Illness and emotions, 78, 79

[1lusion, 36, 160

Imagination, opening up possibilities
through, 188, 231, 239

Immutability, fallacy of, 259

Impasse: effort to overcome, 115-116;
locked in, elements keeping people,
76, 117-118, 127-128; meaning
of, 285; overcoming, techniques for,
288-295; shifting from, to resolution
and transformation, strategies for,
xxv—xxviii; truth of, xxi; working to
resolve, 276

Implementation: consistent, of new
cultural behaviors, 153; successful,
requirement for, 280

Impromptu brainstorming, 188, 189

Improvement: continually working to-
ward, 259; identifying areas for, 269;
organizational, path to, 297; promot-
ing, 225; request for, apologies as, 115;
seeing problems as opportunities for,
xxxviii, 244, 245; in the workplace,
need for, point out, 106

Inaction: based on emotional response,
90; taking responsibility for, 145-148

Inclusion, 224, 229, 239, 262

Indifference, 106, 111

Indirect anger, 111

Individualism, rewarding, 221, 244

Infeld, L., 237

Informal problem solving. See Problem
solving

Information: available, unsure of, 249;
gathering, 253, 254

Initial positions, 272

Inner peace, being denied, 182

Inner truth, listening to, xxiv, 127

Innocent victim, appearing as the, 21
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Insecurity, 298

Insiders: disadvantage of, 222; significant
impact of, potential for, 223

Insults: closely listening to, 8, 9; as denial,
98

Integration of emotions, xxvi, xxxvii, 94,
118

Integrity: acting with, 18, 33-34, 128; of
commitments, 59; degree of, measur-
ing, 280; judgment of, passion experi-
enced as, 228; of leaders, 57; perfect,
striving for, 219; reflection of, 45; re-
quiring and reinforcing, 281; speaking
with, 33-34

Intensification, of emotional response, 90

Intensity, of emotions, reflecting on, 88

Intention: affirming, 270; choosing form
of communication based on, 60; in
clarifying, 68; distortions and, 52; in-
dication of, 59; influence on, 238; as
invisible, 133; listening as a matter
of, 44; perception of, 89; right, im-
portance of, 269; translating, into
action, 57

Interconnection, awareness of, 122, 124,
135

Interests: acknowledgment of, 223; de-
cision making based on, 261; iden-
tifying, 157, 166, 268, 271, 289;
legitimacy of, 64; negotiation based
on, 265; resolving disputes based on,
162-163, 299-300, 303; satisfying
everyone’s, xxxvii, 30, 33, 157, 167,
170, 208, 254-255, 265; separating
positions from, xxv, XXxvi—xxxvii,
61, 161-171; shared/common, 24, 34,
56, 135, 158, 177, 289; shifting focus
to, 157; supporting or agreeing with,
230; as an underlying layer, 122, 125;
understanding, taking time for, 269

Interference, 52

Interfering, sample phrases of, 62

Interim ground rules, 187

Interim results, evaluating, 255

Internal blindness, 182

Internal consequences, experiencing, 90

Internal quest, 17

International conflicts/wars, vii, 128, 184,
311,312

International negotiations, importance of
process in, 184

Interpretations: contradictory, 55; differ-
ences in, based on gender, 36-37; im-

portance of, 59; multiple, hidden
frameworks leading to, 50-51

Intimacy: negative, creating, 106; sources
of, 94-95

Introspection, creating, 24

Invisibles, discovering, 131-135

Invitations: criticisms as, 46; for dialogue, 6

Inviting it in, as a response, 24

Iraq war, vii

Irony, sense of, holding onto, 219

Irrelevant behavior, 103

Isolation, 65-66, 221, 223, 244

Issues: breaking down, into pieces, 263,
288; clarifying, 167; collateral, 37; cre-
ating distinctions between, 159-160;
false, creating, 267; identifying, 125,
268, 271; lumping, 159; neutral post-
ing of, 230; ongoing, identifying and
addressing, 278-279; priority, clear
about, 267; separating out, over
which there is no consensus, 263, 289;
shared/common, 135; social and orga-
nizational, recognition of, beginning
with, xxxviii; superficial, 119, 120-
121,125,127, 131. See also Underly-

ing issues; Unresolved issues

J

James, W., 313

Japanese management techniques,
244-245

Joint problem solving. See Collaborative
problem solving

Journey metaphors, 15-17

Journeys: creating, 23-25; failing to notice
the, 19-22; seeing conflicts as, 18, 19,
57,244,312

Judging, sample phrases of, 63

Judgments: basing, on terms of loyalty,
207; feedback without, 225; giving up
all, 135; letting go of, xxxvii—xxxviii,
33-34, 66, 114; listening without, 130;
passion experienced as, 228; possible
reason for, 106; willingness to observe
and release, 219

Jung, C., 282

Justification, 111, 200-201, 202-203

K

Katzenberg, J., 12
Kindness, wanting, more than honesty,
141



King Henry VI (Shakespeare), 155
King, M. L., Jr., 64

L

Labeling, 22, 63, 171, 199, 201, 202

Laing, R. D., 210

Lamont, A., 310

Language: and context, 19; of listeners,
37; reassessing, 11; shifting, 14, 15;
understanding, 7-10

Law, the, relying on, 163

Lay, K., viii

Leadership: changes in philosophy of,
ix—x; effective, ix, x—xi, 4546, 55-57,
232; failure in, result of, viii, 231; as
requisite, xxviii; unethical, publicly
identifying, 6

