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INTRODUCTION

Welcome to the learning programme

Follow along in the guide as the training practitioner takes you through the material. Make notes and sketches that will help you to understand and remember what you have learnt. Take notes and share information with your colleagues. Important and relevant information and skills are transferred by sharing!
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This learning programme is divided into sections. Each section is preceded by a description of the required outcomes and assessment criteria as contained in the unit standards specified by the South African Qualifications Authority. These descriptions will define what you have to know and be able to do in order to be awarded the credits attached to this learning programme. These credits are regarded as building blocks towards achieving a National Qualification upon successful assessment and can never be taken away from you!

Programme methodology
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The programme methodology includes facilitator presentations, readings, individual activities, group discussions and skill application exercises.

Know what you want to get out of the programme from the beginning and start applying your new skills immediately.  Participate as much as possible so that the learning will be interactive and stimulating.

The following principles were applied in designing the course:

· Because the course is designed to maximise interactive learning, you are encouraged and required to participate fully during the group exercises

· As a learner you  will be presented with numerous problems and will be required to fully apply your mind to finding solutions to problems before being presented with the course presenter’s solutions to the problems

· Through participation and interaction the learners can learn as much from each other as they do from the course presenter

· Although learners attending the course may have varied degrees of experience in the subject matter, the course is designed to ensure that all delegates complete the course with the same level of understanding

· Because reflection forms an important component of adult learning, some learning resources will be followed by a self-assessment which is designed so that the learner will reflect on the material just completed.

This approach to course construction will ensure that learners first apply their minds to finding solutions to problems before the answers are provided, which will then maximise the learning process which is further strengthened by reflecting on the material covered by means of the self-assessments.

Different role players in delivery process

· Learner

· Facilitator

· Assessor

· Moderator

What Learning Material you should have

This learning material has also been designed to provide the learner with a comprehensive reference guide.

It is important that you take responsibility for your own learning process; this includes taking care of your learner material.  You should at all times have the following material with you:
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Learner Guide
	This learner guide is your valuable possession:

This is your textbook and reference material, which provides you with all the information you will require to meet the exit level outcomes. 
During contact sessions, your facilitator will use this guide and will facilitate the learning process. During contact sessions a variety of activities will assist you to gain knowledge and skills. 

Follow along in the guide as the training practitioner takes you through the material. Make notes and sketches that will help you to understand and remember what you have learnt. Take and share information with your colleagues. Important and relevant information and skills are transferred by sharing!

This learning programme is divided into sections. Each section is preceded by a description of the required outcomes and assessment criteria as contained in the unit standards specified by the South African Qualifications Authority. These descriptions will define what you have to know and be able to do in order to be awarded the credits attached to this learning programme. These credits are regarded as building blocks towards achieving a National Qualification upon successful assessment and can never be taken away from you!
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Formative Assessment Workbook


	The Formative Assessment Workbook supports the Learner Guide and assists you in applying what you have learnt. 

The formative assessment workbook contains classroom activities that you have to complete in the classroom, during contact sessions either in groups or individually.

You are required to complete all activities in the Formative Assessment Workbook. 

The facilitator will assist, lead and coach you through the process.

These activities ensure that you understand the content of the material and that you get an opportunity to test your understanding. 


Different types of activities you can expect

To accommodate your learning preferences, a variety of different types of activities are included in the formative and summative assessments. They will assist you to achieve the outcomes (correct results) and should guide you through the learning process, making learning a positive and pleasant experience.
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The table below provides you with more information related to the types of activities. 

	Types of Activities
	Description
	Purpose

	Knowledge Activities
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	You are required to complete these activities on your own. 



	These activities normally test your understanding and ability to apply the information.
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Skills Application Activities


	You need to complete these activities in the workplace 


	These activities require you to apply the knowledge  and skills  gained in the workplace
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Natural Occurring Evidence


	You need to collect information and samples of documents from the workplace.
	These activities ensure you get the opportunity to learn from experts in the industry.

Collecting examples demonstrates how to implement knowledge and skills in a practical way


Learner Administration 
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Attendance Register

You are required to sign the Attendance Register every day you attend training sessions facilitated by a facilitator. 

Programme Evaluation Form 

On completion you will be supplied with a “Learning programme Evaluation Form”. You are required to evaluate your experience in attending the programme.

Please complete the form at the end of the programme, as this will assist us in improving our service and programme material.  Your assistance is highly appreciated.

Assessments

The only way to establish whether a learner is competent and has accomplished the specific outcomes is through the assessment process.  Assessment involves collecting and interpreting evidence about the learners’ ability to perform a task.

To qualify and receive credits towards your qualification, a registered Assessor will conduct an evaluation and assessment of your portfolio of evidence and competency.
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This programme has been aligned to registered unit standards.  You will be assessed against the outcomes as stipulated in the unit standard by completing assessments and by compiling a portfolio of evidence that provides proof of your ability to apply the learning to your work situation.

How will Assessments commence?
Formative Assessments 
The assessment process is easy to follow. You will be guided by the Facilitator. Your responsibility is to complete all the activities in the Formative Assessment Workbook and submit it to your facilitator. 

Summative Assessments 
You will be required to complete a series of summative assessments. The Summative Assessment Guide will assist you in identifying the evidence required for final assessment purposes. You will be required to complete these activities on your own time, using real life projects in your workplace or business environment in preparing evidence for your Portfolio of Evidence. Your Facilitator will provide more details in this regard.

To qualify and receive credits towards your qualification, a registered Assessor will conduct an evaluation and assessment of your portfolio of evidence and competency.

Learner Support

The responsibility of learning rests with you, so be proactive and ask questions and seek assistance and help from your facilitator, if required.

[image: image11.png]



Please remember that this Skills Programme is based on outcomes based education principles which implies the following:

· You are responsible for your own learning – make sure you manage your study, research and workplace time effectively. 

· Learning activities are learner driven – make sure you use the Learner Guide and Formative Assessment Workbook in the manner intended, and are familiar with the workplace requirements.  

· The Facilitator is there to reasonably assist you during contact, practical and workplace time for this programme – make sure that you have his/her contact details.

· You are responsible for the safekeeping of your completed Formative Assessment Workbook and Workplace Guide 

· If you need assistance please contact your facilitator who will gladly assist you.

· If you have any special needs please inform the facilitator 

Learner Expectations 
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Please prepare the following information. You will then be asked to introduce yourself to the instructor as well as your fellow learners

	Your name: 

	

	

	The organisation you represent: 

	

	

	Your position in organisation: 

	

	

	What do you hope to achieve by attending this course / what are your course expectations?

	

	

	

	

	

	

	


UNIT STANDARD 9533

Unit Standard Title 

Use communication skills to handle and resolve conflict in the workplace 
NQF Level

3
Credits
3
Purpose 

Identify a conflict situation and communicate in such a way that the conflict can be resolved in a constructive manner.
Learning assumed to be in place

· ABET Level 4 Literacy

Unit standard range
· Commonly occurring conflicts in the South African work situation
Specific Outcomes and Assessment Criteria
Specific Outcome 1: Demonstrate an understanding of different conflict situations in the workplace 

Assessment Criteria
· Different conflict situations that occur in the workplace are listed
· Examples of conflict situations are given and the conflicts described

· Role-players in conflict situations are listed

· Reasons why conflict occurs are listed and discussed

Specific Outcome 2: State and explain the difference between feelings and actual problem (contents) when dealing with conflict
Assessment Criteria

· Behaviour of different people in a conflict situation is discussed
· Own feelings when in a conflict situation is discussed

· Own behaviour when in a conflict situation is discussed

· The process of reaction in a conflict situation to solving the problem is demonstrated through exercises

Specific Outcome 3: Handle and resolve a conflict in the workplace  

Assessment Criteria
· Methods to resolve conflict are identified and explained
· Conflict situation and possible methods of resolving the conflict are demonstrated by means of a role-play

