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- In the previous sections you have leamed that your use of the sk:lT
of active 1istening and assertive canmmcaticn encourages accurate and
mutual mderstmd:l.ngs of the thoughts, feelmgc; and needs between you and
'ymn: co-workers Addn.tlmally, by fostermg gx:eater degreesaof trust and
- openness these skills stre.ngthm your workmg relatmnshlps w:.th others
So:.mds pretty good—-almost as if effectlve counnmlcatlon will ‘solve and

' even prevent all of ycur problems and oonflicts at workl

' 'Ihe vanous /ékills of ‘effective counmication will go a. long way in
rese_].ving, and l.e\.zen'-preventing, _mariy of your cohfzylictsb with your co-worker;
‘But even vhen the use ef active .listen'ing and assertive commmication is the

- rule rather thin the exception in yoﬁ:r workmg i‘elationships, conflicts will
e . LT _

Turn now to page 139.
& .
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We ha\'e asserted that even when the use of actlve llstenmg and

"assertive ccum.nlcation is the rule rather than the exception in your
3 work.mg relationsh:.ps ccnflicts w111 still arise. Choo se from among

" ‘the answers pnnted below that you think best eXplalns why this is so,

" and then tum to the page 1nd1.cated by your answer.

A. |

Slmply because we are “human beings workmg w1th other

hunan beings in an ever-changmg work env:.ronment con-

' fllcts will arise: fmm time to” tlme regardless of tha

effectlveness of our camumication. Turn to page 140.

No matter how well developed our listening and asser-

" tion skills, we will always Tun across some bull-headed
stt.bborn people at work with whcm\we w111 have to 'do
‘battle " Twn to the top of page 141 |

If eiref‘}rme at work had a good understanding of and
- practiced the skiils of active listening and asser- -

‘tive cmmmlcatim there would be no conflicts at

work. Tm:n to the bottam of page 141.

q
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Al . .'.';.Very good!. You remenbered that wherever we work and whatever our
o job may be, e will experlence problems and conflicts at one tive
or another Slmply because we are human belngs with vary:ing feel-
1ngs and needs workmg in an ever-changlng env:.ronment with other
‘ hunan beJ.ngs there will be confllcts fran time to tlme regardless
" of the effectlveness oF our commnlcatlon And in almost all cases |
there will be two aspacts to every conﬁllct we will have with our
co-workers on the Job F:Lrst there is the specific, Job—related
problem that must be resolved. Second there 1s the relatlonshlp-
roriented aspect of the conflict. Sometimes the confllcts we will .

have at work w:.ll mvolve real problems and other times we rnay

"'eel or @rcelve that a conflict exists between us and a co-wsiker.

Whether conflicts at work are actual or pe //cea:ved if we employ the

- .skills of active listening, assertlve commihication, and other con-

flict. resolution skills to be outlined in this book, we will become =

- more adept at resolﬁng both the 'specifié problem involved in each
ccnfllct and the/relatmnshlp-orlented aspect of the problem And,

as an added bonus we will be able to tum such conflicts mto —a

g

healthy and productlve experiences at work How can this. be 507

v

Tum to page 142 to flnd out!

. I’
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No, this is not the best answer to oux question, although you will -

indeed often encounter stubborn people at work with whom you w111
haVe to deal. Sametimes you may avoid confllct with such people by
choosmg not to "do battle" w1.th them; "doing battle" with these
kinds of co-workers is not alweiys necessary since such competitive
wars’ requ1re two or more people to become mvolved in the fight.

But you will not- always ‘be able to av01d such confllcts The

, Bkills of active 11stenmg and assertlve commmication will go a’

i

' long way in resolving these confllcts and preventmg future pro-

blems But even if you are ab]e to encourage your more stubborn

co—-workers to learn and practlce these skills, confllcts w111 still

" arise which you and your co—workers will need to resolve Turn

back now to the questlon on page 139 and try another answer.

