EDA217 261

JTITLE

INSTITUTION

14

_SPONS AGENCY

- PUB DATE
NOTE

&

EDRS PRICE

L]
-

'QDENTIF}ERS

-

_ABSTRACT

DESCRIPTORS

.

v

DOCUMENT RESUME
CE 032 897

Deal1ng with Interpersonal Conflicts.
Pre-Apprenticeship Phase 1 Training.

Lane Community Coll., Eugene,.Oreg.
Employment and Training Adm1n1strat1on -(DOL),
Washington, D.C.; Oregon State Dept. of Edu ation,
Salem. i

79 '
l6p.; For related documents see CE 032 866 8930 and ED
213 887-~905. .

‘
*y

MF01/PC0l1 Plus Postage.
Behavioral Objectives;\Check Lists; *Confl1ct°

.

" . *Conflict Resolution; *Interpersonal Competence'

3

*Interpersonal Relat1onsh1p, Learning Activities;
Learning Modules; Pacing; Postsecondary Educat1on°'
Tests; Two Year Colleges; *Work Env1ronment -
*Preapprenticeship Programs

One of a series of. pre-apprenticeship tra1n1ng

modules, this self-paced student training module deals with the
naturejof interpersonal conflicts and ways of solving them.-Included
‘in thé module are the following: cover sheet listing module goals,
title,, and performance indicators; 'introduction; study guide/check
.« list with directions for module completion; information sheet

d1scu551ng the causes and consequences of interpersonal conflict as
“well as practical suggestions' for resolving such conflicts;
self-assessment; self- -assessmept.angyers; assignment; and’ post
assessment., Emphasis of the modg%e is on.interpersonal confl1cts
occurring at work. (Gther rela pre-apprenticeship phase 1 training
modules are avajlable.se arately—-see note.) .(MN) :

N~

~,\‘

4 4

L3
2

¢

ey

***********************************************************************

*
ok

Reproductaons supplied by EDRS are "the best that ~can ‘be- made

{ from the:original document.

*
*

**********************************************************r************

[c

e ‘

L




ED217261 @

o

= p-APRENTILESHP  PUASE L TRANING,

°

1
3

DEALING WITH INTERPERSONAL COMFLICTS

interpersonal conflicts at work and
some suggested techniques for dealing
with them. : -
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.
- -

U.S. DEPARTMENT OF EDUCATION
NATIONAL INSTITUTE OF EDUCATION
EDUCATIONAL RESOURCES INFORMATION

N CENTER (ERIC)
This document has been reproduced as
tecerved from the person or ojganizaton
onginating it
. Minor,changes have been made to improve
reproducton quality

a

® Points of view of opnions stated in this docu
’ ment do not nécessanly represent official NIE. «

positon or pohcy .ot

-

“PERMISSION TO REPRODUCE THIS
MATERIAL HAS BEEN GRANTED BY

TO THE EDUCATIONAL RESOURCES
INFORMATION CENTER (ERIC).”

@ Copyright 1979,_10regon Department of Education.
< BN ‘ ’ S

e e Sy DL

C e




+ . e

INDIVIDUALIZED LEARNING SYSTEMS ' -

’ 1y ]

* Study Guide

€heck each task off as you finish it. P !
. 1. : Regd and discuss the Information section of this mbdu]g.

. . ] - . \

2. “/‘Comp]ete the Self Assessment questions and compare your answerd with

/
those given on “the answer sheet, following the Setf Assessment.

-

3. Complete the four assignments ‘in your broup: .
o 4, Qg@p]ete the Post Assessment and continue to the next module.
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INDIVIDUALIZED LEARNING SYSTEMS
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It is generally agreed that over 80 percent of workers who are fired lose their

-JQPS because of their. d1ff1cult1es w1thnother people,- rather than for 1ncdmpetence

, or poor werk. You might feel that any ‘evaluation of you as a wonker should be’

based entirely on work skills, not on how you get along with other employees; well

‘s

"1t isn't, and,. rlghtly or wrongly, that is the way of the working world.” It is,

therefore, very 1mportant to discover as much as poSS1ble the sources and causes,of .

conflict, as well as ways of dealing w1th it. ’ RS
\ . oy

s 2

8 There 1is ng d1ff1culty in recognizing open arguments and threats- of v1olence or *

Y
S1gns of 1nterpersonal conflict, but, hopefully, these S1tuat1ons will be very rare.