Unit Standard Essential Embedded Knowledge

The difference between feelings and facts in a conflict situation, and an understanding of the need to deal with the feelings of the other person in order to handle and resolve the conflict
Critical Cross-field Outcomes (CCFO)
· Communicating effectively using language skills

· Contribute to the full development of each learner and the social and economic development of the society at large because learners gain confidence

SECTION 1: CONFLICTS, FEELINGS, PROBLEMS

Outcomes
· Demonstrate an understanding of different conflict situations in the workplace 

· State and explain the difference between feelings and actual problem (contents) when dealing with conflict

Assessment criteria
On completion of this section you will be able to:

· Different conflict situations that occur in the workplace are listed

· Examples of conflict situations are given and the conflicts described

· Role-players in conflict situations are listed

· Reasons why conflict occurs are listed and discussed

· Behaviour of different people in a conflict situation is discussed

· Own feelings when in a conflict situation is discussed

· Own behaviour when in a conflict situation is discussed

· The process of reaction in a conflict situation to solving the problem is demonstrated through exercises
Introduction
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Ultimately members of the human race are unable to live with each other without conflict. Individuals experience conflict when their opinions, values, needs or actions are in opposition to others. Teams experience conflict as they learn to work together.

The most valuable aspect of conflict is the energy that it generates, and conflict management is not an attempt to suppress this energy, but to use it constructively. Conflict caused by differing viewpoints may lead to harsh and painful situations or it can be transformed into creative and productive dialogue. 

The differences between people stimulate debate, creativity, solutions to problems and change.  Too little conflict could result in the organisation stagnating.  Too much could result in chaos. What is required is a healthy approach to dealing with conflict

Conflict will become easier to manage if we see it as inevitable but not necessarily destructive, and as a problem to be solved rather than a battle to be won.
As a member of a workforce it is important to accept conflict, see it as an opportunity and manage it in such a way that it enhances the competence and commitment of all parties involved.  All parties gain more by co-operation than by conflict.
Conflict
· is inevitable and a reality of life;

· is not a dirty word, and;

· takes place for many reasons and has many forms
Conflict in the workplace used to be perceived as a negative – something to be avoided at all costs. Associated with undesirable behaviour, it was viewed as a characteristic of individuals who could not get along with others, were not team players, or simply did not fit in. The best way to deal with it was to avoid it.
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Today, conflict is viewed differently. Organizational experts tell us that conflict is normal and natural. It is viewed as an interpersonal dynamic that when handled well can at least be managed, often resolved, and potentially has very creative results. Today, it is critical that we recognize the importance of dealing with conflict rather than adopting the traditional response of avoiding it.
Exercise 1
· How would you define conflict?

· Why do we need to understand conflict and find effective ways of dealing with it?
	

	

	

	

	

	


Conflict is constructive when it: 

· Opens up and clarifies important issues and helps to solve them

· Involves people in resolving issues important to them
· Increases involvement of individuals in important issues

· Makes communication more authentic

· Releases pentup emotion, stress or anxiety

· Helps build group cohesiveness 

· Helps individual growth, provided there is reflection on the conflict
· Results in solutions to problems

· Causes positive and open communication

· Helps release emotion, anxiety, and stress

· Builds understanding among people though learning more about each other

· Involves people in resolving the conflict

· Helps individuals develop understanding and skills

Conflict is destructive when it:

· Diverts energy away from important work or other issues

· Destroys morale or self-concept

· Polarises groups, thereby rducing co-operation

· Deepens differences in values

· Produces violence or name-calling
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We are all conditioned as children to handle conflict and anger in particular ways according to our culture, but through reflection and discussion we can modify our patterns of behaviour and learn to respond less automatically. 
To work well in a team or in the workplace, you will need 'to develop your own relaxed ability to tolerate stress. Helping resentful people to listen to one another requires that you handle your own feelings of conflict objectively, and with great discretion. 
Formative assessment 3: group discussion
· What are the negative outcomes of conflict?

· What are the positive outcomes of conflict?
Sources Of Conflict 

There are two types of conflict in the workplace:

· Interpersonal

· Organizational

Interpersonal Conflict

Most of the differences you encounter are interpersonally based. Interpersonal conflict occurs when you perceive a situation differently from the way someone else does.

We often want others to see things the same way we do but we must realize that we each have our own value system through which we determine our priorities. When these different priorities meet, conflict is usually the result – and how we manage these differences becomes critically important. The roots of your value system can be traced back to your early childhood, school years, adolescence, early adulthood, and significant events in your adult life. These value systems differ from person to person. Our core beliefs, which we develop, become our value system. 

These beliefs are challenged in the workplace by issues unrelated to expertise or job performance. 
Most causes of conflict are due to ineffective communication – people do not understand each other or make wrong assumptions due to their own perception of the situation.  It follows then that if we improve our communication skills we will also improve the way in which we handle conflict situations.
Perception

Perception is an important principle of communication.

Exercise 2
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Instructions: Study the geometric shapes below. Select the one that best represents your personality. Place a cross “X” below the chosen one.

People differ in important ways. It is impossible to categorise people in fixed ways or stereotypes. We tend to forget that people are different and unique, and no ‘test’ can describe the complexity of each person.
Perception is the act of sensing something and giving it significance. It is how reality is perceived.
People’s behaviour is based on their perceptions; their mental image of what the world is like. It involves the use of previous knowledge in order to interpret the stimuli that are registered by our senses.

Since different frames of reference and filtering systems or conceptual screens come into play, people perceive reality differently. We are all unique and interpret cues or stimuli differently.

We are not cameras or tape recorders. We do not take in, through our five senses, exactly what is ‘out there’ – objective reality. We constantly respond to cues that have meaning for us. Meaning is subjective. We see what we want or need to see to define ourselves or to advance our own aims.
We do not see people for what they are,

we see them for what they mean to us.

Reflect upon this statement for a moment:

Whenever two people meet there are actually six people present!

What do you think this statement means?

We select what we perceive. We organize sensory stimuli into a coherent and meaningful picture of the world. We do this rapidly, automatically, and often subconsciously. We literally create what we see.

Perceptions are no more than theories or guesses about what the world is like. A good deal of the time our theories work and our perceptions of reality are reinforced. However when someone challenges our view of the world, a great deal of uneasiness and dissonance is created.
	

	

	

	

	


Do you agree with the above assessments?  Can you see how difficult it is to categorise people and how other people may see you?

	

	

	

	


What now?

Becoming a better communicator starts with the realisation that our perceptual processes are subjective, that we construct our own reality from the cues we attend to, and that different people experiencing the same cues usually interpret them differently. Interpretation of reality and communication about reality thus differ from person to person.

All our communication choices are based on our perceptions. Communication is the process of symbolic transaction involving the re-creation of meaning. Anyone wishing to use communication more effectively needs to realise that the interpretation of symbols depends on perception

 ‘Reality’ emerges from transactions between persons and the things and people they see, hear, smell, touch, and taste. There is no total or objective reality, only the reality we create.

The first step in communicating with another person is to form some impression of him/her. This process of forming impressions of others and making judgements about them can be termed interpersonal perception. It is a very important communication skill. Most of us are so actively involved in perception behaviour that we are unaware that it is taking place.
In short: 

· What you perceive is exclusively yours

· It may or may not be shared with others

· The reality on which you stand firm is no more than a consensual reality – your creation.

If you want to understand why people act and communicate the way they do, you must be prepared to understand the way they see the world, what their reality is like.
We do not all live in the same world. We all see an aspect of reality, none of us sees it all!
How we perceive

Exercise 3 – Counting the F’s
Count the F’s in the statement below. You have only a minute to complete this exercise.

The seven foxes were hounded by two fox terriers of pure breeding, of outstanding stock. Seven files of scientific evidence are of importance when questioning the ferociousness, fierceness and speed of the hounds of British stock.