Leadership style, 56

Learning: being cheated out of opportu-
nities for, xxxviii, 139, 233-234; from
difficult behaviors, focusing on, xxvii,
235; feedback supporting, 225; how to
collaborate, 32-34; pathways to, open-
ing, 172; sources of, 94, 108; stage of,
90; willingness for, xxxv

Learning orientation, 239, 244, 245, 246,
247,267, 285

Legal responsibility, 145

Legitimacy, 64, 277

Lenses, different, seeing through, 180

Letting go, xxxviii, 66, 93, 94, 101,
112-114, 179, 238-239, 241, 291

Lies, view of, 141

Lincoln, A., 269, 283

Listeners: asking questions of, 61; commit-
ted, 45—46, 67; effective communica-
tion for, 63-67; gaining understanding
of speakers, 8-9; interpretation of, 59;
language of, 37; putting, at ease, 60;
relationship between speakers and,
hidden framework of, 50, 51; response
as, to interference, 52; responsibility
of, 43; uncommitted, 72

Listening: careful, beginning with, xxxvi;
clearing the decks for, 42-48; closely,
to insults, 8; complimenting other per-
son for, 62; difference between hearing
and, 44; empathetic, importance of,
72-74, 217; giving the appearance
of, 72; with heart, 72-73, 74; indirect
request for, 285; lack of, 38-39, 286,
287; leader’s role in, 45-46, 55-57;
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more inclination for, 19; to opponents
as teachers, 18; overview of, 35-37,;
power of, 35; preparing for, 66; for re-
quests, 8, 9; requisite for, xxxv—xxxvi;
with respect, 285, 286, 308; separating
people from problems to allow for, 172;
setting the stage for, 46—48; starting
speaking with, 60; taking time for,
269; transitioning from, 159; ways
of, 44—46; to words and their hidden
meanings, importance of, 10; to your
inner truth, xxiv, 127. See also Active,
empathetic, and responsive listening

Listening skills, developing better, allow-
ing for, 285

Listening teams, creating, 229

Litigation, xxxvii, 283, 294, 296, 304,
311,312

Living fully, 248-249

Location: of conflict, xxxiv—xxxv; of
emotions, reflecting on, 88; journey
to anew, 16

Logic in stereotyping, 202

Logical aspects, shifting to, 238, 239

Logical behavior, paradox involving, 104

Long-term focus, requiring, 116

Long-term strategy, crafting, 152

Loopbacks, 300

Lose-lose compromise, 265

Losing and winning. See Win-lose outcomes

Loss, change resulting in, fear of, 232-233

Love, distorted expression of, 107

Loyalty, judgments based on terms of, 207

M

Maccoby, M., 244-245

Magnified messages, 54

Majority rule, voting by, 260, 261, 264

Malice, rationalizing, 201

Managerial style, 243

Managers, true role of, 243

Managing by walking around, 56

Mandela, N., 64

Manipulating, 202

Manipulating, sample phrases of, 63

Mann, T, 99

Markham, E., 224

Masks, emotional: looking behind, 97—
100, 102-103; taking off, 100-104

Meaning: asking questions to clarify,
115; distortion of, capacity for, 36; of
emotions, reflecting on, 88; hidden,
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searching for, xxvii, 10-17, 66-67,
119, 120, 122; interpretation or at-
tribution of, 89-90; symbolic, as in-
visible, 133

Mediation: benefit of, 163; commitment
to, 303; describing, 303-305; encour-
aging, 57, 294; process of, involving
juvenile offenders and their victims,
146; sidebar, 303; systems prioritizing,
299, 301, 302; understanding, 285; and
why it works, 305-307

Mediators: advantages of, 222; bringing
in, xxvii, 24, 115, 231, 264, 272-2173,
276, 294, 303-304; considering using,
283; locating, 305; peer, using, 301;
qualities of, 304, 305

Medium, as an element in communica-
tion, 49

Meeting environment, 274

Meetings: audiotaping or videotaping,
223; difficult behaviors in, responding
to, 226-231; informal, holding, 272;
insiders speaking up in, 223; keeping
minutes of, 275; scheduling regular, for
problem solving, 279

Memories, stimulation of, 89

Messages: altered, 52; contradictory, 55;
as an element in communication, 49;
formal versus informal, 55; hidden, 17,
97-100, 145; importance of, change
in, 54; mixed, sending, 100, 101; top-
down, standing behind, higher value
placed on, 55; unspoken, 91. See also
Communication

Metaphor, iceberg. See Iceberg, the

Metaphors: and context, 19; hidden
framework of, 50, 51; of journey,
15-17; and the meaning of conflict,
10-17; of opportunity, 13—15; over-
view of, 6; reflecting back, 69; refram-
ing, 17; of war, 11-13, 14, 15

Micromanaging behavior, 251

Midcourse corrections, making, 255

Minigenocides, rationalizing, 201

Minimized messages, 54

Mintzberg, H., 221, 258

Minutes, keeping, 275

Mirroring, 69

“Misbehaving children,” 206

Miscommunication: assessing costs of,
40-42; awareness of, 56; ecosystems
based on, 4; lack of responsibility for,

xxii; minor, leading to serious misun-
derstandings, 57-58; prevalence of,
35-36; resisting acknowledgment of,
xxii; words and phrases for, 62-63
Misplaced concreteness, fallacy of, 259
Mission, identifying, 258
Mistrust/distrust, vii, 55
Mixed messages, sending, 100, 101
Modeling, 55-57, 83, 95, 211, 219, 226,
229
Monitoring emotions, 94
Motivations, 77, 171. See also Intention
Motives, responding directly to, 229
Motorola Corporation, 296
Multiple conflicts, experiencing, xix—xx
Multiple goals, having, obstacle of, 249
Multiple possibilities, seeing, 14
Murder, justification for, creating, 200

