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WORKSHOP
CONFLICT MANAGEMENT

LEARNING OUTCOMES

1. identify different types of conflict, their causes and possible consequences;
2. use empathic and assertive communication skills to resolve the conflict;

3. select the most appropriate styles in the resolution of a conflict;

4. apply negotiation skills;

9. understand the intercultural dimension of conflicts and ways to mitigate it
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WORKSHOP
CONFLICT MANAGEMENT

GOALS

1. Provide practical knowledge on conflict prevention and management
2. Raise awareness of the creation of positive and collaborative environments

3. Train conflict prevention/management skills
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WORKSHOP
CONFLICT MANAGEMENT

PROGRAM

1. Conflicts and conflict management concepts

2. Diversity and conflict management
3. Individual strategies Iin conflict management: empathy and assertiveness
4. Team strategies In conflict management

S. strategies in prevention and management of conflicts
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WORKSHOP
CONFLICT MANAGEMENT

CONFLICTS AND CONFLICT MANAGEMENT

Concepts

A process that begins when one party perceives that another party has negatively

affected, or is about to negatively affect, something that the 1st party cares about
(Robbins, 1978)

A process Iin which one party perceives that another party has taken or will take

actions that are incompatible with one's own interests
(Greenberg & Baron, 2008)

THE OPPOSITION THAT ARISES WHEN THERE IS A DISAGREEMENT WITHIN
OR BETWEEN INDIVIDUALS, TEAMS, DEPARTMENTS OR ORGANIZATIONS
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WORKSHOP

CONFLICT MANAGEMENT CONFLICT TYPES
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WORKSHOP

stinndiitiinsa” CONFLICT ESCALATION (Glas! Model
Nine Levels of Conflict
1 - Attempts to Cooperation Escalation - Glasl
? - Polarization and Style of Debates The Nine Levels of Conflict Escalation - Friedrich Glasl|

3 - Wordless Interaction

4 - Concern About Reputation and Alliances

CONFLICT

5 - Loss of Face CRYSTALLIZATION

POINT

6 - Domain or Threat Strategies

7 - Systematic Campaigns of Destruction
8 - Attacks Against the Psychological System of the Other - ' 1 B

O - Total Destruction and /or Suicide SELF HELP POSSIBLE MEDIATION NEEDED

Positions Positions Act g pfl y Lgss f T t :'m"fd‘ The Goal D”““JO'"V
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WORKSHOP
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OIS EVNTYSVENE CONFLICT THEORY (sigmund Freud) o
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WORKSHOP

CONFLICT MANAGEMENT CONFLICT TH EORY (Carl Rogers) -

é/) Maintain
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A Self-concept Values of “I*
Intrinsically growth producing Inner experiences
Resuits of experience

Toward productive growth Organismic valuing process

Total sum of experience

-

o Phenomenal View
e Individual's perception of reality

e g

Loved for who | am

Idealty - Unconditiona

& Client-centred Nondirective therapy
Conditions of Worth Positive Regard Carl Rogers
Conditional T 3 Empathy
Valyes of others
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Unconditional positive regard Pasitive Self-Regard Acceptance
Psychotherapy Recognition
Evaluative Good Psychotherapist
Congruemt
Interpretive
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Free
Probing
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WORKSHOP
SR IINIYSVENE  CONFLICT THEORY (skinner: Bandura

| . Cognitive Factors

Opefant Condnmnlng (also called

“Personal Factors”)
Knowledge
Expectations
Attitudes

Posive ||  Negative Positive - Negative
(stimulus presented)| | (stimulus removed) (stimulus presented)| | (stimulus removed) Ditarmines

2 = + 2 Human Behavior

Environmental Factors
Social norms

Behavior Behavior Behavior Behavior Access in community | | Behav!oral Factors

: : , « Influence on others Skills

increases increases decreases decreases (ability to change own . Practice
environment) - Self-efficacy
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WORKSHOP

CONFLICT MANAGEMENT CONFLICT TH EORY (Neurosciences)

Coarse perceptual | Detalled perceptual
processing processing
* Supenor colliculus * Fusiform gyrus
® Superior temporal gyrus
Motivational evaluation ' Representation of | . N
* Amygdala perceived action (_\!/ Reappraluﬂ Sta t U S
¢ Orbitofrontal cortex ¢ Laft frontal operculum N ” '
N 2 * Vonlral striatum e Supearior temporal gyrus | Sy Tl Ce rta | nty
Se"- L ' )
reguiation AUtOﬂOmy
\ Emotional response | Modulation of cognition
in body (memory, attention) Relatedness
® Visceral, autoncmc, e Cinguiate cornex ?
gndocrne changes * Hippocampus Fa"’ness
| @ Basal forebrain
Representation of Social reasoning .
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e Somatosensory-related
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WORKSHOP