How many F’s did you count?

Now do the exercise again and take your time.  How many F’s did you count?  

	

	

	

	

	


Exercise 4 – The Cash Register Story
Read the following story and then answer the questions that follow as you read them.

A businessman had just turned off the lights in the store when a man appeared and demanded money. The owner opened a cash register. The contents of the cash register were scooped up, and the man sped away. A member of the police force was notified promptly.

Answer either true or false to the statements as you read them.

	Statements
	True
	False

	A man appeared after the owner had turned off his store lights.
	
	

	The robber was a man
	
	

	The man did not demand money.
	
	

	The man who opened the cash register was the owner.
	
	

	The store owner scooped up the money and ran away.
	
	

	Someone opened a cash register.
	
	

	After the man who demanded the money scooped up the contents of the cash register, he ran away.
	
	

	While the cash register contained money, the story does not state how much.
	
	

	The robber demanded money of the owner.
	
	

	The story concerns a series of events in which only three persons are referred to: the owner of the store, a man who demanded money, and a member of the police force.
	
	

	The following events in the story are true: Someone demanded money, a cash register was opened, its contents were scooped up, and a man demanded money.
	
	


We make judgements because:
We select information in such a way that it fits our expectations about ourselves, other people and a situation. We experience (see, hear and remember) selectively.
Exercise 5
Instructions: Write notes about typical individuals in the following occupations. You may wish to include details of dress, the type of car they drive, what type of house they live in, and how they behave.

Bank manager
	

	

	

	

	


Social worker
	

	

	

	

	


Factory supervisor
	

	

	

	

	


Doctor
	

	

	

	

	


Chemical engineer
	

	

	

	

	


Now ask yourself how many people involved in the above occupations you actually know.  Did you make assumptions due to your own perceptions?  Compare your notes with fellow workers and discuss similarities and differences.  

	

	

	

	

	

	

	

	

	

	

	

	

	


We all have different perceptions about the world around us and based on these perceptions we make assumptions that are not always right.
Factors that influence interpretation/perceptual filters

Interests, emotions and needs:

Your selection, organisation and interpretations may be influenced by interests, emotions, and needs you have at the time. You may focus your perception on certain cues while ignoring others. You may also distort your interpretation of cues because of a strong desire to perceive them in that way.

All of us differ in terms of our needs, motives, interests, desires etc., and each of us will tend to perceive what is in accord with our needs, motives, and interests.

Expectations

People expect certain things to happen. They predict in advance the cues available in a situation and look only for those cues.

Expectation can make you behave in ways that elicit or provoke responses you expect from others. For example, if a person believes everyone is against him/her then because of this hostile belief he/she expects hostile behaviour from others.

Past experience and learning

People tend to expect what they are familiar with.

Physical attractiveness

Physical attractiveness, physical attributes, and the role and norms of society influence our perception since it directs our attention towards acceptable and unacceptable ‘regions’.
To prove these statements, read the following menus:

Which Menu would you prefer?
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(1) Hearty, chunky beef soup
(2) Fillet
(3) Dessert topped with delicious whipped cream
OR
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(1) Soup boiled in our own kitchen and containing salt, water, 
beef stock, beef fat, dehydrated onions, yeast extract,

caramel colour and spices
(2) A piece of dead cow topped with mushroom
(3) Dessert covered with chemically composed artificial topping
Both menus are the same, just presented differently!

Remember that when you make a comment about something, you are describing not only the thing but your own orientation. Comments are thus not only revealing about the person or object being perceived but also about you!

Implications for communication

· What you communicate about is your perception of what the world is like. Having created for yourselves a perception of people and events, you then go on to recreate for others, through the medium of language – oral, written, or nonverbal – what you perceive.

· We build a picture of the person we are dealing with and, according to our view of their personality, as well as our perception of ourselves, we decide how to communicate with them.

· We look for attributes in others. Attributes affect for example our confidence about talking with them.

· We assess their attitude towards us and their emotional state and communicate with them according to our assessments.

· We make assumptions about attributes, peoples background, lifestyle, status, roles, age, from their clothes, hair, faces, etc, and these assumptions influence the kind and quality of communication that will take place between us.

So what does this have to do with you?

Your perceptions of reality are unique and different and because of that you may have difficulty sharing them with others. Because you experience the world subjectively and give it meaning, there is always a difference between how you and another person view the world!

Up to 65% of what we say is non- verbal communication. Our body language, the way we smile, frown, move our body and other actions, tells the person you are communicating with that you are either listening to them or not, that you are interested in what they are saying or not, whether you like them or not.

It is not so much what we say but what we do that makes a difference. 
· we can build walls when we sit with our hands folded in front of us. 

· what messages are sent when you speak to someone with your hands in your pocket, or on the back of your head?

Your attitude

Your attitude is the way you look at things mentally.  It has to do with how you think and what you believe about yourself and your situation.  Your attitude affects your relationships.

When you are optimistic and hopeful you transmit a positive attitude, which makes people respond positively.  When you are pessimistic and expecting the worst, your attitude is usually negative, and people respond negatively to you.

Your attitude will affect the way you respond to people and situations.

By controlling what we think and say to ourselves, when confronted by a given situation, we can influence our attitudes positively.  Practising positive self-talk will ensure that we handle things well and encourage a positive response.

Your perceptions and understanding others

Your perception is how you view the world.  Part of knowing yourself is knowing how you perceive things.  Perception begins with the five senses.  Through touch, taste, smell, sound and sight we receive information about the world around us.  However, the way we interpret things differs depending on our perspective.

Misunderstandings occur because we assume that everyone sees things from the same perspective as we do.  We have to be open, acknowledge other persons’ viewpoints and discuss how we can come to agreement, or agree sometimes to differ.

Managing how you think about yourself and others who are different from you, requires a fresh way of looking a things.
Who is the centre of your universe?

Each of us looks out from the centre of a personal and cultural universe.  From this egocentric point of view we, and the group we belong to, are in the middle.  Other people and events revolve around us.  It is easy for us to assume that the way we see things is the real way things are for everybody, or the real way things should be .
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Think of some people whose differences are hard for you to accept or understand.  Select one person and think about the things that make that person different, especially the things that irritate you.  Then shift your point of view.  Imagine that you are in this person’s body and mind.  You now have his/her eyes, mind and feelings.  You now see your true self from the centre of another’s universe.  What would irritate you about you if you were that person? 

Jot down three things that you think another person would find hard to understand or accept about you:

	

	

	

	

	


By stepping out of the centre of your universe into someone else’s, you open your mind to the possibility of seeing things from another person’s point of view.

Organisational conflict
Organisational conflict is not based on personal value systems but is a by-product of changing dynamics within an organisation, for example a change in technology or the structure of the organisation. If these dynamics are not addressed the result will be conflict within the organisation. 
If these forces clash with personal values, then interpersonal conflict can also occur.

When groups strive for the same goal, hold little or no antagonism toward each other, and behave according to rules and procedures, competition is the most likely outcome.  Conflict is likely, however, when one group’s goals jeopardize the other’s, when there is open antagonism between the groups, and when few rules and procedures regulate their behaviour.  When this happens, the goals become extremely important, the antagonism increases, and rules and procedures are violated. (See Conflict-Competition Relationships diagram below).
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Causes of conflict
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· Overlapping jobs
· Lack of understanding of other people’s jobs

· Lack of discipline

· The ‘my department’ attitude

· Sexist attitudes
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Contradictory assumption

· Violated boundaries

· Unmet expectations

· Power struggles

· Incompatible goals

· Unhealed emotional scars

· Lack of trust

· Unshared information 

· What obstacles block resolution

· Differences in interpretations

· The aggressive or competitive behaviour of human beings

· Frustration

· Competition for limited resources

· The introduction of change

· Drives for power

· Clashes between values (principles) and interests (preferences)

· Cultural influences/norms

· Misinformation, assumptions and expectations

· Role and status issues

· Goals/means/end clashes

Formative assessment 1: SO1, AC1, 2
Complete the assessment activity in the workbook at the end of the learner guide
Role Players In Conflict

There are always a minimum of two people involved in the conflict, but this number can become more.