Myths, 84, 86-87, 254

N

National Cash Register Corporation, 296

Native American cultures, 234

Needs: for acceptance and approval, 85;
acknowledgment of, 223; asking about,
in apologies, 117; collateral, discover-
ing, 290; hearing, demonstrating, 60;
identifying, for satisfaction with out-
comes, 269; interfering with honesty,
141; legitimacy of, 64; as an underly-
ing layer, 122, 125; unmet, xxvii,
213-214, 285

Negative communication behaviors,
eliminating, 57

Negative emotional triggers, 76

Negative feelings, release of, 107, 241

Negative intimacy, 106

Negative responses, 2022

Negative words, using positive words
versus, 9-10, 14

Negotiation: aggressive, 265, 266-268;
of agreements, 117, 158; continuing,
278-279; extending, 277; focusing on,
transitioning to, 159; of ground rules,
229; importance of, 266; international,
importance of process in, 184; leader’s
role in, 57; loopbacks to, 300; as means
of securing quantities and qualities,
266-267; opening up, 276; past experi-
ences with, discussing, 271-272; rea-
sons for, 28, 264-265; separating



emotions from, 181-183. See also Col-
laborative negotiation

Neighborhood conflicts, xix, xx, 2

Neutral and omnipartial mediators, 304

Neutral environment, moving into a,
xxxv, 274

Neutral posting, of issues, 230

Neutralization, of emotional response, 90

“New Age” manipulation, 72

New cultural behaviors, consistently im-
plementing and practicing, 153

New paradigm, emergence of. See Para-
digm shift

Nietzsche, E W., xxxiv

Normalizing, 68-69, 68-69

Norms, clarifying and defining shared, 222

Notification, 260, 261

Nullified messages, 54

o

Obedience, blind, 257

Objections, anticipating and addressing, 61

Objective criteria, use of, 191

Objective focus, 26

Observing emotions, 94

Oe, Kenzaburo, 82

Offensive behaviors, specifying, in apolo-
gies, 116-117

Office environment: alternative arrange-
ments of the, 47-48; moving out of
the, xxxv; typical arrangement of the,
46-47

Omnipartial mediators, 304

One-sided assumptions, 109

Ongoing connection, form of, 112

Ongoing issues, identifying and address-
ing, 278-279

On-the-job coaches, use of, 212

Open communication, 141

Open dialogue, 65

Open minds and open hearts, keeping, 219

Open-ended questions, asking, 45, 70,
129, 207

Openness: attitude of, practicing, xxvi,
242; element of, adding, 272; encour-
aging, 68; modeling, 211, 219; need
for, 128; reflection of, 45; viewed as
unacceptable, 2

Opportunities: clarifying, 32-33; of col-
laboration, 30-32; creating, 23-25;
failing to notice, 19-22; hidden, 14;
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as invisible, 133; for learning, being
cheated out of, xxxviii, 139, 233-234,
235; loss of, in surrender, xxxviii; the
opportunity of, 19; of paradoxes, xxvii;
seeing conflicts as, xxi, xxiv, xxvi, 18,
57, 195-196, 244, 245, 312; viewing
resistance as, 233

Opportunity cost, 297

Opportunity metaphors, 13—15

Opposing ideas, holding two, at the same
time, 135

Opposing points of view: acknowledging,
290-291; posting significant, 230. See
also Disagreement

Opposites, unity of, 234

Opposition: principled, allure of, xxxii; as
secret attraction, 99-100

Optimism, attitude of, practicing, 242

Options: available, 87; exploring, without
bias, xxv; identifying, 269; multiple,
consideration of, 164; reassessing, 283;
researching, 294; separating, from
choices, 187-190

Options, generating, method of. See
Brainstorming, use of

Ordering, sample phrases of, 62

Organizational change: defenses against,
221-222, 298; to end difficult behav-
iors, 220-224; to increase empathy
and honesty, 148-153

Organizational costs, xx, 295-298

Organizational cultures: anger influ-
encing, 114; and collaboration, 30;
deeper understanding of, conflict
leading to, 18-19; definition of, 221;
difficult behaviors in, changing,
220-224; emotional intelligence in,
83; at Enron, viii; hidden framework
of, 49; hierarchical, 54, 55, 148, 243,
244; identifying elements needing
change in, 250; improving, 5-6; in-
creasing empathy and honesty in, x,
148-153; influence of, on responses, 2,
134, 222; leader’s role in building, 57;
mandates of, conforming to, 109;
myths and assumptions influencing,
86; reorienting, 6; repressive attitude
toward emotions in, 76—77; risk of
creating, that keep people in impasse,
140; successful, 265; unspoken mes-
sages in, and distortions of emotional
response stages, 91
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Organizational improvement, path to, 297

Organizational issues, recognition of,
xxxviii, 298

Organizational redesign, 153, 283, 285

Organizational stability, threats to, re-
sponse of leaders to, 56

Organizational systems, cracks in, 297, 298

Organizing Genius: The Secrets of Creative
Collaboration (Bennis and Biederman),
244

Original expectations, going back to, 290

Origination, of emotions, reflecting on, 88

Others: as enemy, creating, xxxii, 21, 113,
244; separating self from, 192194

Outcome improvement, using anger to
obtain, 106-107

Outcomes: identifying, 232; satisfaction
with, identifying needs for, 269; types
of, 11,57, 162, 164, 239, 243, 261, 265

Outsiders, advantage of, 222

Ownership: of anger, 114; of change, need
for, 150; of emotions, 118; group, sense
of, creating, 230; increasing, 260, 262;
signifying, 280