Most conflict is expressed indirectly- and\requ1res some experience and skill to

know what 15 going on. Conflict could’ be revealed in competition for power--wha

is in favor%w1th the boss, who has. the most’ 1nfluence who can order others)around
Even less d]rect is the fairly frequent situation of talk1ng beh1nd ‘people’s "backs, -
gossiping, slandering, badmouthing fellow workers and/or the employer..: In this,
indirect expression of conflict, there 1s frequehtly an attempt_to ¥ivide people,

-to create sides and to win the fight by undermlnlng the other side. Characterlst1o,

too, 1s the spread1ng of rumors and generalizations about groups of people In a’
workplace there is a lot of conflict, there is llttle team feeling or group support
and a minimum of genuine commun1cat1on -There 1§,- however, an abundance of )
dissatisfaction, frustration, confusion,- irritation, resentment and angerv Co

’
; a
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It is'possible to find yoursélf in working conditions that sebm to be the [causé of
confllct between people. It is not always clear who or what. is the’ 1n1t1al cause-
of the. confllct, is it the worklng env1ronment, the employer s values and att1tudes,
supervisors, fellow-workers, or could 1t be the way x__ -are: 1nterpret1ng and -

respond1ng—fo ‘things? " You could spend a lot of time 1dent1fy1ng and .deciding who~ Ea

or-what is to blame, but still be no nearer to 'solving the conflick, unless lou also
decide who is responslble for do1ng anythlng about it. When people have negat1ve

e
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] fee11ngs in this vague, generallzed way, it s usually in a 'Them and Us" atmosphere
) . . where the employees distance themselves from the employer. This can turn into
1nterpersona1 convlict between the workers. Some people who get angry about-
conditions at work, say nething until they'get home; they they shout at their kids.
* Other people resent the1r boss and get angry with their co- workers over mihor

i’

e

1rr1tat1ons - ) . 4

In some ways it is true to.say you get the working'conditions and the bosses you .
deserve. That is a strange statement, byt.it arises out of what has already been
discussed in previqus modules: if you and your fellow workers are not cooperating,
then your own division and conflict will either echo or make worse what is
happening throughout the work environment. Of course, one person is not going to
achieve much without the danger of being 1abe}ed a troub]e maker, but the
respons1b111ty still Ties with those who want change, rather than w1th thase who
prefer to leave things exactly as they.are. The more you and your fe]]ow wlrkers
are open about your negat1ve fee11ngs are active, in constructive ways about
expressing them and in sugges ting a]ternatfves, the more likely it is that your
satisfaction with your work. and the workplace will 1ncrease Toyalty to each other
. and to the organ1zat1on or business you are working “For thr1ves on honest communi-
cations. and sincere attempts to resolve, \to the sat1sfact10n of -all parties,
LJnterpers%na] conflict. < _ . o /,)
. 5 .. _
i In d1scuss1ng more specific 1nterpersonab conT11ct between two or more 1nd1v1dua1s,
it is frequently the concern of the part1cnpants to prove who is to blame and who .
is innocent. This is a simple approach based on a model of crime. and punishment.
' Fo]]ow1ng this model explains Why 85 percent of the people who lose the1r Jobs do e
. SO because of difficulties in work1ng with others. 1It-is a quick way. However
it not only wastes all the training the f1red person @i received but it d1srupts
“the whale working environment. If, 1nstead the conflicts -could be-resolved, the
effect on 1nterpersonal relations at work is Tikély to ?e pos1t1ve and dynamic.