· The person who is angry.  This could be yourself or someone who is angry at you, or even two friends or colleagues who are angry with each other.

· The person who is the “cause” of the anger.  Once again, this could be yourself or someone else who made you angry.

· Mediator who is responsible for resolving the conflict, such as a supervisor, manager, friend or colleague

· Witnesses or third parties.  Have you ever noticed that, in a conflict situation, sometimes the bystanders or outsiders have more to say about the situation than the actual people involved?  Think about a soccer match where the spectators support their team in what they perceive as a bad decision by the referee.  Witnesses can, however, play a valuable role in testifying from a third-party point of view.  Think about a motor vehicle accident or even the TV replays of the soccer match.

· Of course there is also the thing that causes the conflict in the first place: this could be an action that took place, something that was said, a conflict of values or culture, something that was done or it could be work-related.

Feelings VS problems

In any conflict there are also two other factors to consider:

· The feelings of the people involved in the conflict and the 

· actual problem that caused the conflict.

It is important to separate these two concepts, as a problem exists and the role players all have different feelings about the conflict.

If we use a soccer game as an example: the referee makes a decision in favour of team A and the supporters of team B become upset about the decision.  The supporters of team B have feelings as they feel their team is being treated unfairly, the supporters of team A have feelings as their team has benefited from the decision, while the referee feels he has made the right decision.

The problem is the decision, which may or may not be correct in terms of the rules of the game.  In order to sort out the problem, everyone’s feelings about the matter has to be considered.

There are two types of conflict in the workplace:

· Interpersonal

· Organizational
Formative assessment 2: SO1, AC3, 4; SO2, AC1

Complete the assessment activity in the workbook at the end of the learner guide

The common consequences of unresolved conflicts:

· The conflict often escalates in people’s minds
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The unresolved conflict resurfaces each time a new conflict occurs

· Strained relationships and mistrust develop

· Prejudiced attitudes restrict the exchange of views and information

· Co-operation suffers and opportunities are missed

· Problems are not resolved and productivity suffers

· The conflict expands to other people and cliques are formed

· Performance declines and parties try to prevent one another from achieving their goals

· In business situations the customer suffers and finds another supplier

Conflict Management Styles 

According to Thomas Killman there are five basic approaches to managing conflict:

· Competing

· Accommodating

· Avoiding

· Collaborating

· Compromising

Competing

Competing is assertive and uncooperative - an individual pursues his own concerns at the other person’s expense.  This is a power-orientated mode in which one uses whatever power seems appropriate to one’s own position - one’s ability to argue, one’s rank, economic sanctions.  Competing might mean “standing up for your rights”, defending a position which you believe is correct, or simply trying to win.

Accommodating

Accommodating is unassertive and co-operative - the opposite of competing.  When accommodating, an individual neglects his own concerns to satisfy the concerns of the other person; there is an element of self-sacrifice in this mode.  Accommodating might take the form of selfless generosity or charity, obeying another person’s order when one would prefer not to, or yielding to another’s point of view.

Avoiding

Avoiding is unassertive and uncooperative - the individual does not immediately pursue his own concerns or those of the other person.  He does not address the conflict.  Avoiding might take the form of diplomatically sidestepping an issue, postponing an issue until a better time, or simply withdrawing from a threatening situation.

Collaborating

Collaborating is both assertive and co-operative - the opposite of avoiding.  Collaborating involves an attempt to work with the other person to find some solutions which fully satisfy the concerns of both persons.  It means digging into an issue to identify the underlying concerns of the two individuals and to find an alternative which meets both sets of concerns.  

Collaborating between two persons might take the form of exploring a disagreement to learn from each other’s insights, concluding to resolve some condition which would otherwise have them competing for resources, or confronting and trying to find a creative solution to an interpersonal problem.

Compromising

Compromising is in the middle of both assertiveness and co-operation.  The objective is to find some expedient, mutually acceptable solution which partially satisfies both parties.  It falls on a middle ground between competing and accommodating.  Likewise, it addresses an issue more directly than avoiding, but doesn’t explore it in as much depth as collaborating.  Compromising might mean splitting the difference, exchanging concessions, or seeking a quick middle-ground position.

Usually, after getting back the results of any test, people first want to know: “What are the right answers?”  In the case of conflict-handling behaviour, there are no universal right answers.  All five modes are useful in some situations:  each represents a set of useful social skills. 

· Our conventional wisdom recognises, for example, that often: two heads are better than one” (Collaborating).

· But it also says, “Kill your enemies with kindness” (Accommodating),  

· “Split the difference” (Compromising), 

· “Leave well enough alone”   (Avoiding),  

· “Might makes right”  (Competing).  

The effectiveness of a given conflict-handling mode depends upon the requirements of the specific conflict situation and the skill with which the mode is used.  

Each of us is capable of using all five conflict-handling modes and none of us can be characterised as having a single, rigid style of dealing with conflict.  However, any given individual uses some modes better than others and, therefore, tends to rely on those modes more heavily than others, whether because of temperament or practice.

The conflict behaviours which an individual uses are, therefore, a result of both his/her personal pre-dispositions and the requirements of the situations in which he finds himself.  The Thomas-Killmann Conflict Mode Instrument is designed to assess this mix of conflict-handling modes.

The ability to manage conflict is a critical interpersonal skill that must be highly developed for the following reasons:
· To manage change

· To understand cultural differences

· To become effective team members and leaders

Without the ability to manage conflict, you cannot be successful in your organization. Your ability to effectively manage differences is a critical factor in your personal and professional success.

Although conflict occurs at all levels of the organisation, we personally face differences at three levels: bosses, peers, and employees (if we supervise). The issue here is not the occurrence of conflict, but rather how you handle it.

Before you carry on with the learner guide, first do the self-assessment to determine your conflict management style.  Once you have the results, compare your score to the suggestions that follow.

Formative assessment 3

Complete the assessment activity in the workbook at the end of the learner guide
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Consider these four questions when determining the approach toward the person with whom you have a conflict.

· What is the person’s behavioural style when conflict occurs?

· What is the person’s usual method of handling conflict?

· What might he or she value in this situation?

· What should your approach be?

When you are in conflict with those above you in the organisation, you are at the highest level of risk and limited to a certain extent with regard to the approaches that can be taken.

Formative assessment 4: SO2, AC2, 3

Complete the assessment activity in the workbook at the end of the learner guide

Which style is appropriate for a specific situation?

To help you judge how appropriate your utilisation of the five modes is for your situation, we have listed a number of uses for each mode - based upon lists generated by company presidents. Your score, high or low, indicates its usefulness in your situation.  It is, however, possible that your social skills may lead you to rely on some conflict behaviour more or less than necessary.  To help you determine this, we have also listed some diagnostic questions concerning warning signals for the overuse or underuse of each mode.

Competing

Uses:

1.
When quick decisive action is vital - e.g. emergencies.

2.
On important issues where unpopular courses of action need implementing - e.g. cost cutting, enforcing unpopular rules, discipline.

3.
On issues vital to company welfare when you know you’re right.

4.
To protect yourself against people who take advantage of non-competitive behaviour.



If you scored High:

1.
Are you surrounded by “yes” men?


(If so, perhaps it is because they have learned that it is unwise to disagree with you, or have given up trying to influence you.  This closes you off from information).

2.
Are subordinates afraid to admit ignorance and uncertainties to you?


(In competitive climates, one must fight for influence and respect - which means acting more certain and confident than one feels.  The upshot is that people are less able to ask for information and opinion - they are less able to learn).

If you scored Low:

1.
Do you often feel powerless in situations?


(It may be because you are unaware of the power you do have, unskilled in its use, or uncomfortable with the idea of using it. This may hinder your effectiveness by restricting your influence).