P

Pacifism, viewed as unacceptable, 3

Pain: distorted expression of, 107; stereo-
typing resulting from, 202

Paradigm shift, xxxiii, 32-33, 297

Paradox: accepting, 219, 239, 242, 247,
248; of aggression, xxxiii, 21; of anger,
104, 106, 112, 113; awareness of, 249;
of closure, 308; opportunity of, xxvii;
of separations, 172, 177; of sympathy,
136

Paradoxical problem solving, 247-249

Paralysis, feeling of, 195

Participatory mode, shift to, 195

Passing it through, as a response, 24

Passion, expression of, understanding, 228

Passivity: as aggression, 6, 99; conditioned,
221

Past, the: completing, 291; costs of hold-
ing onto, 178-179, 181; emotional
patterns left over from, 213-214, 215;
focusing on, 15, 117; as invisible, 133;
negotiation experiences from, dis-
cussing, 271-272; putting an end to,
273; separating the future from, xxxvi,
24, 178-181; unresolved issues from,
96,122,126, 213, 214

Payoffs, for dysfunctional behavior, 208

Peace, xviii, xxxii, 3, 182

Peer mediators, 301

Peer-based feedback, 225

People: concern for, 25, 26, 27; difficult,
identifying, as the problem, 198-199,
200-202; focusing on, problem with,
197-198; separating, from problem:s,
xxv, xxxvi, 23, 115, 171-174; shifting
focus from, 205, 208, 210

Perceived aggression, typical response to,
20-22

Perceived prejudgments, 287

Perceptions: accuracy of, asking questions
to discover, 114; altering, of oppo-
nents, effect of, 19; different, of events,
180; of emotional tone or intent, 89;
identifying elements distorting, 253;
resulting in resistance, 287, 291;
shared/common, 135; sharing, non-
judgmentally, 114

Permission: to ask questions, 130; to give
feedback, 223, 225; to reveal hidden
emotions and feelings, 83, 91

Perpetrator, the, converting to, 113

Personal investment, in conflict, xxiv

Personalities: borderline, 209; difficult,
identifying, as the problem, 198-199,
202-205; focusing on, problem with,
197-198; separating, from behaviors,
172, 174; shifting focus from, 205, 208;
as an underlying layer, 122, 125

Personalization fallacy, 258

Personalizing, 63, 171

Peters, T., 56

Petty tyrants, value of, 234

Physical environment, xxxv, 4648, 49,
274

Physical health, and emotions, 78-79

Pilot projects, use of, 255

Placating, 102-103

Playfulness, 219, 242

Points of agreement, periodically recog-
nizing and complimenting on, 292

Points of view, opposing: acknowledging,
290-291; posting, 230; responding to,
67

Polarities, 247, 248, 282

Polarization, 261

Policies, formal, reliance on, 221

Politeness, meaningless, 140, 265

Poor communication, costs of, 38—39

Popular culture, xx, 3-5, 30



Positions: developing, 272; formulating,
156; letting go of, beginning with, 33;
locked in, example of, 158-159; nego-
tiation based on, 265; separating, from
interests, xxv, Xxxvi—xxxvii, 61,
161-171; shifting focus from, 157

Positive emotional triggers, 76

Positive experience, recognizing conflict
as, 32-33

Positive responses, 23-25

Positive results, of errors, recognizing, in
apologies, 117

Positive words, using, versus negative
words, 9-10, 14

Possibilities: attitude of being open to,
xxvi; seeing multiple, 14; unaware of,
250

Postponement, 82

Power: abuse of, 162; of conflict, xxi—xxii;
in control orientation, 245; covert,
xxxi; of emotions, xxii; equality of,
163; and expressing anger, 111; gain-
ing, 24; hypnotic, 3, 23, 126-127;
increasing, 21, 217; inequalities and
imbalances of, 53; limitations on exer-
cising, 163; of listening, 35; new con-
cept of, ix; perceived difference in, 51;
of problem solving, 281-282; resolving
disputes based on, 162, 163, 299, 300;
secret transformative, xxiii—xxv; sit-
ting arrangement signifying, 47;
speaking truth to, viii, x; staying, of
organizational cultures, 221; of strong
emotions, xxii, 76; struggle for, 267;
of underlying issues, 120

Power plays, 102-104

Powerlessness, 17, 18, 87, 111, 162, 200,
202, 226. See also Weakness

Practical aspects, shifting to, 238, 239

Preaching, sample phrases of, 62

Preconceived ideas, roles, and agendas:
avoiding, 218; letting go of, 66

Prediction, fallacy of, 258

Prejudgment, perceived, 287. See also
Judgments

Prejudices, xx, 6, 201-202

Pre-meeting discussions, 228, 229

Preparatory mode, shift from, 195

Present, the: drawing the past into, 181;
focusing on, 15, 180, 181; living in,
energy needed for, sapping of, 113,
117; working backward to, in problem
solving, 254
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Prevention, commitment to, 303

Primary decision makers, using, 264

Principled opposition, allure of, xxxii

Priorities, common, identifying, 289

Priority issues, clear about, 267

Prioritizing problems, 253

Privacy, consideration of, 215

Private agendas, 66, 72, 218, 264, 289

Private defiance, public compliance and,
31,99

Problem children, handling, example of,
223-224

Problem solving: approaches to, 246; atti-
tude toward, 239, 240-242, 244, 245;
beginning with informal, xxxvii, 300;
continuing, 278, 279; creating a strat-
egy for, first step in, 155; focusing on,
115; higher order of, chronic conflict
requiring, 256; lack of focus on, 204;
loopbacks to, 300; moving in the di-
rection of, 92, 94, 108, 118, 252; nego-
tiating in the spirit of, 275; orientation
toward, shifting, 244—247; paradoxical,
247-249; perceiving, as a collaborative
process, 242-244; postponed, 82; pre-
mature, 238; relying heavily on, 302;
research on, 175; returning to, 116,
293; searching for new ways of, 188;
shifting focus to, 208; strategies for,
identifying, 258; systems prioritizing,
299; transformational power of, 281—
282; transitioning to, focusing on, 159;
translating, into commitment, 280; as
a watershed point, 238; on ways to im-
prove behaviors, 212. See also Collabo-
rative problem solving; Creative
problem solving