©
-
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In some work situations, there m1ght be an unsk111ed superx1sor who is over- bossy
and interfering or, the oppostte/ Tax and unclear about what is requ1red‘ There
+  could also at t1mes, bg sneaking, 1ncompetent3 inefficient fellow workers However,
-~ it .is easy to blame the othér person when. it might be for lack of anyone 1ng Y
‘r,’ tactful, honest feedback that he or she continties w1th his or her present behavior. ‘
An under1y1ng belief-in a]] these modules is that if you demonstrate respect for ™
both yourse]f and other people and, re]ate as equal human belngs you are much flore

~
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likely to et what you think is right. In the case of the oyer-bossy person, ,
whether suo rvisor or norker, his or her relationship with others is based on a
demonstration of lack of respect and inequality. If you are able to communicate

,your observations and fee11ngs and suggest an alternative way, yougare likely to
d1seourageethe previous behav1or which is trying to. continue the unequat re]at1on-
ship. The main point be1ng made here is that it is not of much value to find out

who is initially respons1b1e for the conflict; the most\nmportant and useful*
approach is to decide who is going to try to change the relationship. Genera]]y. //
a gu1de]1ne.wou1d‘be this: if you are suffering, you are responsible for trying to
get rid of that discomfort. o | . ' .

* i

There are many situations of conf11ct that you m1ght at first th1nk are someone Yy {
else’ S problems and, therefore, someth1ng they should solve. For example, it is K
possible that another person may react in a hostile wab to you becuase he or. she is

fee11ng threatened by you. Maybe it is his or her own insecurjty, Jealousy or’

whatever, in response to your good looks , talents, outgoing personallty, etc. If

you can sense that Someone is feeling threatened by yoy in a s1tuat1on where you

have to'work closely, 1t s your responsibility (as the stronger of the two peop]e)

to 1n1t1ate some sort of solution, . -
- -~ ~

There are'times wherg the situation is reversed and the. other person'seems to be
threatening ydu. ‘(Threatening means an attack directly Qr indirectly, on your

personal be]1efs and values.) This could by by 1abe11ng you-as o]d young, ma]e,

female, b]ack white, w1thout . accepting you as a real ‘person in your own r1ght

How to deal with this sort of conflict will be discussed later, but it is important oy

to stregs again that it will ach1eve very little 'to point.-out who is to blame;

_ the a1m is to do someth1ng about 1t and that might mean that you, the person

be1ng d1scr1m1nated against, are responsible for-1n1t1at1ng that action.

» -
k4 Cd
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Conf11cts occur when 1nd1v1duals have d1fferent expectations; the app nt1ce who

'expects to be shown how to do something- before he or she tries, and ife journeyman,who

expects the apprent1ce to give it a shot first, for examp1e Un]ess these different .
expectatlons are communacated clearly, conflict w11] occUr Th1s type of conflict

is easier 'to deal with, as are d1fferences in percept1on--the way two peop]e have
seen and experienced_ the same s1tuatlon One, person m1ght see the f]oor areas as
clean enough unt11 the end’ of the day, and another person might see it as c]uttered

- and potent]a]]y dangerous Just acknowTedg1ng, even to yourself, that there are. (

many d1fferent 1ndlv1duals and many‘dafferent values, beliefs, expectations and
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-waystof interpreting them, might help td put‘conflicts of this type -into a more
realistic perspective. Again, the respons1b111ty lies with ydu toé c]ar1fy your
own position and to understand the other person S v1ewpo1nt Expectkng everane to.

- take on yesponsibility for solving conflicts is 1dea11st1c, being prepared to.take
. -~ o - * .

on the responsibiljty yourself, is realistic.

Finally, there are very personal causes of conflict which involve you over-reacting,.
a]most‘it seems, without being able-to stop yourself, to something that is spoken

or done'by another person What he or she does or says immediately seems to you a
great threat ‘to who you are, even when the other person is unaware of the power of
his or. her words or actions. We carry around w1th us a lot of interpretations of
early memories that signal when to fight for our lives, or so it seems. For -
example, Jjust the tone of someone's voice (a fellow student or .apprentice) might
remind you of being critictzed and put down as a.chi]ddﬁy a dominating adult. _This
could "hook" your emotional response so that you béhave in a very angry or defensive
Manner. In situations such as these when the adrenalin sudden]y rushes thrdhgh

your body in. response to someone else's remark or attr%ude yodkknow one of ‘your
emot10na1 "buttons" has beeh pushed We owe it to ourselves as well as to the
peop]e we are likely to terrify by our over-reaction to find dut what causes this

immed{aqe upset, so that we ean be en guard and ready to 'cool’ it. '