CONFLICT MANAGEMENT
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EMOTIONS AND CONFLICT

The Zones of Regulation

Blue Zone |[Green Zone | [Yellow Zone Red Zone
. happy rustrated mad/angry
sad tired calm orried terrified
sick ' feeling ok illy/wigal yelling/hitting
i n?g VlIng focused xc):,itec? Y elateg
tired SIoOwly
ready to learn oss of some controll |out of control
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WORKSHOP

CONFLICT MANAGEMENT CAUSES OF CONFLICT

There is no single cause of conflict.
Conflict is context-specific, multi-causal and multi-dimensional.

INTERPERSON
DIFFERENCES

+ Opinion Differences
| Conflicting Values

Philosophy Differences Seatiits e
Lack of Knowledge y e
Misunderstanding
“w Level of Competency

Lack of Knowledge

Objective Differences Inappropriate Behavior

K Inaccurate Facts

CONFLICT
r 4
Job Fit //; Poor Policy Management
Competing Intrapersonal Values & . pole Definition
Personal Problems “ Ineffective Loadership
Persoaality Poor Structural Configuration
Intolerance for Differences
A ia Program Alignment

Paanaone . S Ineffective Processes
INDIVIDUAL ORGANIZATION
INIQUENESS STRUCTURE
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WORKSHOP

CONFLICT MANAGEMENT

Decision Making

Synthesizing

4 CAUSES OF CONFLICT (general)
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WORKSHOP

CONFLICT MANAGEMENT

16

CAUSES OF CONFLICT (Individual)

relalive mportance & Intensity of the conflict

£ ® Time pressure for resolution
¢ Y actors -
o C

QQ\" Position laken hv conflicting parties
AS -

Need resolution for Short term or Long term basis?

Worst way 10 resalve conflict

axeW ing/Avoiding
\ii‘* Temporary solution & leaves the contlict exists
Contilict Management - Mind Map

withdrawing or Avoeiding potcntial conflict situation

Spoil goals & relationships
Conceptualized & Developed: © Babou Srinivasan

%0\ ution

femporary solution & conflict may resurflacc later
sisglAccommodating

y = .

o

Making differences smaller they sccm by emphasizing more on agreemaent areas

Low lcam morale

(?"Od for rclationships
e ermanent solution
Dccreased productivity

Il may resurface later if solution not followed
= erting into u solution that both partics agrees 1o some cxtent

Cang

Biased decision making

Divided tea¥® o=~

—_—

» : middle-of-the-road kind of soluton
C———

Neither Jose nor win

Natural & inevitab,c

w'l' not make any difference in 1'e|alionbhips
proviges Win-Lose solutions

Forces a search for alternatives
Needs to be resolved by conflicling parties itseif

2 3
Chniques ff
Characteristics

/6“3 pur oy forces ather to agree

Forcing

Carmig vy S Anhicn
= Tcam 15SUE
Can be escalated to Project Managet

Happens when one has more power than other

F——__.“
«Qmwm solutian but not the best
Increascd Productiy; ty

Spoji rclationships

?eﬂ“uncnt’su‘iuﬁ'on & incorporated [rom one out of iminiiy resolations
‘1731’13 ent Resoludons provided from differen: viewpoints
2 eI . -
Collaborating More than one resolution identified, ranked and agreed best option selected
Better decision making Pros Leads 10 consensus and commitment .
Stronger ©a EXperts or team involved in getting their viewpoints
- ~ permanent and indisputable solution
5 Be.-{t wiy lo resolve conflict
o foqtli.~?s a g:rl)/e-axu(i-lak% attitudf andvopen dialogue
2. : - i
P& Problem SOWIRE Conflicts cansidered as problems & solved
tinds one correct solution for each disagroement area
Clear resolution -> no disagreement after this
Foad f;)r fclationshipg 7
Openness required for resolution B
Rclerence - PNMBOK® Guide — Fourth Ediuon(English), 2008 - T .
) . . 2 = Resolution focus un issues
Project Management Instlitule, Inc. - hilp://wwyw.pmi.org [ : e —
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CONFLICT CONSEQUENCES