Problems: accepting, 242, 249; admitting
and deciding to solve, 252-253; ana-
lyzing, 175-176, 253-254; asking op-
ponents to identify, 250; being able to
focus on, 241; broadening definition
of, 250; categorizing, 253; clarifying,
252; comparing, 254; complexity
of, 242, 244, 247; defining, ways of,
198-206, 253; fallacies about, 259;
formulation of, 237; making room for
higher, 282; observing, 250; prioritiz-
ing, 253; pushing, under the rug, 168;
redefining, 245, 253; reflecting inter-
nal calls, 282; remembering, 278;
separating, from solutions, 174-176;
separating people from, xxv, xxxvi, 23,



334 INDEX

115, 171-174, 253; shifting focus from,
239; short-term, focusing on, problem
with, 257; sources of, searching for,
254; unsure about identifying, 249;
vague or competing definition of, 249;
wishful prevention of, indicating, in
apologies, 117; wrong, selecting, exam-
ple of, 250-251

Procedural agreements, 185, 227

Process: focusing on, 15; as invisible, 132;
limiting disagreement to, 230; openly
addressing the, 239; perception of,
resistance resulting from, 287; right,
importance of, 269; separating, from
content, 183-187; stopping the, 275,
291, 293; unsure of the, 250

Process agreements: advantages of,
184-185; sample of, 185-186

Process awareness, use of, 211

Process changes, 275-276, 291-292, 300

Process improvement, 270, 276, 277

Process interventions, 276

Process observers, having, 223, 229, 271,
276

Process structure, 287

Productivity, lack of, 163

Professional subcultures, separation into,
221

Promises/commitments, making good on,
57,59, 117

Prying, 59, 63, 68

Public compliance and private defiance,
31,99

Public forums, holding, 273

Punishment, focusing on, versus problem
solving, 204, 239

Pyramid chart, 53

Q

Quality, of emotions, reflecting on, 88

Quantities and qualities, securing, negoti-
ating as means of, 266-267

Questions: asking, of the listener, 61; con-
tinuing to pursue, 168, 169, 293-294;
honest, empathetic, 206; less value
placed on, 55; open-ended, 45, 70,
129, 206-207; powerful, 129; reaching
out with, 65

R

Rabbi story, 233
Racism, xx, 287-288, 301

Rage, withdrawal as, 82, 98-99

Rationalizations: for acting against others,
201; for apathy and cynicism, 257; for
being honest, 144-145; for dishonesty,
142-144; for doing nothing, 203; orga-
nizational, 298

Reactiveness, conditioned, 221

Reality testing, 269

Receivers, as an element in communica-
tion, 49

Recidivism rate, 146

Reciprocal feedback, 39, 223, 225, 226

Reciprocal hostility, 64, 171-172

Reconciliation, place of, coming to a, 172

Recorders, use of, 227, 271, 275, 276

Redesigning organizations, 153, 283, 285

Reductionism, fallacy of, 258

Reflection, 90, 264

Reflective back talk, x—xi

Reflective feedback, 56

Refocusing, 91

Refracted messages, 52

Reframing, 17, 24, 70, 93, 230

Reframing Organizations (Bolman and
Deal), 249

Refusing to budge, as a response, 20, 21

Regrets, 116, 117. See also Apologizing

Regulation negotiation process, 302

Reinterpretation, 90

Reinventing government, response to,
198-199

Rejection: fear of, 214; withdrawal as, 172

Relational skill, 77

Relationship: defining conflict as a, 214;
between speakers and listeners, frame-
work of, 50, 51

Relationships: adversarial and superficial,
54; common goals for, 173, 176, 270
271; impact of solutions on, identify-
ing, 269; influence of, xix, 2; as invisi-
ble, 132; as living things, 225; move
toward better, 17; with opponents, en-
couraging exploration of, 16; power in,
increasing, 217; surrounding problem:s,
consideration of, 254; team, under-
mining, 114; testing, using anger for,
110-111; of trust, developing, 56-57,
272,219

Relaxing, 79, 93, 242, 311, 312

Reports, majority and minority, 264

Repressed emotions and feelings: problem
with, 76, 182; reasons for, 141; risk of
opening a floodgate of, 79



Repression, of emotional response, 90

Repressive cultures, qualities of, 148

Reputations, undermining, 110

Requests: to be listened to, resistance as,
xxvii, xxxv, 285; communicating, 108;
hearing, 23; for improvement, apolo-
gies as, 115; listening for, 8, 9; specifi-
cally stating, 94

Reset buttons, including, 270

Resistance: to change, 31, 231-233;
covert, 31; to emotions, reflecting on,
88, 125; exploring, xxv, xxvii, 283,
285; to listening, 64; problem of, viii,
xxii—xxiii; reasons for, 285—288; reduc-
ing, techniques for, 288-295; stiffen-
ing, 102; time spent on, 163