2.
Do you have trouble taking a firm stand, even when you see the need? 


(Sometimes concern for others’ feelings or anxieties about the use of power causes us to vacillate, which may mean postponing the decision and adding to the suffering and or resentment of others).

Collaborating

Uses:

1.
To find an integrative solution when both sets of concerns are too important to be compromised.

2.
When your objective is to learn - e.g. testing your own assumptions, understanding the views of others.

3.
To merge insights from people with different perspectives on a problem.

4.
To gain commitment by incorporating other’s concerns into a consensual decision.

5.
To work through hard feelings which have been interfering with an interpersonal relationship.

If you scored High:

1.
Do you spend time discussing issues in depth that do not seem to deserve it?


(Collaboration takes time and energy - perhaps the scarcest organisational resources.  Trivial problems do not require optimal solutions, and not all personal differences need to be hashed out.  The overuse of collaboration and consensual decision-making sometimes represents a desire to minimise risk - by diffusing responsibility for a decision or by postponing action).

2.
Does your collaborative behaviour fail to elicit collaborative responses from others?


(The exploratory and tentative nature of some collaborative behaviour may make it easy for others to disregard collaborative overtures:  or the trust and openness may be taken advantage of.  You may be missing some cues which would indicate the presence of defensiveness, strong feelings, impatience, competitiveness, or conflicting interests).

If you scored Low:

1.
Is it difficult for you to see differences as opportunities for joint gain - as opportunities to learn or solve problems?


(Although there are often threatening or unproductive aspects of conflict, indiscriminate pessimism can prevent you from seeing collaborative possibilities and thus deprive you of the mutual gains and satisfaction which accompany successful collaboration).

2.
Are subordinates uncommitted to your decisions or policies?


(Perhaps their own concerns are not being incorporated into those decisions or policies).

Compromising

Uses:

1.
When goals are moderately important, but not worth the effort or potential disruption of more assertive modes.

2.
When two opponents with equal power are strongly committed to mutually exclusive goals -  are in labour-management bargaining.

3.
To achieve temporary settlements to complex issues.

4.
To arrive at expedient solutions under time pressure.

5.
As a backup mode when collaboration or competition fails to be successful.

If you scored High:

1.
Do you concentrate so heavily upon the practicalities and tactics of compromise that you sometimes lose sight of larger issues - principles, values, long-term objectives, company welfare?

2.
Does an emphasis on bargaining and training create a cynical climate of gamesmanship?


(Such a climate might undermine interpersonal trust and deflect attention away from the merits of the issues discussed).

If you scored Low:

1.
Do you find yourself too sensitive or embarrassed to be effective in bargaining situations?

2.
Do you find it hard to make concessions?


(Without this safety valve, you may have trouble gracefully getting out of mutually destructive arguments, power struggles, etc.)

Avoiding

Uses:

1.
When an issue is trivial, of only passing importance, or when other more important issues are pressing.

2.
When you perceive no chance of satisfying your concerns - e.g. when you have low power or you are frustrated by something which would be very difficult to change (national policies, someone’s personality structure, etc.)

3.
When the potential damage of confronting a conflict outweighs the benefits of its resolution.

4.
To let people cool down - to reduce tensions to a productive level and to regain perspective and composure.

5.
When gathering more information outweighs the advantages of an immediate decision.

6.
When others can resolve the conflict more effectively.

7.
When the issue seems symptomatic of another more basis issue.

If you scored High:

1.
Does your co-ordination suffer because people have trouble getting your inputs on issues?

2.
Does it often appear that people are “walking on eggshells”?


(Sometimes too much energy is devoted to caution and to avoiding issues, indicating that issues need to be faced and resolved).

3.
Are decisions on important issues made by default?

If you scored Low:

1.
Do you find yourself hurting people’s feelings or stirring up hostilities?


(You may need to exercise more discretion in confronting issues or be more tactful in framing issues in non-threatening ways.  Tact is partially the art of avoiding potentially disruptive aspects of an issue).

2.
Do you often feel harried or overwhelmed by a number of issues?


(You may need to devote more time to setting priorities - deciding which issues are relatively unimportant and perhaps delegating them to others).
Accommodating

Uses:

1.
When you realise that you are wrong - to allow a better position to be heard, to learn from others and to show that you are reasonable.

2.
When the issue is much more important to the other person than to yourself - to satisfy the needs of others and, as a goodwill gesture, help maintain a co-operative relationship.

3.
To build up social credits for later issues which are important to you.

4.
When continued competition would only damage your cause - when you are outmatched and losing.

5.
When preserving harmony and avoiding disruption are especially important.

6.
To assist in the managerial development of subordinates by allowing them to experiment and to learn from their own mistakes.

If you scored High:

1.
Do you feel that your own ideas and concerns are not getting the attention they deserve?


(Deferring too much to the concerns of others can deprive you of influence, respect and recognition.  It also deprives the organisation of your potential contributions).

2.
Is discipline lax?


(Although discipline for its own sake may be of little value, there are often rules, procedures and assignments of which the implementation is crucial for you or the organisation).

If you scored Low:

1.
Do you have trouble building goodwill with others?


(Accommodation on minor issues which are important to others is a gesture of goodwill).

2.
Do others often seem to regard you as unreasonable?

3.
Do you have trouble admitting to being at fault?

4.
Do you recognise legitimate exceptions to rules?

5.
Do you know when to give up?

Formative assessment 5: SO2, AC4
Complete the assessment activity in the workbook at the end of the learner guide

Consider the following: 

· Avoidance is a decision to do nothing. It is clearly not a successful method for achieving a solution to serious basic issues that divide contending parties.

· The obliging person or party tries to accommodate the other party, often repressing his or her own needs or point of view. The method does little to resolve conflict. The underlying problems are left unresolved.

· The dominating party or person uses power tactics and domination. It arouses bitterness in the losing party.

· Compromising reflects a give and take process. It is sometimes the best approach to resolve conflict.

· Integration relies on confrontation and collaboration. Integration requires time and patience, and is in many ways the best way to resolve conflict.
Outcomes Of Conflict
The outcome of conflict will largely depend on the way people communicate in the process of dealing with the conflict.

Conflict may produce three distinct outcomes, depending on the approaches taken by the people involved. 
The first situation is termed ‘lose-lose’ (L- L)
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A conflict deteriorates to the point where both parties are worse off than they were before. An extreme example is the case of an executive who dismisses the only person who knows the secret formula for the organisation’s most successful product. 
The second outcome is ‘lose-win’ (L – W)
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One person (individual A) is defeated while the other one (individual B) is victorious.  This is the outcome programmed in our minds when involved in conflict.  It is often conceptualised by managers who use power as a tool for managing conflict.
The third outcome is ‘win-win’
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Both parties perceive that they are in a better position than they were before the conflict began and the relationship is strengthened.  This is the ideal outcome to try to achieve.

When we approach situations with a win-win philosophy we tend to focus on

· Compromise as disagreement is more costly

· Involving all parties concerned and searching for mutual solutions

· Preserving the relationship

· Attempting to understand the other’s needs and objectives

· The creation of a free flow of information

· Emphasise common ground

· Expressing outcomes in the positive. Moving towards something you want, rather than away from something you don’t want. (‘Satisfied clients’ rather than ‘Don’t disappoint the client’)

Formative assessment 6: SO3, AC1
Complete the assessment activity in the workbook at the end of the learner guide

Communication And Conflict
The outcome of conflict will largely depend on the way people communicate in the process of dealing with the conflict.

In 1941 Mary Parker Follet taught that a disagreement or a conflict is not likely to be about answers, or indeed about anything apparent. It is, frequently the result of contradiction of perceptions. What A sees so vividly, B does not see at all. Therefore, what A argues has no connection to B's concerns, and vice versa. 