Behaviour

Conflict
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N
CONFLICT MANAGEMENT 18
COPING WITH CONFLICT (Ego Defense Mechanisms)

Aggression

Rationalization
Projection
Regression
Resignation
Escape
Transfer
Compensation

Integration
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WORKSHOP
CONFLICT MANAGEMENT

COPING WITH CONFLICT

- Avoidance Balanced
- Competition

- Lead the conflit

- [dentify diferences
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COPING WITH CONFLICTS KN

Avoidance
(Negotiation)

Turn it off
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WORKSHOP

CONFLICT MANAGEMENT NEGOTIATION TECHNIQUES

WIN CONSEQUENCES LOSE CONSEQUENCES

Increase Corticosterone -+
s HP
AStressv Learning and memory -

Increase Testosterone

‘ Memory, mood and confidence

Use of inadequate defense
Increased bad image next to the loser

mechanisms

Belief that the winner is always right Poor intra and intergroup relationship

Low productivity (warrior rest) Improving their performance

Sometimes it can be arrogant _
Resentment, feeding revenge
and humiliating to the loser
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It turns out that the result achieved is

not wanted by any of the parties. In

(/ i \\ this case it is likely that the effects are
Ala'-— mll)@?q " similar to those who lose in the
. e A

' Win-Lose situation
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WORKSHOP
CONFLICT MANAGEMENT
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NEGOTIATION TECHNIQUES

This is the most desirable result,
when both parties meet their goals,

neither of them feeling they have lost.
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COMMUNICATIONAL ATTITUDES
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WORKSHOP

o Emotionally dishonest Artsias Agwamien, h
elnappropriately honest, direct, expressive

CONFLICT MANAGEMENT

¢ Indirect, inhibited

e Attacking, blaming, controlling
¢ Self-denying
eSelf-enhancing at expense of others
e Blaming apologetic

\

PASSIVE

- ASSERTIVE

* Emotionally dishonest e Appopriately honest, direct

¢ Indirect, inhibited ¢ Self-enhancing, expressive

¢ Self-denying at firts e Self-confident

Communicational Styles

e Self-enhancing at expense of others later e Empathic to emoticons of all involved

N
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WORKSHOP
CONFLICT MANAGEMENT ASSERTIVENESS TRAINING (DESC)

1 - Describe
Describe the behavior/situation as completely and objectively as possible. Just the facts!

2 - Express
Express your feelings and thoughts about the situation/behavior. Try to phrase your
statements using "I", and not "You".

3 - Specify

Specify what behavior/outcome you would prefer to happen.

4 - Consequences
Specify the consequences (both positive and negative).
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ASSERTIVENESS TEGHNIQUES

1. Questioning

2. ldentify what you want and need and be prepared to ask for this
3. Learn to say no — without feeling guilty

4. Let go of guilt in general

5. Take your time

6. The Broken Record Technique of Assertiveness

7. Fogging

8. Practice

et Co-funded by the
LS Erasmus+ Programme
E of the European Union

S 'UNTVERSITA
LY S / DI P1sA

A
V/"\ Qe o\ UNIVERSITY UNIVERSITAS

OF LATVIA Miguel Herndndez ISCAP

Research over Research


https://www.infocounselling.com/assertiveness-techniques/#:~:text=%209%20Assertiveness%20Techniques%20%201%20Assertive%20Communication,help%20to%20have%20a%20notebook%20or...%20More%20

WORKSHOP

SR IVINIYSVSN S  pOSITIVE VIEW OF THE CONFLICT (Patrick Lencioni)

Inattention

Results PRSI Status en ego ~ Ideal conflict ,
— f Const‘ructlve point Destructive
. voidance o |

Accountability accountability Low standards | /-' \ \ _// \
\ /,.»- \
."/A rtificial \f Personal
Commitment Lack of commitment Ambiguity Harmony Attacks

Conflict Fear of conflict Artificial harmony . .
Conflict Continuum

Trust Absence of trust Invulnerability

Cohesive team Dysfunctional team
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WORKSHOP
CONFLICT MANAGEMENT DIVERS! Y/INCLUSION AND CONFLICT