Resolution: alternative procedures for
reaching, expanding, 300; favoring set-
tlement over, 82; focusing on, 33; giv-
ing up trying for, 203; leading to, xxvi;
pathways to, opening, 172; as a posi-
tive emotional trigger, 76; seeking,
movement in, Xxxii—xxxiv; suppres-
sion and settlement versus, xxxi—xxxii,
139-140; and transformation, shifting
from impasse to, strategies for, xxv—
xxviii; truth of, xxi. See also Conflict
resolution

Resources: for conflict resolution proce-
dures, providing, 300; conflicts over,
xx; consuming greater, 268; lack of, for
problem solving, 250

Respect: for boundaries and differences,
showing, 219; for diversity, increasing,
212; in empathy, 136; ground rules re-
flecting, 228; increasing, 205; lack of,
addressing, 204; listening with, 71,
285, 286, 308; perceived lack of, 287;
responding with, 67, 71; speaking
with, 60; unconditional, showing,
219

Responding listening technique, 71

Response strategies. See Accommodation;
Aggression; Avoidance; Collabora-
tion; Compromise

Responses: alternative, 25-30; choosing
to change, 87; and context, 19; cul-
tural rules influencing, 2; and emo-
tional intelligence, 78; examination
of, 85; negative, 20-22; positive,
23-25; shifting focus to, and alterna-
tive skills to use, 199. See also specific
responses
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Responsibility: absolving, label allow-
ing for, 202; for being fired, issue of,
106; for choices, 281; declaration of,
115; demonstrating, 192-193, 194; for
difficult behaviors, 217; for efficient
meetings, 227; encouraging, 102; high-
est, expression of, xxxii; increasing,
205; lacking in, xxii; less willing to
take, 141; locus of, shifting the, 174;
mutual, 245; passing off, 279; for satis-
fying mutual interests, 30; sharing, 33,
131, 141, 212; of speakers, 37; taking,
15, 56,57, 114, 116, 145-148, 199—
200, 217, 218, 219; ultimate, for re-
actions, 105

Responsive listening. See Active, empa-
thetic, and responsive listening

Responsive speaking, 60

Restating issues, positively, 61

Restitution, fair, providing and seeking,
146

“Restroom revelations,” 289

Results: concern for, 26, 27; evaluation
of, 255

Retaliation: fear of, 58, 202; likelihood
of, 268; problem with, 13; prohibiting,
agreeing on, 39

Retreats, use of, 39

Revenge: problem with, 181; rationaliz-
ing, 201

Reverse role-play, 138, 230

Review boards, 301

Riddles, accepting, 219, 239, 248

Right, being, giving up, 179, 180

Rights: decision making based on, 261;
equality of, 163; resolving disputes
based on, 162, 163, 299, 300

Rilke, R. M., 1

Risk: element of, in cultural change,

149; of failure, allowing, 285; greater,
of not being honest, 140; high, associ-
ated with honesty, 139; leader facing,
example of, viii; less, and more power,
appearance of, 141; protecting our-
selves from, 143; willingness to accept,
129, 280, 303

Risky feedback, 58, 226

Rituals and ceremonies, use of, 310

Role ambiguity, 250

Role, listening within a, 73

Role-playing, 136, 137-138, 230, 272

Roles: of leaders, ix, x—xi, 45-46, 55-57,

232; of managers, 243; preconceived,
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letting go of, 66; special tasks or, as-
signing, 224, 229

Rolling over, as a response, 20

Round robin method, 188, 189, 227, 228,
271,274

Rucker, R., 50-51

Rules: cultural, influence of, 2; formal, re-
liance on, 221

Rumors, 55, 81, 107, 163, 179, 273

Running away, as a response, 20, 21

Rushdie, S., 75

S

Sabotage, 110, 114, 231, 257, 262

Sadness, as a diversionary tactic, 97

Sanctions, agreeing on, 231

Satir, V., 102-103, 105

Satisfaction, with outcomes, identifying
needs for, 269

Saving face, allowing opportunities for,
275

School conflicts, xix, 2

Secret attraction, opposition as, 99-100

Secret ballot method, 188, 189

Secret transformative power, xxiii—xxv

Secrets, having, 141, 148

Seduction, xxii, xxiii

Selection, separating criteria from,
190-192

Self: definition of, automatically altering,
19; focusing on, 129; separating, from
others, 192-194

Self-anger, 96, 104, 105, 111-112, 113

Self-assessments, 211, 225, 226, 279

Self-awareness, 77

Self-correction, in the change process,
232

Self-defense, responding with. See
Defensiveness

Self-doubt, 141

Self-esteem: further reducing, 141; low,
projection of, 105; as an underlying
layer, 122, 125; undermining, 102

Self-fulfilling prophecies, 64, 84, 172

Self-honesty, 141

Self-image, augmenting, as victim, 202

Self-improvement, focusing attention on,
217-218,220

Self-interests, clearly stating, beginning
with, xxxvi

Selfishness, rewarding, 221

Self-managing teams, transitioning to,
efforts at, 54-55, 100-101, 157158,
242-243, 302

Self-perceptions, as an underlying layer,
122,125

Self-protection, need for, 141, 142, 143

Self-regulation, 77

Self-righteousness, 111

Sensitivity, 8

Separate truths, shifting from, to multiple
truths, 156-159

Separating: out issues over which there
is no consensus, 263; planning and
doing, fallacy of, 258; problems or
issues into pieces, 254, 263; into sub-
cultures, 221

Separation: of commonalities from dif-
ferences, 176—-178; of criteria from
selection, 190-192; of emotion from
negotiation, 181-183; of the future
from the past, xxxvi, 24, 178-181;
of options from choices, 187-190; of
people from problems, xxxvi, 23, 115,
171-174; of personalities from behav-
iors, 172, 174; of positions from inter-
ests, xxxvi—xxxvii, 61, 161-171; of
problems from solutions, 174-176;
of process from content, 183-187; of
self from others, 192-194