N . . \'. N
We are now at a point where we have d1scussed causes of interpersonal conf]1cts fn
a‘Work setting and stressed the 1mportance of being active, of taking respons1b311ty
for trying to solve them. What~happens if you remain inactive and just hope it will
sort itself out? First, the bad atmosphere, the poor personal coﬁmunication, etc.,
will continue and worsen. Secondfy, as a result of not expressing yowr negative
'emot1ons, you may start to suffer phys1ca11y—-fee11ng tense, having headaches, poor
s]eep, being irritable and Jumpy, etc. So, why do some people either avoid do1ng ‘
anything about the conflict hoping it will go away or postpone taking action until
things get sosbad, that they almost explode? The most common 3ust1f1cat1ons g1ven
arethefear of pot being ]1<ed and the fear of harm1ng the other person. .

]
A

Both of these fears seem reasonaple and k1ndrhearted they are, however, rarely
sufficient to cdmpensate for the upset that you're going through while interpersonal
conflict continues. They are also based on shaky evidence; there is little, if any,
proof that a persdn who communicates deep concern about 1nterpersona1 conf11ct and
makes a genu1ne effort to patch th1ngs up, énds up being’ disliked. On the contraryh
they are more 11ke1y to win friends. The second fear if also an unnecessary one

7
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and probably arises ouﬁ of memorfes of being hurt in.cﬁHléhood. Thereiis liﬁtle .

‘ proo’f to 'suggest that people benefit from being she]'ter\eg"from the truth; bthere is
no evidence to show that interpersonal conflicts are resolved by pretending they dq

not exist, and there is’ little reason to believe-that adults cannot easily survive

' negatjve feedback from another\Eersénp & "‘ ~ ) Coe '

How, then, do you deal effec%ive]y with interpersonal conflict?

.
L)

.
-

Chdoseathe best time.

Nothing is solved, to the satisfaction of both parties, if you are-in a Faging temper.
When- you are feeling boiling mad,:that‘is not the time to try to resolve conflict.
It is all right to comﬁunicqte that you are fee]iné angry and that you need some
time before You wait todeal with the matter. Give yourself time to cool down; '
. éven the old way of couhfing silently up to about to 50 before you deal with «the
issue is far bettervthgn.acting impulsively while %n anger: When you can éontnol
. your voice, your facial expressions and gestures,_it,tjhe to ask the o%her person
5 ~ to try to resolve the COnflict'with youi Here is an example thap might test manya
' peoﬁ]e to their limit: you é}e having a well-earned brégk, pouring somg, coffee
‘ ' , from a ther‘mos,‘ r'e]axinga taking g long, satisfying drink only to dissoye‘r thatw ‘
your "friend" has put salt in it; he or she is laughing, almost ina state of °
4 hysj:eria_J Fhe first impu]se,might be to thro& theccbffee and thermos at the culprit,
. but, tékinb time gives you not only the satisfaction of appearing to be in control .
-" (and tBerefore, a ﬁuch'sqﬁonger person)} but é]sajphE"realit' of being able to deal
2>with the situatidn with nnré;impact. You theh go through the éamenprocédure as
you did in Communication ‘Skills: ‘ ‘ - e

e

.

. , - <
"Jima I know you get a lot of fun out of playing jokes but when my breaktime

and drink are interfered with? I feel véry’ angry. Would you please never tpﬂch

. . my belongings againdyithout asking me first? Thank you-" .
R R “ . . . \ -

« . .

, Remembér; if you ar% going to show respect for him as an individual, just as you
éXpect him to do to you,‘thjs type of approach i ;he only way; punching him out,
' even if.}ou are a lof_stronger, does not solve the conflict, it is more, 1ikely to
- .increase its seriousness. . ) . L

°

- . . A ]

. . ,

Show.you are taking respoﬁ%ibﬁfity-

-Taking‘nespbnsibility fgr who yoh are, how you“feels wﬁééé you are at the moment ,
and what you want to achieve, ‘is a recurrentvtheme throughout these modules; it is

( ae - ISR -, : 8 o - )
2 - - ) . . . ) .
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the way in which you: maké these attempts that determ1nes whether you wilt be
' successful or not. '!t is best summed up in the advice: ‘take care to say "I""
rather than "you." Instead of* "you make me mad" say, "I feet angry." ‘Instead of

"you are a shirker" say, "I féel resentful when I have to do work that is not mine." ;