Diversi y Effects of exclusion
cHaving a seat at the table

o] — Reduced intelligent thought
-Worse performance in 1Q tests

Inclusion

-Having a voice at the table -2 — Increased self-defeating behavior

-More irrational, foolish and risky behavior

°3 — Impaired self-regulation

Bias -Less self-control, more frustrated
oPart of why some voices are listened _
to more than others -4 — Reduces meaning and purpose

o9 — Decrease well-being
-Social anxiety, jealousy, loneliness and depression
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WORKSHOP
CONFLICT MANAGEMENT EMPATHY AND ASSERTIVENESS (Thomas Kilmann)

(¥ [

COMPETING COLLABORAITING

AVOIDING ACCOVIMODAITING

Thomas-Kilmann Conflict Mode - Take the Conflict Behavior Test for Free (psycho-tests.com)
[ ]
Assertiveness
ﬁ ASSERTIVE

UNASSERTIVE

Cooperativeness
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https://psycho-tests.com/test/conflict-mode

WORKSHOP
CONFLICT MANAGEMENT AVOIDING

Temporay solutions

Spoll goals & relationships

AVOIDING
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WORKSHOP

CONFLICT MANAGEMENT

ACCOMMODATING
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ACCOMMODATING

Making diferences smaller they seem by
emphasizing more on agreement areas
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Permanent solutions & conflict may resurface later if
solutions not followed

Getting into a solution that both parties agrees to some
extent

Neither lose nor win

O
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WORKSHOP
CONFLICT MANAGEMENT

O
<
O
Y
®,
T
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FORCING/COMPETING

Provides win-lose solutions
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COLLABORATING

. Co-funded by the
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Tags of the European Union

Permanent solution & incorpored from one of many
resolutions

Resolutions provided from different viewpoints

Leads to consensus and committment

Experts or team involved In getting their viewpoints
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CONFRONTING/PROBLEM SOLVING

Permanent and indisputable solution

Give-and-take atitude & open dialogue

Conflicts considered as problems to resolve

Finds one correct solution for each disagreement area

Good for relationships
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WORKSHOP

CONFLICT MANAGEMENT POSITIVITY AND PRODUCTIVITY (Tuckman)

* Sense of connectivity and fun * Direct communication a spect
 Camaraderie and companionship e Synchronization and f
= | * Lack of sense of urgency * Success and Fun
* Resistance to Change e Challenging objecm&s ST (R (T (&
* Tolerance of incompetence * Inspiring vision Q T E A M
S * Low efficacy * Proactive cha e A
s * Low results orientation e Teamwork I"Q.
.2 * What can to improve?
‘n
8 * Lack of teamwork * Guidelines
* Fear of losing your job e "Just do it!", Bottom-Line
* Seek protection * Clear objectives
* Environment of criticism, guilt and cynicism * Results orientation
* No fun * Focus on efficiency
* Struggles and conflicts * Competitiveness
* 1 step forward and 2 steps back * Conservative
@ * Short-term guidance * Represses problems
- * Overwhelmed * High turnover and burnout

4

™ Productivity 1
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WORKSHOP
CONFLICT MANAGEMENT TEAM OF TEAMS

Commano Command of Teams Team of Teams™ Team of Teams™
Organizational
mplementation

Efficienc Adaptability
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WORKSHOP

SN dYVINIYINENE HUMAN RESOURCES MANAGEMENT

+ Attitude survey \
» Grievance procedures m g
» Conflict resolution |}

—

Production optimization

* Problem-solving groups  * Job analysis & job design
» Total Quality Management  + Job rotation
* Information sharing

®

-

Traditional HRM Promotional Rules

* Hiring * Formal Performance appraisal
+ Attraction and selection ~ * Compensation and contingent pay
* Employment testing * Employee benefits management
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 Erasmus+ Programme
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https://www.digitalhrtech.com/human-resources-roles/

WORKSHOP

CONFLICT MANAGEMENT

£
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B Scoft SKills for Employakility
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Visionary

Catalysing
Developing

Awareness Motivating Awareness

of self of others
SELF- Self- Empathy _
AWARENESS assessment
Initiative
Self-contro COACHING \ A Al et
Transparency Conscientiousness
Trustworthiness L EA D E RS H | P ibili
Adaptability \ RO Y Y
yotimisng STYLE chievemen
SELF- ‘
MANAGEMENT S
Service Self-
orientation confidence
Organizational Conflict mgt. Self-
awareness Communication belief
Building bonds
Collaboration
Teamworkf oei ATIONSHIP
© 2016 Performance Consultants International MANAGEMENT

i
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WORKSHOP
CONFLICT MANAGEMENT

The belief that your
environment iIs safe for
Interpersonal risk-taking.