Separations: beginning with, xxxvi—
xxxvii, 155-156; benefit of, xxvii;
creating, to encourage resolution,
159-196

September 11, 2001, vii

Settlement: favoring, over resolution, 82;
focusing efforts beyond, 33, 83; resis-
tance to, 286, 291; versus resolution,
xxxi—xxxii, 139-140

Sexual harassment, 122—-124, 289

Shakespeare, W., 155, 156

Shame: accepting underlying issues
without, 129; creating culture of, 114;
distorted expression of, 107; problem
with, 18

Sharing common aspects. See
Commonalities

Shaw, G. B., 36

Short-term problems, focusing on,
problem with, 257

Sidebar mediations, 303

Silence: apologizing for, 81; conspiracy
of, participating in, 139; moment of,



creating, 230, 293; organizational cul-
tures rewarding, 148; problem with,
58; seeming less risky and more power-
ful, 141; suffering in, 105, 141; taking
responsibility for, 145; web of, 129

Sitting arrangement, 271, 274

Slaikeu, K., 296

Small changes, testing, 232

Small-scale collaborative alternatives,
search for, 34

Smith, D., 246

Smoke screen, attacks as, 99

Social fragmentation, 221

Social issues, recognition of, beginning
with, xxxviii

Social skill, 77

Societal change, 6

Societal conflict, prevalence of, xx

Soliciting, 69

Solutions: better, holding out for, 263;
developing, focusing on, 61, 115; ef-
fectiveness of, factor increasing, 175;
finding, dependent on understanding
causes, 18; identifying, 269; impact
of, on relationships, identifying, 269;
leader’s role in seeking, 57; mandating,
problem with, 168; mutually satisfy-
ing, inventing, 254-255; to objections,
creating, looking into, 263; predict-
ing impact of, 254; prematurely se-
lecting, 187; responsible for creating,
30; searching for, 65, 188, 238; separat-
ing problems from, 174-176; shifting
focus to, 239; tailoring, 288-289; turn-
ing opponent’s attention toward, ques-
tions for, 130-131. See also Problem
solving

Solutions, possible, method for expanding
range of. See Brainstorming, use of

Souls, destroying our, 113

Speakers: becoming one with, 73; effective
communication for, 59-62; focusing at-
tention on, 43; listeners understanding,
8-9; questioning, 68; relationship be-
tween listeners and, hidden framework
of, 50, 51; response as, to interference,
52; responsibility of, 37, 43

Speaking up, in meetings, 223

Splitting the difference, technique of,
289-290

“Squeaky wheels,” 206

Stance and attitude, shift in, 195
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Standards, clarifying and defining shared,
222

Starting over, 115-116, 255, 275-276, 293

Status quo, 257, 298

Staying power, of organizational cultures,
221

Stereotyping, 17, 171, 200, 201-202, 254

Stones from the River (Hegi), 128-129

Strategic communication, 37

Strategic focus, as requisite, xxviii

Strategic planning: beginning with,
xxxvii; benefit of, xxvii; democratic,
256, 257-258, 259; fallacies encoun-
tered in, 258-259; hierarchical and
bureaucratic, 256-257; moving on to,
239; overview of, 237; sabotaging, 114

Strategies: comparing, by orientation to
problem solving, 246; identifying, dur-
ing strategic planning, 258. See also
specific strategies

Strategy: connotations of, xxvi; emotions
asa, 92

Straw votes, 230, 264

Stream of disputes, responding to, 299

Strengths, perceived, relying on, 85

Strong emotions, power of, xxii, 76. See
also Anger; Emotions and feelings;
Fear

Subconscious suggestion method, 189

Subcultures, separation into, 221

Subject matter experts, bringing in, 263,
274,294

Subjective associations, stimulation of, 89

Subjective criteria, use of, 191

Subjective focus, 25

Sublanguages, 7

Success: acknowledgment of, 292; cele-
bration of, 255, 279; of collaboration,
communicating, 279; developing crite-
ria for, 254; and failure, in conflict res-
olution, 284-285; of mediation,
reasons behind, 306-307; unsure of
criteria for, 250

Successful organizational cultures, 265

Summarizing, 61, 71, 115, 229, 255

Superficial communication, xxxi, 139,
140, 141, 142, 143

Superficial issues, 119, 120-121, 125, 127,
131

Superficial relationship structure, 54

Superficial settlement, xxxii

Superreasonable behavior, 103
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Supplementing, 70

Support: for change, receiving, 212; for
conflict resolution procedures, provid-
ing, 300; for constituents, offering,
277; for interests, showing, 230; un-
critical, need for, 141

Supportive feedback, 225

Suppression: costs of, viii—ix, 82; as a de-
fense against change, 222; learning
about, 84; moving beyond, 83; myths
and assumptions encouraging, 86-87;
problem with, xxxi—xxxii, 76, 79-80,
82, 143, 181, 233; versus resolution,
139-140; stage of, 90; using consensus
for, problem of, 263

Surfacing the conflict, 57, 210-211

Surprises, eliminating, 274-275

Surrender: loss of opportunities in,
xxxviii; refusing to, 64; releasing anger
without, 113

Surrendering, to possibilities, practicing,
242

Swindoll, C., 234-235

Symbolism, 10, 50, 133

Sympathy: empathy versus, 136; need for,
141; receiving, 21, 30; undermining,
113