. =

This would be an ideal situation, of course, but it is pretty far

- from reality. There are 50 many constantly changing aspects. of

your work envirorment, not to mention the "humamness" of you 'and
your co-workers, that some conflicts will be inevitable. Turn back

to the question on page 139 and try to find a better answer.

e
¥
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I.et s go back to the 51tuat10n between George and Susan, described '

in Book I, to 1llustrate ‘the pomt that oonfllcts at work can be both healthy
and productive. Remenber that they were experlencmg a confllct conceming
.the 1mplementat10n of Susan S, department into productlon -However, another
conflict exists bet.ween George and’ Susan, one mvolvmg their working relation-
' - ship. The point here is that regardless of the spec1f1c problem of 1mp1e—
menting new drawmgs into productlon the confllct in George and Susan's work-
l1ng relatlonshlp may 1mpede the resolutlon of thz.s and other specjfic problems '
~ and could create even more d1ff1cult1es . For instance, theJ.r 1nab111ty to .‘
effectlvely resolve th;, problem has resulted in their having to defer the
solution of thelr problem to their superv1sors The superv1sors are not
11kely to be pleased with having to spend time to deal with souethlng which Susan'
and George mrght have settléd on their own had they been more- effect:.ve
cmunmcators and conflict resolvers If George and Susan were able to effec-
tlvely resolve this and future confllcts in their working relationship, they

would become better able to resolve and prevent fut.-.zre problems Also, by

| ccncentratmg on cocperation rather than competltlon, they could become more -
: bllkely to - generate new ways to productlvely integrate the operatlcn of their

two deparments : : N

A}

Now turii to page 143.
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\\ Frao our 1llustrat10n of the confllct between George and Susan, you

" can’ see that although COnf].lCtS at work will always occur, the ways in which

people\deal with t:han largely determ;mes thelr destmctlve or constructive
impact on\wm'k situations. , By dealmg effectlvely w1th both the specific -

problems and the relatlonshlp orlented aspects of conflict situations; we -

can turn our cgnfllcts at work mto potentlal Qtrengtheners of our relation-
/

“_ShlpS with co»workers In so doing we i 1g hvtome able to prevmt spec1f1c
dlfflculties from beccmmg larger problems, and we can even use the Mnfllct

situation to stunmate new ideas and better ways to do our JObS

] \ . . ] ,\..
Let's stop-for a\moment to check on your understanding of the material

preSented so ﬁa_:;_:_ Answ(\er "Lrue or "false” to the. statement prmted below,
‘and then turm to. the page mchcated
In order to make\ sure that our relationships with our co-workers

will :unprove and ‘strengthen, sometimes we may find it necessary'

conflict
B & o 3 S, tum to page 144.
False....ooevvnn.. ..tum to page 145.




True.  Well, this is a feiriy typical way of resolving conflicts--in a
sense, accepting a loss of same conflicts in order to improve relatims
wlthaeomkermdwaitingforamreimportmttimetowinanarglmt '
at work uhen it seems really necessary. Giving in and occasionally letting

. a co-worker "win® may solve the immediate and specific job-related pmblem\
But what sbout the relatimship oriented aspects of the conf]ict if your

. co-wodcer ‘wins t:his one, tlmyounust"lose. or, 1f you win, then your |
co-worker loses. Assessing the outcames of conflicts in terms of wins and

| 1oases tends to polarize relatimships, establishing you and those with
'whan you work as. coupetitors in future cmflicts We shall have mre to say
about viewing conflict at work as competition shortly.. For now, you should |
understand that giving in or intentlmally losing an argument with a co-mrker
is ot likely to strengthen your working relationship with that p_rse/n, but,
as the resentment of the "loser' builds, your relationship is 11.ke1y to
weaken. Now turn back to the question on page 143 and try the other answer.

G
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| _Fi.lg_e_.. .Very good! You remenber fram previous discussion that all of us _:
have similar needs on the job: we all needwf"or others to understand and
, accept our thoughts feelmgs, and needs This is especially true and
"inportmt when u,nfllcts arise at work. If we give in and let the other' .
person "mn,"\we are not likely to feel that he or she has understood or
accepted our posu.lon ‘No matter how positive our intentims in letting"' |
the other person win in the Cmfllct (trying to strengthen the working
relationshlp, for example) the fact ‘remains that if scmeone "v:[m ' some-
" one else mist "lose Instead of atrengthenmg the working relatlcnshlp,

the relatlmshg.p between you and your co—worker is weskened since resent- .

\

ment builds in the loser.

Unfortunately, many tirhes people with whcm we work view conflict as a
ccmpetlt:.ve exercise in which there must always be wimners and losers.
Undoubtedly, you ve heard phrases exenpllfy:mg th:l_s pomt of view suchas

"I just let him walk all over me, " "How can we ever expect to win if the
boss never back.s us up, '.and "Wm a few, lose a few--I 11 just try to win
the big ones from now on." In a11 of these cases a spec1f1c problem may

. be solwed, for better or for worse but the working relatlonshlp will suffe1 |

and weaken.