It’s similar, but slightly
different from trust.

? PSYCHOLOGICAL
T SAFETY

ll meaning, definition, explanation...

Rt Co-funded by the
bl Erasmus+ Programme
E of the European Union

A 3

CULTURE
PSYCHOLOGICAL SAFETY ROADMAP

GET TO KNOW ONE ANOTHER

———o————.——-@

’—-——&———-__———

ESTABLISH SAFETY NORMS
SHOW VULNERABILITY

‘——“

Psychological
Safety
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NEGOTIATION AND MINDFULNESS

Negotiating is the necessary process that individuals with objectives (common
or divergent), use to present and discuss proposals to reach an agreement.

Features
1 - Implies involvement of 2 or more entities

2 - Divergences on at least one aspect
3 - Sharing common aspects
4 - It's a sequential process

5 - Implies a shared solution
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SN RTESSS® NEGOTIATION AND MINDFULNESS

l DECISION
BARGAIN

Implementation of the

COMMUNICATION | How did you and the agreement
How did you present other parties seal your J '
How did you build rapport your argument and AIEISLE Preparation for the next

How have you gathered and establish a positive respond to objections

data to build your case for tone for a negotiation? or requests fgr Which of your objectives
a successful negotiation? CONCESSIoNS: did you achieve?

negotiation opportunity.

What concessions did
you make?

How did you define your
objectives and those of
other involved parties?
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NEGOTIATION AND MINDFULNESS

Live every moment yourbodyis @

" is vour mind?
present.

Don't judge so much

Trust yourself

Have an open mind

Don't just look for results ) 0
Accepts reality as it is , ’ & , ’
Know your limits / F

Learn to let go Mind Full, or Mind$ful?
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WORKSHOP
CONFLICT MANAGEMENT

Exercise 1 - The old lady and the young black man
An old lady is in a self-service.
She approaches the counter and orders a plate of soup.
She pays for what she ordered and takes her tray to a table.
Then sits down.
She realizes that she did not buy bread.
She gets up and comes back to the counter, buys bread, pays for it and returns to
the table.

Then sees, with surprise, that a black man is serenely eating the soup.
P

What would you do if you were the lady?
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WORKSHOP
CONFLICT MANAGEMENT

Exercise 1 - The old lady and the young black man (...)

The old lady said to herself, "l won't let myself be robbed."

She then decides to sit in front of the young man, part the bread into pieces, put
them into the plate and start eating quickly. They eat from the plate, alternately, until
they are over. Then the man gets up and comes back, shortly after, with an abundant
plate of spaghetti and... two forks... They both eat the same plate of spaghetti, each
in turn. When they are done, the man gets up and, after wishing the lady a good day,

begins to walk to the exit door. The astonished Lady stares at the young man on his

way out.
?
What would you do if you were the young man?
'\., . N Co-funded by th ; ~ - T
P Ulisse o - held ( QO || §r i T ERREIMUADRO




WORKSHOP
CONFLICT MANAGEMENT

Exercise 1 - The old lady and the young black man {...)

When the old woman gets up to shout "Thief", she realizes that two tables in
front was a tray with a plate of cold soup.

And In front of the table a chair with her suitcase.

She had made a mistake at the table when she came back from buying the
bread.

AFTER ACTION REVIEW
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WORKSHOP

CONFLICT MANAGEMENT .
Exercise 2 - The border

Field A Field B

A TEAM

X Co-funded by the
LB Erasmus+ Programme
of the European Union
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WORKSHOP

CONFLICT MANAGEMENT ‘ . .
Exercise 3 - Egg Design Intact Landing

cf2  Organizational problem

£ Build a solution to protect 4 eggs landing

MY Drones estao
/™ sem controlo
‘=& POr causa de

2= 4 teams

8 Use materials in boxes

de trafiaa - ety =
Gaia e.‘_ega fj}\

) " cadein HEES 2 20-30 minutes maximum

A

\ .
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Soft Skills for Employakility
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WORKSHOP

CONFLICT MANAGEMENT ‘
Exercise 4 - Nuclear War Bunker

52 Human Society problem

2 Select 6 person for the future of humanity
2% 13 participants

% Assume the social role giving

1 20-30 minutes maximum
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WORKSHOP

CONFLICT MANAGEMENT
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