Systemic breakdown, 297, 298

Systemic sources of organizational con-

flict, 256

T
Tailoring, 52, 288-289
Tannen, D., 36

Team relationships, undermining, 114

Teams: audit, 41; co-mediation, 304; fol-
low up, 278; inclusive, example of,
224; listening, creating, 229; negotiat-
ing, jointly choosing members of, 273;
process improvement, 270; with repre-
sentatives from opposing sides, creat-
ing, 263; self-managing, transitioning
to, efforts at, 54-55, 100-101, 157—
158, 242-243, 302; small, delegating
to, 276; strategic planning, 257; work,
successful, 82

Teamwork: in addressing difficult be-
haviors, 211; benefit of, in facing prob-
lems, 176; encouraging, 12; reasons
for using, 29. See also Collaboration

Temporary cease-fires, 265

Tension, value of, 234

Test runs, use of, 255, 289

Thank God It's Monday! (Cloke and Gold-
smith), 247

Third parties, seeking assistance from,
xxxvii, 273, 294, 303, 304. See also
specific type

Thomas-Kilman Instrument, 26, 29

Threatening, sample phrases of, 62

Tightening up, 79, 93, 311

Time: increasing, required for decision
making, 260; as invisible, 133; and
money spent to resolve conflict, xxix,
295, 297; saving, 163, 170, 296; spent
in mediation, 305; taking, for listening
and understanding interests, 269; wast-
ing, 163, 220

Time-consuming approaches, 30, 163,
169, 260, 261

Timekeepers, 276

Timelines, creating, 255

Timely feedback, 33, 199, 225

Time-outs, taking, 115, 289

Tone of voice, 50, 51, 65, 68, 69, 89

Top-down communication, 54, 55

Toyota assembly plant, management tech-
niques at, 245

Trade-offs, looking for, 290

Training, receiving, 272, 279, 300, 302

Transcendence: genuine, 118; truth of,
xxiii

Transformation: in context, 32; internal
calls for, 281-282; meaning of, xxiv;
opening to, 240; pathways to, open-
ing, 172; power to catalyze, 120; pre-
condition for, intuitively knowing,
142; shifting from impasse to, and
resolution, Xxv—xxviii; sources of,
94-95; stage of, 90; strategies for,
xxviii—xxix, 91

Transformative power, xxiii—xxv

Trapped: being, transcending the idea of,
16; remaining, 22

Triggers: actions or events as, 89; behav-
iors as, 104-105, 203; exploring, 108;
words and phrases as, 62-63

Trivial issues. See Superficial issues

Trust: destruction of, 114, 267; improving,
270; increasing level of, 185; lack of,
withholding information due to, 128;
reducing, 267, 268; relationships of,
developing, 56-57, 272, 279



Truth telling: afraid of, 139; demonstrat-
ing, 219; as difficult, viii, 129; encour-
aging, x. See also Honesty

Truth, the: about conflict, 195-196;
about conflict resolution, xxvi; afraid
of hearing, 139; in conflict, under-
standing, 155, 156-159; harshness of,
wanting protection from, 141, 142;
price paid for suppressing, viii—ix; of
resolution, xxi

Truths: deeper, searching beneath the sur-
face for, 119; deepest, about conflict,
160; distorted, increasingly, 182; fun-
damental, in chronic conflict, xxi; hid-
den, revealing, 120; inner, listening
to, 127; multiple, shifting from a single
truth to, 156-159; resistance pointing
to, 285

Twain, M., 119
U
Ueland, B., 35

Unanimity, 260, 261

Uncommitted listeners, 72

Unconscious communication, 84—85

Underlying issues: accessing, using em-
pathy and honesty for, 135-137;
avoiding, in settlement, 139, 140;
consideration of, in organizational
anger, 108-112; desire to discover and
understanding, expressing, 219; di-
rectly addressing, allowing for, 170;
discovering, steps to, 129-131; emer-
gence of, realization from, 143; in the
iceberg, layers of, 122, 125-126; look-
ing for, beginning with, xxxvi, 33, 264;
power of, 120; pursuing, example of,
168; revealing, to your opponent, 127;
uncovering, 123, 124. See also specific
issues

Underlying unity, recognizing, 160-161

Undermining: of collaboration, 113, 114;
of reputations, 110; as a response to ag-
gression, 20, 21; of self-esteem, 102; of
team relationships, 114

Understanding, deeper: searching for, 219;
way to, 93

Unexpressed emotions, effect of, 80-83

Unfair treatment, compensation for, using
anger as, 107, 109

Uniform communications, 55
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Unilateralism: avoiding, 218, 263; im-
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Voting, 230, 260, 261, 263, 264

Vulnerability: anger as, 98; awareness of,
56; barrier against, 113; fear of, 82, 97,
128; and honesty, 141; increased, turn-
ing emotion inward toward, 92-93;
protecting our, 100; requiring strength,
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about emotional buttons, 216; taking a
risk with, 129
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War crimes, legal responsibility for, 145
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challenge of, 311-312
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Warlike metaphors, 11-13, 14, 15
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Whistle-blowing, lack of support for, 222

Whitehead, A. N., 259

“Why” questions, asking, 206, 207
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Win-lose outcomes: effect of, 11, 162,
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Win-win outcomes: assuming possibility
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opportunity for, example of, 165; seek-
ing, 265, 267

Wisdom, journey toward, 17
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Workplace, the: cultural rules in, influ-
ence of, 2, 81; engaging in warfare
in, learning to resist, challenge of,
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and, xx; repressive attitude toward
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sources of conflict in, 256. See also
Organization entries

World War II, 128
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You Just Don’t Understand (Tannen), 36

Yourcenar, M., xix