"The responsibility is yours, the feehngs -are yours, and the language must reﬂect
this. When you make these persona’l statements, there is no mention of b]ame the
emphasis is on solving the problem. As. suggested earlier, there is no benefit.gained

¢« .* 1n accusing people of being in the wrong. , f ,
The- language formula ‘ j ‘ _ ' ) y
- It you w1sh to resdlve confhct between you and another person, the language formula
is: . e .
a. te?] the other person, pohte]y, what it 1s that he or she is do1ng that
)upsets you, -, . . ) J - =/
» b. tell him or her your fee"hngs by saymg, “I feel..... . _' ~
c. - tell him or her how his or her behavior affects you, ' '

o

" make a suggestion, us1ng tact and show;ng respect, ‘for an alternative way
of behav1ng 3{

Here, again, is the formula.in an illustration:
. S ‘ —
& 7. when you stand around ta]kmg with the customers, .

¥

» e

_b. I f?el 1rr1 tated - N

.—-beeause.l_anuefi_to_complgj:g_the pa1nt1ng by myself, - "

d. Iwonder1f you would, ‘please, try to confi ne the talk with customers to our

. lumch break? - —
Negoti,ati ng - . ’ "o, N

-

- - Some confljcts will involve the advanced skﬂ] of .negotiating in order to ﬁeso]ve

- them. You Can use these skills to resolve your an 1nterpersona1 confhcts or to
help other people.. The skills involve the principle of ' give and take' and of
making it c]ear to the other persongthat you are prepared to give a little for the "
sake of gett1ng along together. It 1s close,to bargaining ‘at a'garage sale: the
price is marked $5 and you-ask, "will you take four"and the reply is "ho, but I'1T-
>+ let it go for_$4.50." That s barga1mng, negotiating, the skill of‘ compromise to
. get what you want. Finding a solution to 1nterpersona1 confhcts could, in-theory,

. be as simple, as long as "g1ve and take" is acceptab]e to the people in d1sagreement
Here is an example: =~ - . . . » .

2
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S1nce start1ng your. job ds an apprentice electrician, you are the ‘only one who 1s -
asked to do po]e climbing. You use your skill of tact and ability to “communi cate

your feelings and suggest the alternative that you do it half‘the week and your ' j
fellow apprent1ce Jdoes it the other half. It is read11y agreed upon (you were on]y
asked to do it because you seemed to enjoy it), and all your tens10n and resentment 4

- disappear: They were totally unnecéssary. It is incredible the extra load of

worry and tension that we often carry around with us because we have been afraid
to. take respons1b111ty, speak up and try to resolve 1nterpersona1 concern.

r

N
Y.

<

Discrimination. ' S ) .

/

You cou]d become a great help tchther peop]e who are hav1ng 1nterpersona1 conf11ct ,{
offerlng your skills as a negotiator. This is a great challenge and is not- S0 S
difficult as long as both people recognize that you are not wanting to take sides.
In doing thig, it is important to get away from the personalities involved and to - . '.
identify the issues. This is particularly useful w‘en you are dea11ng with -
emot1ona11y charged beliefs that create prejudice and d1scr1m1nat1on Fo]]ow1ng is
an 111ustrat1on of a“third person trying to act as a neutra] negot1ator identifying
and dealing with the isSues rather- .than staying c]ose to the people's feeling: =

a. "I don't get upset over little mistakes! *It's just that I don' t want to

have them']and1ng on me all the time. MWhy do I always get stuck with

.

. 4 .
P people straight out of school?"

b. “What's that to do with it, you're such a miserable....... ool .
c.. "Ho]d on a minute because it seems 11ke there are two issues here. The ’
f1rst is "how much do you cover for other people's m1stakes?" and-the
second is "can you stereotype a whole age group of people, or are individuals

different?"
{; .

.