Turn now to page 146 for a closer look at this w1de1y adopted wm—-lose style

of ccnfllct resolution.

g -
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The ca:petitive w1n-lose approach to: oonflict resolutun can take | N
many forms For example, ,sorre people: try to avoid’ oonflict at any cost.
since they view all ccnflic s as potential losmg_sit:uations and destructive
of their self-esteem. Such Reople see conflict as useless ax'ld hopeless and,
in the:.r preoccupation with absolute harmony w1th co-workers, miss the re- y S
1at10nshlp strengthemng opportv\.nities which t.he use of effective ccmmnica— _

— tion and ccmfllct resolution sk:.lls provide. Then there are the "tough
battler" peqple in the office who look at confllct situations as opportunities
to increase power, status and’ self—image ' Such peOple usually feel that - ‘

since there will be w:.nners in the conflict sxtuations, there are going to ' ,f
: |
l

] .
These are the extreme characteristics of persons vho adopt a win-lose

be losers, as .,well. They want to be winners at any cost.

approach to conflict resolution you will f1nd many peOple at work who- change
_.from one style to another or select an in-between pos;.tion on this ccntinmm.

On p'age' 147, : we have provided you with a brief scenario to illustrate these-

two styles of conflict resolution. In this scenario John is the Director |

of Persormel of a small manufactunng comparty which has just begun to grow

very rapidly as a result of receiving several 1arge govemment ccntracts ‘

Our other character is Mary John's assistant in charge of recruitment. Mary

has been workmg to persuade John \to .consider employmg several women for

some of . the new supervisory positions\made avallable b}\r the company's recent expan-

sion. On page 147 their dJ.alogue begins. ...
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= Mary: John these wom would be JUSt perfect—-they ve had more than

. enough- schoolmg for these pos:Lt:Lons - All they lack is a little
' expenenoe. '

/

- John: Idm'tthnnktheydwozkout Mary Vskmenshouldn'tbeputm ‘
/ ' ‘ positons. supemsmg men, espec:.ally in a plant like ours. It just
! wouldn'twork—-the men wouldn't buy it.

K 'Mary: Well you're wrong /, .but you know where I stand on this

" / ) if what you are saying were true;. ‘then it's tune that things were
o \ . .

o changedl o | ‘ R

John: ' Forget it, Mary- Take your crisade somewhere else. m the Directcr ,
| . of Persa:mel around here and you'll forget about hlring women for
these Jobs whether you - llke it or notl _ -

| ':

Mary: Well okay I don't 11ke 1t but I Just ‘am not going to fight with

you about it...youwin. " S \\
) 4 e ~\ . \\ .

:Jomn:  Good! I'm glad that's _settleg_i__'wmd' that we were able to work it out, .

/r ’ ' . . . N 9 _ . . \

4’/

PR
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The' ccnflict Ft\mem..Jolm and MaJ:y ccncemmg the hiring of women j |
. £o f111 supervisory posit:.cns in the company has been resolved at: least
/. / .
texpcrarily But what of the way in whlch the confllct was resolved? '

E

Answer ‘true or "false" to the statement printed below that descnbes

how John and Mary may feel about their working relatlcnshlp as a result of
the way in vhich they approached thelr confllct -
. // . : . ) . . ‘;
_Although the /sPecific problem may have been at least
. tenpor 11§ solved, both John and Mary are lz.kely to
' feel- s;nmzhat uncomfortable with ,their relat:.onsh:.p "
as a result of the way they approached the canflict.

p s o - S tum to page 149
False........... ‘...’. ...... tum to page 150
[ ' ,
o
. |
|
/',l/" - / -
y / / -

14
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‘Tive. . Goodl Th:Ls is the c correct answer to the q_uest:.m ‘Since Jotn and
Mary did not really hsten to each other or: openly express thelr thoughts o .
. and feelmgs concerning the. 1ssue, neither is hkely to feel understood lor - |
~ accepted by the other. “As a Tesult, while the specific problem of hlr.l.ng
woren for the supexrvisoxry p031t1ms may or may not surface again John and
© Mary's relatmnshlp haS/SMat weakened Mary may feel resentnmt from
the way John resorted to usmg the power of his p031t10n to settle their
:disput In one sense, power provokes ‘comterpower : Mary may now subtly
look for ways to get a:oound John'} current dec1s1on. John may now have
——to-enforce hls power-determ:.ned outcome of the conflict. Or, since power
/doesn t genu:mely 1nf1uence another person, but merely-forces that person N

