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Learning Objectives

* understand the importance of contlict resolution to strategic human

resources management

* understand what conflict resolution is
° importance of emotional intelligence in handling conflicts

* learn new tools to handle conflict in the workplace




What is a Conflict?




What i1s Conflict?

. * when people do not agree on the same thing

* when one party is frustrated by the other

° requires interactions




A conflict is a clash of interest. The basis of conflict may vary but, it is
always a part of society. Basis of conflict may be personal, racial, class,
caste, political and international. Conflict in groups often follows a
specific course.




This Photo by Unknown Author is licensed under CC BY

Sources of Conflicts

* Resource scarcity

* Incompatible goals

* Structural factors (size, routinization,
specialization, reward systems)

* Conflicting perceptions, ideas, or beliefs

* Differences between people

* Conflicting thoughts/needs within an
individual

* Lack of communication (maybe)



https://courses.lumenlearning.com/suny-mcc-supervision/chapter/reading-conflict-within-teams/
https://creativecommons.org/licenses/by/3.0/

Why Conflict Resolution?
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inevitable in dynamic can lead to feelings can cause anyone, especially impact morale at the

environments of powerlessness _ subordinates, to view workplace
administrators as adversaries and

creates conflict and divided
loyalties in the workplace




What Is A Group ?

* Structure

A social system with differentiated roles, norms, values and distinct
boundaries.

* Interdependence

A group of individuals who depend on one another to accomplish a task.




What Do Groups De?

* Opversight

. e.g. city council, board of directors

* Problem solving; conflict resolution

e.g. collective bargaining, task force, commission, board executive and personnel
committees

* Get the work done

e.g. recruitment, performance appraisal, quality circles




Team Behavior in Conflict
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viewpoints,
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The forming-storming—norming—performing model of
group development was first proposed by Bruce Tuckman in
1965, who said that these phases are all necessary and
. inevitable for the team to grow, face up to challenges,
tackle problems, find solutions, plan work, and deliver
results.




How do Groups Perform?

* Advantages * Disadvantages

o range of skills and perspectives can  © pressure to conform

contribute to high performance

o buy in

o efficiency, creativity
ngroupthink (Janis, 1971)

o conflict




Challenges

Groups don’t work well when there is:

no clear purpose

no leader

meetings are unproductive
no one follows through

no way to resolve differences

hidden agenda(s)




EMOTIONS.

fear apprehension
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How we React/Respond to Conflicts!

fight
tlight

freeze
fawn

emotional Intelligence




How we react/respond to Conflicts!

FIGHT FLIGHT ganiala!

FREEZE




To fight is to confront the threat aggressively.




Flight means you run from the danger
. or avoid the situation or avoid discussing the
event.




When you freeze, you find yourself unable to
. move or act against the threat. You are stuck.




You may find yourself hiding from the
danger. Fawn (or Flow) is the response of
complying with the attacker to save yourself.




Emotional Intelligence

Emotional intelligence (AKA EI or EQ for "emotional quotient") is the ability
to percetve, interpret, demonstrate, control, evaluate, and use emotions to
communicate with and relate to others effectively and constructively. This
ability to express and control emotions is essential, but so is the ability to
understand, interpret, and respond to the emotions of others.
(www.verywellmind.com)




Approaches To Managing
Confliet

compete accommodate l compromise

collaborate




The Five Conflict-Handling Modes
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AVOIDING ACCOMMODATING

Uncooperative -t P Cooperative
COOPERATIVENESS

mwmmwm&&mmwmmummmmsmmw From Thomas-Kilmann Gonflicf Mode instrument by K. W. Thomas
=0 srhead for use ondy. O ian for any other use, including resale, is 3 viclation of copyrightlaw.  and R. H. K@mann, 1574, 2000. Mountain View, GA: CPP, Inc.
EWWHMMWEPP Inc. Used with permission.




LEEN- A
Model for
Conflict

Resolution

I.- Listen

E- Empathize

E- Explain

N- Negotiate
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