Both A and B are likely to see reality, but each is likely to see a different part of it. The world, and not only the material world, is multi dimensional, yet one can only see one dimension at any moment. 

One rarely realises that there could be other dimensions, that something so obvious to us and so clearly validated by our emotional experiences, has other dimensions, and could lead to entirely different perceptions.

The best coordination results when every person in the organisation can relate his specific role to the objective of the organisation. 
This implies that the coordination problem is in many respects a communication problem. It arises from functional conflict. 
People with different functions tend to view problems in terms of their own specialist disciplines and training. The marketing manager wants products the customer will buy, while the production manager wants products that are simple to make. These viewpoints are essentially different and must be resolved.
The Process Of Communication
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Communication begins with the communicator. The communicator is the starting point of the communication process and the source of the message

As communication is a sharing experience, the communicator does not wish only to convey a message; he also wants those to whom the message is directed to receive and understand it

Feedback is the answer or reply which the recipient sends back to the communicator after he has interpreted the message

For effective communication to take place, the communicator must formulate the message in a format that the recipient can understand.  The message must be in a language that the recipient can understand, it must not cause offence to the recipient and it must be relevant to the recipient.

The recipient must be willing to receive the message: through effective listening practices, not interrupting while the message is being delivered, and not take offence.  In other words, LISTEN to what the communicator is saying without being prejudiced before the communicator has finished delivering the message.

Barriers To Effective Communication

· Failure to analyse the needs of the receiver

· Poor listening, and lack of attention to feedback

· Assuming that the receivers know more than they really do

· Insensitive behaviour on the part of senders and receivers

· Different cultural backgrounds

· Lack of intercultural understanding

· Too many people to pass on the message from sender to the receiver,  which results in distortion of the message because people filter these messages as they pass them on.

· A defensive climate in which people do not trust others

· A desire to manipulate others.

· Poor feedback, with filtering, omissions and errors as messages are passed on

· Insensitive or poor choice of language by sender or receiver

· The sender’s information may be insufficient or not clear enough

· Poor planning of information

· Wrong emphasis in the information, so that the receiver does not know what the most important parts of the message are.

· Messages that are so packed with information that they are difficult to interpret and process.

· Messages in which the information is so thin that the reader becomes bored.

· Different perceptions of situations and meanings of messages.

· Poor interpersonal skills, in particular, poor listening, distorted perceptions of others and insensitivity to non-verbal communication.

· Lack of understanding of what messages mean because people do not share the same meanings.

· Inability to distinguish between fact and opinion.

· Gatekeeping, in which people allow certain messages to flow through the communication channels but block others.

One of the first steps to achieve more effective communication between people is to recognize and understand why misunderstandings occur in the first place and then learn how to minimize or avoid them.

People’s behaviour is based on their perceptions; their mental image of what the world is like. It involves the use of previous knowledge in order to interpret the stimuli that are registered by our senses.

We do not see people for what they are,

we see them for what they mean to us.

How To Improve Your Communication Skills

Improve your listening skills

1.
Stop talking: You cannot listen if you are talking.

2.
Put the talker at ease: Help a person feel free to talk, create a permissive environment.

3.
Show a talker that you want to listen: Look and act interested.  Do not read your mail while someone talks.  Listen to understand rather than to oppose.

4.
Remove distractions: Don't doodle, tap, or shuffle papers.  Will it be quieter if you shut the door?

5.
Empathise with talkers: Try to help yourself see the other person’s point of view.

6.
Be patient: Allow plenty of time.  Do not interrupt a talker.  Don't start for the door or walk away.

7.
Hold your temper: An angry person takes the wrong meaning from words.

8.
Go easy on argument and criticism: These put people on the defensive, and they may "clam up" or become angry. Do not argue: Even if you win, you lose!

9.
Ask questions: This encourages a talker and shows that you are listening.  It helps to develop points further.

10.
Stop talking!: This is the first and last, because all other guidelines depend on it.  You cannot do an effective listening job while you are talking.

Active Listening

An important aspect of communication is to listen actively.

Listening should be active, not passive. There are several ways in which listeners can exert control in a discussion and prevent more powerful, educated or argumentative speakers from dominating the negotiation. 
· Ask searching questions and stay with them until the replies satisfy you

· Restate the speaker's points as you understand them, forcing him/her to clarify cloudy areas

· Do not respond, or continue to make non‑committal responses until the speaker develops his argument more specifically

· Paraphrase the speaker's words, exposing the hidden cultural assumption and/or feelings of superiority.

· Ask questions that will bring the discussion back to the basic conflict of interests if this is being blurred.

· Take notes and ask the speaker to repeat phrases that are not clear
Formative assessment 7 SO2, AC2-4; SO3, AC1
Complete the assessment activity in the workbook at the end of the learner guide

Surveys show individuals listen about 25% of the time. 

· You recall only 50% of what you hear when you actually listen. 

· 70% of all misunderstandings happen because people do not listen to each other. 

· If we do not upgrade our listening skills we increase the potential for conflict to occur. 

What can we do?  Focus on developing the following will go a long way to building good working relationships and minimising misunderstandings.
1.
Patience



2.
Focus


3.
Open-minded




Two men were walking along a crowded sidewalk in a downtown business area. Suddenly one exclaimed, “Listen to the lovely sound of that cricket!” But the other could not hear. He asked his companion how he could detect the sound of the cricket amidst the din of people and traffic. The first man, who was a zoologist, had trained himself to listen to the voices of nature, but he did not explain. He simply took a coin out of his pocket and dropped it on the sidewalk, whereupon a dozen people began to look about them. “ We hear,” he said “ what we listen for.”

When You Are The Communicator

When you are the communicator of the message, it is your responsibility to ensure that the format of the message is suitable for the recipient.  It is also your responsibility to ensure that the recipient understands the message.

· Think about the message that you want to convey

· Think about the format of the message – written or verbal

· Think about the language of the message, especially when technical terms are involved

· Consider cultural differences and the effect this will have on the message and the recipient

· Consider the needs of the recipient of the message

· Do not assume that the recipient has a certain level of knowledge about the subject

· Ensure that you give the recipient enough information

· Ensure that the recipient knows which part of the message is important

· Be aware of your own perceptions when you think about the content of the message

· Communicate directly with the recipient where possible

The best way to determine whether the recipient has received and understood the message is not by asking: Do you understand?”, as the recipient is likely to say Yes.  Rather have the recipient repeat the message in his/her own words.  Then you can check whether the message was understood.

SECTION 2: HANDLE AND RESOLVE CONFLICT 
Outcome 

Handle and resolve a conflict in the workplace 

Assessment criteria
On completion of this section you will be able to:

· Identify and explain methods to resolve conflict 

· Demonstrate a conflict situation and possible methods of resolving the conflict by means of a role-play

Managing Disagreement
In any conflict situation, you have the actual cause of the conflict and you have the people’s feelings about the problem. 
Consider the potential conflict between Tandi and Sam.  They have different feelings about working late in order to ensure that the project is finished on time.  Here we find that the problem is finishing the project on time, which they both want to achieve, but their feelings on how to achieve this are vastly different 

Never ignore or underestimate people’s feelings about a matter.  To the other person, as to yourself, his/her feelings are valid, legitimate and important.  Usually, you will have to deal with the feelings before you can deal with the problem.

Think about a soccer game (or a rugby game), where the referee has made a decision that one team (and their supporters) do not agree with.  The problem is the decision made by the referee, or maybe the conduct of one of the team members.  However, everybody’s feelings get in the way and sometimes results in physical violence against people who actually have nothing to do with the conflict.  

According to the rules of the game, the referee’s decision is final and should actually not be questioned by anybody.  In fact, it is a game that is supposed to relax us, not cause stress.  Yet, how many times has a disagreement about a referee’s decision caused conflict that led to physical aggression?