- to behave in prescr:.bed ways John may. fmd Mary becoma.ng sanewhat reluctant

or less lmtlvated in meeting other responslblhtles in her job.: Additlon— R
ally,, John may be thin:’ - . to h1mse1f "Mary gave’ in too easﬂy—-I wonder - |
" what she has up her sleeve, thereby g:.vmg rise to mlstrust in their work—
ing relatlonshlp Because John and Mary approached thelr ccnfllct in com-..
petitive terms of wummg and losmg mstead of in cooperatlve efforts to
work through the conflict together, theJ.r worklng relatlonshlp has suffered
,settlng the stage for more potentlally destructJ.Ve confllcts. Now tuxn to

page ]51 for a fmal look at this w:.n-lose approach to confllct resolutlpn
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} g_alie_ - No, this is not the best answer to the question. In the first
| place;' neitherJom nor Mary is likely to- really’-mderstmd each other's
positim in their ccnflict or '.feel accepted and understood by the iotl'ire.i:. |
: aince nei&ter of them used the sld.lls of active listening and assertive
camxmicatim Since both John and Mary were viewing their conflict in
rin '. G2 Losing, both tried to mandpulate the other instead
of gmu:x{ely nstemng and openly expressing their thoughts and feelings
| 'In the ald John resorted to using the power of his position to win the
'agnmxt‘andMary gave. in to that power Even thou@the specificmatter ‘
“of hir.ing wmetrfor supervisom'y posit:.ons may or may not surface again
John and Mary are likely to feel dissatisﬁed with the outcoun of their
ccnﬂict. Their world.ng relationshlp has weakened as a result of the way,
, in which they approached the1r differences Now turn back to the question

termsof

o page 148 and try the other answer., -

. co . v S 1 48] i : .’
v . . L7 .
\\. : ]

I . -




.\'-'.l . : ]51

Effectively resolvit:g conflicts that we may have at work depends upon -
our addressing both the SpeCJ.flc problem and our relat:.on.sh:.p with the
4 peracn with wham we are experiencmg the conflict. Unless we pay close
| ;"attent:Lon to both of these aspects of our job-related confllcts, neither |
we nor qux co-workers will be l:.kely to feel satlsfn.ed with the outcomes
,Aof our confl:Lct sn.tuatn.ons The. :Lllustratlon of the cmfllct between Joho _
and Mary clearly pomts out the negatlve 1mpact which the win-lose approach
~to conflict resolution has on these two aspect_s of conflict. situations at

" Turn to page 152 to seeWhatweméar;. ,
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) FJ.rst by the very defJ.m.t:u:n of the m.n—lose approach there must be
"loser" in the resolutlcn of the conﬂlct. That person is not likely to
mthus:.ast:.cally mplement the decismn of the 'w:‘.rmer of the conflict. In
fact, the wimmer may even find enforcement of that outcome necessary So -

whlle this approach to confllct resolutlon may generate solutwns to problems

very often these are not the best solutlons

_ . More.importmt however, is the effect that the win-lose st:yle of conflict '
_resoltiticn has on the relationship between the persons experlencmg the pro-
blem. In the conpetltlve win-lose approach there develops a very clear "me
versus you dlstlnctlon, rather than a "we versus the problem'" cooperatlve
effort. Energies which could be conb:.ned in a mutual effort in solv1ng the
problem are instead diverted against each person locked into the win—lose
approach each person cons:.ders only hlS or her view--there is no mutual

v ’recognitlon of ooumon goals or needs in the conflict situation. The win-lose
?. approach to confllct resolutlon, therefore, tends to polarize people and
: weaken then.' relat:.cnshlps at work.

!

gkills,

to pege 153 to begin learm.ngabout more effective co?flict resolution

P .

—~
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the conflicts that you may have with your co-workers in such

a way that will resolve the Spe(.‘.lflc problans strengthen your relationshlps

.m.th. them, and

tum sueh confhcts into, healthy and productive expenences

' at work, involve various skills' and behavmrs comprising a five stage con-

" fliet resolution pracess. ,These f:Lve stages spell the word:

S.. .o.r.‘"'.L. ..V...E

-Share the thoughts feelmgs and needs involved in the
confhct

Obtam a lls/t of all possible solutlons to the conflict.