Prejudice and discriminat%on‘are Tikely to be accompanied, always, by interpersonal
conf11ct because they q§%§1ue the individual. Take as an examp]e the existence of
sexual harassment this exists 1n any situation where a person in a higher author1ty ¢

. tries to get sexual favors through the weight of his or her position. ‘In s1tuat1ons
“like these, as w1th pregud1ce arising from race; age, national or1g1n %tc. , itis’

probably better to get he]p from someone else. As a first attempt to resolye -
conflict, keep a written record of any incidents and remarks that seem d1scr1matory

“or harass1ng Then,. with a sympathetic co-worker, approach” the’person involved. H
. _Use the same formula \as has a]ready been outlined: ~a) say what i bothering you, -

b) say how you feel about ?t c) say what effeet it is hav1ng on you, d) suggest
- - . ) . ) . - 1\0" R A ) T 5-




cooperative and supportive work1ng,env1ronment

‘ .-
.

how you nould 1*ke things to chaﬁ@e ' Your, attempt to resolve t
h1gh chance of success even when - dea11ng with- entrenched att1tu

is not the attitudes of another person you can change on]y the
you. If th1s fails, you have recourse fo complain at a higher
aim, however, should be to decrease ‘conflict and he]p_yourse]f

level

he conflict has a
des; remember, it~
behavior towards °

< Your first

and your® fellow
workers get what you 'deserve for all the hours that you are toge

- agl . . .

ther--a-satisfying

-
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Self
Assessment

-’ K
- " v

Dec1de which answer best comp]etes the sentence or answers .the question., Write the,
letter for that answer in the b]ank to the left of the statement
- - ° - . , . » t s L
0f tyose, workers: who are. ‘fired', what percentage Tose theﬂr jobs because,
' of difficulties with other peop1e7 "
a. 20% S .
b. 8% ‘
c. 60%
In a workp]ace where there is a lot of conf]1ct, ‘which of the fo]low1ng
are you unlikely to find:
. a: gossipping -
b.. team support ., -
c. prejudice
T . .
When you experience 1nterpersona] conflict, which -is the best thing' tp do i
a. find out who to ‘blame ' '
b. Tleave it up to the emp]qyer to sorf it out

c. take respons1b111ty and see what you can do ‘about 1t
(' . o CE
When you are fee11ng angry and upset as a resu]t of someoné elée

.

. att1tudes or _behavior, it is best to: . o h‘ e

a. commun1cate to the person involved how you feel’
b. get really angrx with the other person 4'//
.. .

keep quiet and say nothfhg '




5. __  If you don t like the 1nterpersona1 confl1ct you are exper1enc1ng, who
. ' . s responsible for doing something about it? . - . i
a. ‘the boss : e g . ‘]‘
b. your fellow workers N .- ’ ' '
‘g o . C. you . A

-~ .
1
-

‘6. 3 Whieh of these could Jlead to 1nterpersona1 confl1ct?

1

LT - Ra. different | expectat1ons ’ o
. _ Qb. d1fferent perceptmons ' ) .
- ¢. prejudice . a :
. 'l_ N ' . - ‘,w . ‘
7. when you fee1 suddenly furious about someth1ng someone s says or does, it

- . is better to: '
a. Tlet them have it right away
. b. control yourself and forget about it
c. wait until you-cool down and thén deal with it

8..- .~ Say1ng "I feel angry," rather than, "you make me angry”. shows you are:
‘ » a- .blaming the -other person o,
" b. tak1ng respons1b1]1ty for your own fee11ngs v
o . c. mak1ng a fuss o N
9. v - Sexdal harassment,is: T : C (iﬁ;f .
. - -
a. -giving compliments and ask1ng someone for a date . -

.. b. showing you are attracted to someone ;
- ' . c. using a position of poWer to try to get sexual favors

Dy ,
! - .o : . ”
10. - -A-person who reveals deeply entrenched prejudice is more likely to be
’ -able to change his or her: ¥ ' . _ b
-, . a. behavior St s , b e
" - b. attitudes . ' L SN
o . s . S . $ .\ = ‘e ’ *
. f.‘,belgefsa e e ) . o -
¢
. ’ - 1. ' . i :
! I
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Write down briefly-and then discuss within a small group:
. — , : '
r < s
1. Things that make you very angry. \ -
I . ' ) T )
2. Examples of occasions wheneyou éxpressed your anger. .
3. Examples of times when you képt your anger to yourself®, i .
4. iy successful, personal experience of dealing with interpersonal conflict.
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1. Wr1te out the suggested a, %:seq'd:‘formula for dealing with intergfrsonal
. conflicts.

2. Write out an examp!e of your own, illustrating these four steps.
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