Whenever you find yourself in a conflict, always remember that you yourself as well as the other person has feelings about the conflict.  Also remember that these feelings have to be dealt with before you even attempt to solve the problem.


Always bear in mind that the other party’s feelings about the conflict is also valid, even though their feelings might be different from yours.  Your point of view is not the only valid point of view when looked at in the context of the human race, your point of view is probably only valid to you.  Never abuse another person because his/her point of view is different from yours.

Define The Apparent Conflict

· Define what you think the problem is that a solution has to be found for 
· State what you think the problem is

· Speculate how the other party might see the conflict
· Distinguish between facts and feelings and always deal with the feelings first.  Active listening is a valuable aid when dealing with feelings, as it helps you to determine what the problem actually is and it also helps to calm defuse anger, if the other party happens to be angry
This step will establish an orientation toward resolving the differences. 

Analyse The Situation

Ask the following questions (the 5 W’s and an H) in order to further analyse the situation

Who?
Who is involved? It is important that all parties involved in the conflict are identified.

What?
What has happened?  What were the circumstances?

Where?
Where did the conflict occur?  Could the place be significant?

When?
 When did this occur?  Has it been going on for a while?  If so, why was it not dealt with in a timely fashion?  Is it too late to address the issue?  Is it a recent occurrence?  Is this the appropriate time to address the issue? 

Why? 
Why did the conflict occur?  Is it significant that these were the individuals involved?  Could it have been prevented?  Should it have been prevented?

How? 
How did the conflict occur?  What happened that should not have? What was not happening that should have been happening?

By analysing the situation, it is possible to discover that what you thought the original problem was is not the actual problem. If this is the case the next step would be to redefine the conflict based on the new information acquired.
Remember your communication skills!

Generate Alternatives

Generate a number of options by asking yourself the following questions:

· Has this situation happened before? If the answer is yes then what was done about it?

· Is there an existing policy or procedure that would help determine the solution?

· How will similar situations in the future be affected by the solution? Will a precedent be established? 

· Brainstorm possible solutions.

· Identify as many ideas as possible

· Combine ideas and improve them

· Keep visual record of ideas

· Be creative

· Don’t evaluate or criticise until the next step where ideas are discussed.

Project The Results Of Each Alternative

· This ensures the success of your efforts

· By selecting each alternative and asking the question, ‘What if_______?’ you can potentially project the end result of your selection.

Select And Agree On The Alternative

Select the most appropriate option.  Remember that both parties must agree on the option that is chosen.

Implement And Evaluate


· Determine the success or failure through evaluation

· Agree to follow up dates where the parties involved meet to determine the degree of success of the solution

· The frequency and the length of the evaluation process should be determined by the importance of the original issue.

Formative assessment 8: SO1, AC304; SO2 AC1-4; SO3 AC1: 
Complete the assessment activity in the workbook at the end of the learner guide

FORMATIVE ASSESSMENT WORKBOOK

Formative assessment 1: SO1, AC1, 2

Group discussion

Discuss the above situations and how they can cause conflict in the workplace.

Can you think of any more examples? 

	

	

	

	

	

	

	

	

	

	

	

	

	


Formative assessment 2: SO1, AC3, 4; SO2, AC1: 

Group case study

Think about the following scenario:

Thandi and her colleague Sam are working together on a very important project. The project is practically on schedule but Thandi suggests staying an hour after work to ensure that they meet the stipulated deadline to be ‘on the safe side’.  Sam is horrified at her suggestion. He works a full day and sees no reason why he should sacrifice his personal time when the project is practically on schedule.  

· Identify the role players in the conflict

	

	


· Identify the potential conflict in the scenario depicted above.

	

	


· What is Thandi’s work value regarding the project? 

	

	


· What is Sam’s work value regarding the project? 

	

	


Formative assessment 3

Individual self-assessment

What is your style?  Describe how you typically deal with conflict.

	

	

	

	

	

	

	

	


Formative assessment 4: SO2, AC2, 3

How do you deal with Conflict?: individual self-assessment

Consider situations in which you find your wishes differing from those of another person.  How do you usually respond to such situations?  

Below are 30 pairs of statements describing possible behavioural responses. For each pair, circle the ‘A’ or ‘ B’ statement that is most characteristic of your own behaviour. In many cases, neither the ‘A’ nor the ‘B’ statement may be very typical of your behaviour; but select the response which you would be more likely to use.

	1.
	A
	There are times when I let others take responsibility for solving the problem.

	
	B
	Rather than negotiate the things on which we disagree, I try to stress those things upon which we both agree.

	2.
	A
	I try to find a compromise solution.

	
	B
	I attempt to deal with all of their and my concerns.

	3.
	A
	I am usually firm in pursuing my goals.

	
	B
	I might try to sooth the other’s feelings and preserve our relationship.

	4.
	A
	I try to find a compromise solution.

	
	B
	I sometimes sacrifice my own wishes for the wishes of the other person.

	5.
	A
	I consistently seek the other’s help in working out a solution.

	
	B
	I try to do what is necessary to avoid useless tensions.

	6.
	A
	I try to avoid creating unpleasantness for myself.

	
	B
	I try to win my position.

	7.
	A
	I try to postpone the issue until I have had some time to think it over.

	
	B
	I give up some points in exchange for others.

	8.
	A
	I am usually firm in pursuing my goals.

	
	B
	I attempt to get all concerns and issues immediately out in the open.

	9.
	A
	I feel that differences are not always worth worrying about.

	
	B
	I make some effort to get my way.

	10.
	A
	I am firm in pursuing my goals.

	
	B
	I try to find a compromise solution.

	11.
	A
	I attempt to get all concerns and issues immediately out in the open.

	
	B
	I might try to soothe the other’s feelings and preserve our relationship.

	12.
	A
	I sometimes avoid taking positions that would create controversy.

	
	B
	I will let the other person have some of their positions if they let me have some of mine.

	13.
	A
	I propose a middle ground.

	
	B
	I press to get my points made.

	14.
	A
	I tell the other person my ideas and ask for theirs.

	
	B
	I try to show the other person the logic and benefits of my position.

	15.
	A
	I might try to soothe the other’s feelings and preserve our relationship.

	
	B
	I try to do what is necessary to avoid tensions.

	16.
	A
	I try not to hurt the other’s feelings.

	
	B
	I try to convince the other person of the merits of my position.

	17.
	A
	I am usually firm in pursuing my goals.

	
	B
	I try to do what is necessary to avoid useless tensions.

	18.
	A
	If it makes other people happy, I might let them maintain their views.

	
	B
	I will let other people have some of their positions if they let me have some of mine.

	19.
	A
	I attempt to get all concerns and issues immediately out in the open.

	
	B
	I try to postpone the issue until I have had some time to think it over.

	20.
	A
	I attempt to immediately work through our differences.

	
	B
	I try to find a fair combination of gains and losses for both of us.

	21.
	A
	In approaching negotiations, I try to be considerate of the other person’s wishes.

	
	B
	I always lean towards a direct discussion of the problem.

	22.
	A
	I try to find a position that is intermediate between theirs and mine.

	
	B
	I assert my wishes.

	23.
	A
	I am very often concerned with satisfying all our wishes.

	
	B
	There are times when I let others take responsibility for solving the problem.

	24.
	A
	If the other’s position seems very important to them I would try to meet their wishes.

	
	B
	I try to get the other person to settle for a compromise.

	25.
	A
	I try to show the other person the logic and benefits of my position.

	
	B
	In approaching negotiations, I try to be considerate of the other person’s wishes.

	26.
	A
	I propose a middle ground.

	
	B
	I am nearly always concerned with satisfying all our wishes.

	27.
	A
	I sometimes avoid taking positions that would create controversy.

	
	B
	If it makes other people happy, I might let them maintain their views.

	28.
	A
	I am usually firm in pursuing my goals.

	
	B
	I usually seek the other’s help in working out a solution.

	29.
	A
	I propose a middle ground.

	
	B
	I feel that differences are not always worth worrying about.

	30.
	A
	I try not to hurt the other’s feelings.

	
	B
	I always share the problem with the other person so that we can work it out.


	Scoring 

Circle the letters below which you circled on each item of the questionnaire

	
	Dominating
	Integrating
	Compromising
	Avoiding
	Obliging

	1
	
	
	
	A
	B

	2
	
	B
	A
	
	

	3
	A
	
	
	
	B

	4
	
	
	A
	
	B

	5
	
	A
	
	B
	

	6
	B
	
	
	A
	

	7
	
	
	B
	A
	

	8
	A
	B
	
	
	

	9
	B
	
	
	A
	

	10
	A
	
	B
	
	

	11
	
	A
	
	
	B

	12
	
	
	B
	A
	

	13
	B
	
	A
	
	

	14
	B
	A
	
	
	

	15
	
	
	
	B
	A

	16
	B
	
	
	
	A

	17
	A
	
	
	B
	

	18
	
	
	B
	
	A

	19
	
	A
	
	B
	

	20
	
	A
	B
	
	

	21
	
	B
	
	
	A

	22
	B
	
	A
	
	

	23
	
	A
	
	B
	

	24
	
	
	B
	
	A

	25
	A
	
	
	
	B

	26
	
	B
	A
	
	

	27
	
	
	
	A
	B

	28
	A
	B
	
	
	

	29
	
	
	A
	B
	

	30
	
	B
	
	
	A

	Total number of items circled in each column

            

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Dominating
	Integrating
	Compromising
	Avoiding    
	Obliging


Formative assessment 5: SO2, AC4

Group discussion conflict situations

Which of the five styles would be most appropriate in each situation?

	
	
	Your Answer
	Team 

Answer
	You vs Team

	1.
	A stranger attacks you in the street
	
	
	

	2.
	Overcoming staff resistance to introducing a flexitime system
	
	
	

	3.
	You have to force through a sound but unpopular decision
	
	
	

	4.
	A driver cuts in front of you in the traffic
	
	
	

	5.
	Your subordinate goes over your head to discuss an important issue with your own boss
	
	
	

	6.
	You are wrongly accused of causing a deadline delay
	
	
	

	7.
	A manager from another department gives your team a hard time
	
	
	

	8.
	A contractor tells you to get the h*ll of a site because you are not wearing the correct safety clothing (hardhat)
	
	
	

	9.
	A sit-in turns ugly and workers demand that you come outside to talk to them
	
	
	

	10.
	You are waiting in a queue and someone who arrives after you is served first
	
	
	

	11.
	A colleague continually interrupts you in meetings
	
	
	

	12.
	Your partner explodes when you tell him/her that you have been offered a position in Mozambique, and you want to accept
	
	
	

	13.
	A border control officer is rude and obstructionist when you are crossing into Zimbabwe on a business trip
	
	
	

	14.
	You want to watch rugby and your partner wants to watch a movie on a different channel
	
	
	

	15.
	Your boss is over delegating
	
	
	


case study

Think back on all the reasons that have been stated about why conflict occurs and then identify the sources of conflict in the Thandi/Sam scenario. 

	

	

	

	

	

	

	

	


Formative assessment 6: SO3, AC1

Self-assessment

Do you have a win-win philosophy?

In the list circle the number that best reflects where you fall on the scale. 10 is high and describes you well. 1 is low and does not describe you at all.

	1
	I always have a win-win attitude
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	2
	I am sensitive to the needs of others
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	3
	I will compromise to solve problems when necessary
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	4
	I am co-operative
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	5
	I understand the importance of the give / get principle in resolving some conflict
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	6
	I understand and accept that conflict can be positive
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	7
	I am willing to research and analyse issues fully
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	8
	Patience is one of my strengths
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	9
	My tolerance for stress is high
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	10
	I am a good active listener
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	11
	Personal attack and ridicule do not unduly bother me
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	12
	I always include the other parties in reaching solutions
	10
	9
	8
	7
	6
	5
	4
	3
	2
	1

	Total
	
	
	
	
	
	
	
	
	
	


If you scored 100 or above you have a strong win-win philosophy when it comes to resolving conflict. You recognise what conflict resolution requires and seem willing to be flexible and apply yourself accordingly.

If you scored between 70 – 99, you should do well when resolving conflict situations. There are some characteristics that you need to focus on and develop.

If you scored below 70, go over the items again carefully. Identify those where you scored low and highlight them for personal development areas.

Formative assessment 7 SO2, AC2-4; SO3, AC1

Group discussion

· Describe what active listening is

· Why is it important to listen actively in a conflict situation?

· How can you show the other person that you are listening actively?

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Formative assessment 8: SO1, AC304; SO2 AC1-4; SO3 AC1: 

Case study activities

Case Study One: 

MANAGING CONFLICT WITH BOSSES

Thabo Khumalo manages a department of twenty professional staff members. You have worked in this department for three years. Thabo has a reputation for being loud, rude, and obnoxious with all of his employees. In past conflicts, you have tried to put your point across, but to no avail. Your relationship has deteriorated because of these disagreements. You want to remedy the situation, but you are not the non-assertive type. A further problem is that Thabo enjoys giving orders without giving reasons. 

· What is Thabo’s probable behavioural style when in conflict?

	

	


· What is his probable method of handling conflict?

	

	


· What might he value in this situation?

	

	


· What would a low-risk approach be? What would the probable results be?

	

	


· What would a high-risk approach be? What might this result in? 

	

	


Individual Activity

Answer the following questions.

1.   Who are you currently experiencing differences with at work? (Consider upper management, peers and/or employees)

2.   What conflicts have you handled well recently? What was the outcome?

3.  What conflict could you have dealt with more effectively? How would this have affected the outcome?

Group Activity

Case study two: 

MANAGING CONFLICT WITH PEERS

Cynthia is a newly hired colleague in your department. Both of you have been assigned to an interdepartmental team. Two of the team members have approached you indicating Cynthia’s concern about some negative comments she said you made regarding the team’s direction. The fact of the matter is that you never uttered any negative comments and/or criticism and have absolutely no problem with the direction of the team. When you approached Cynthia about this matter she appeared to be offended that you could even think such a thing and denied speaking to anyone about this subject. Your boss has now called you in as he has apparently heard from a confidential source that the team is concerned about your behaviour.

· What is Cynthia’s probable behavioural style?

	

	


· What is her probable method of handling conflict?

	

	


· What might she value in this situation?

	

	


· What would a low-risk approach be? What would the probable results be?

	

	


· What would a high-risk approach be? What would the probable result be?

	

	


· Consider the following questions when attempting to work with peers:

· Do you both respect and understand each other’s roles?

· Do you understand each other’s tasks?

· Are there agreed to time frames you are both meeting?

· Are each of you willing to confront and deal with differences?

· How well do both of you handle compromise?

Role play activities

Group A: Sam from administration is making about 500 photo copies for a meeting tomorrow.  Sarah from finances urgently has to make copies of the financial statements for the managing director for a presentation later today.  

Group B: Thandi, the team leader, wants the team to work an extra 30 minutes at the end of the day in order to prepare for a head office inspection tomorrow. Thabo does not see the need for this and, anyway, he does not like taking orders from a woman. 

Group C: Your team has to arrange the year-end function.  Employees were given the choice of a lunch and theatre show for employees only or an outing to gold reef city for the employees and their families.  The employees are divided about which is the best option and each side has selected a spokesperson.  You have called a meeting with the spokespeople to try to resolve the situation.

	

	

	

	

	

	

	

	


Conflict


Group goals in  jeopardy


Open antagonism


Few rules and procedures that regulate behaviour





Competition


Groups strive for same goal


Little or no antagonism


Behaviour governed by   rules and procedures





Goals become extremely important


Antagonism develops


Groups violate Rules and procedures
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Lose
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