.Locate the best possible: solution that will satisfy tmtual

needs : /
/
/

Validate the confllct—resolv:mg process by implenmtmg
the sélutlon

/

Eveluate the implemented solution _"I;y following up on it.

/
/

. Now tumn to-page 154.
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The "SOLVE'" conflict resolution process, unlike the win-lose approach
to conflict resolution, is designed to first recognize and then to meet the
meeds and goels of .a11 of the persons experiencing the cc;hflict In a sense,
this method of conflict resolution is a ""WIN-WIN" or a "NO-LOSE" method. In
reducing preoccupatlons with wimming ox feaxs of losmg, thlS approach to
. canflict resolution is a cqoperatlve effort, mstead of a competltlve battle,
betweeﬁ the persons experiencing tﬁe ‘problem. As a result, this method ‘
discourages resentment and encourages motivation of both people to J.mplement
the solution generated by the process. 'I'nerefore, not only will the spec1f1c
‘problem of the confllct be resolved but the working relatlonshlp between
the co-workers will improve as well. - S

The remainder of this program will be devoted to identifying the skills
and behavmrs associated with each of t.he five stages of this method of con-

. fhct resolutlon

N Now tum to page 155 for .a closer lock at the first, and most importént,

stage of conflict resolution.
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S SHARE. THE THOUGHTS, FEELINGS, AND NEEDS INVOLVED IN THE CONFLICT.

Setting the stage for the effective resolution of the cmflict:e that
youmayhavewithyom co~workers depends upon aMof the thoughts,
feelings and needs involved in the conflict sxtuat:ion Unlese you and the
- person m‘.th whom you are experiencmg the conflict first gemr!nely under—
at:md each other's position, .there probably won't be a cooperative effort
in resolving that oonflict satisfactonly If you and your co-worker are
not satisfied with the cutcame of the conflict, then your solution to the
problem will probably be either forgotten or 1gnored by one or both of you--
‘and your working relationship is likely to weaken '

Stop now and t:hink about the most recent conflict that you have had
wit:h another persan. 'In additlon to your needing to find a practical solu-
tion to the problem, vhat did you and that: other persan really need from
each other while you were e:-nper:.encmg your conﬂict:? Think about this
question for a moment and then tum to page 156.
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\ When we experience conflicts with other heople. we hope to find a
solution to the prcblizm that .willi really work. In addition, each of us
- experiencing the conflict wants to have our ideas, feelings, and needs
recognized and understood by the ether person. ' Also, we want tc; know
~ vwhexe the other person stahds; we don't want to be left in the dark con-

ceming his or her positiocn in the conflict.

l‘n\order to make sure that the person with whom we are having the con-
flict understands our p0311:10n as accurately as possible, we need to employ

the skills of assertive cammmication. By expressing ourselves assertively

in our conflicts the other person does not have to.guess our thoughts, feel- -
}“ings, or needs. Therefore, we can feel confident that we have done all that
is possible for him or her to understand our positid’n in the conflict situa-
~tiom.
In order to make sure that we have understood the positicn of the other
N

person withfwh we are experiencing a confllct--and coumunlcate that under-

standing--we’ need to employ the skills of active listening. In go doing, the
other person will be likely to feel that his-or her thoughts, feelings,. and
needs have been both recdgnized and understood by us and that he or she has
been truly 'heard" in the conflict situatior}.

Now ét;tn to page 157 for a review of the material pi:esented at this point.

no
O‘\
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- For o;n' review of the material presented 8o far, a_nswer "true" or SR
"fals to the sta.tement pnnted below and then tum to the page mdicated.
¢ : |
Shifting back ‘and forth between the skills of assertive
commmicatmn and actlve hstening in this first stage
/of’cmfllct resolut:mn may not lead to a workable soluticn |
' but it is still the most important phase of the prooess
' smce it keeps the working relatlonshlp intact.

S TIUR.eeeeerneienernennnn. turn to page 158

S False.......eiiiseeenenen. tum to page 159.
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. True. You are partially correct; the skills of ‘active 1listening and |
assertive otmmmicatlon will help you and the perscn with wham you are

| _experimcing a ccnflict keep your relationship 1ntact during the process
of resolution. By assertively statlng your needs in the conflict and then

proving to the other person that you both recognize and tmderstand his or

her feelings and needs you w:.ll develop an open and cooperatlve atznosphere,

~ which is essential in solving the confl:.ct situation. You and your co-worker
will move throug-t the remaining stages: of conflict resoluticn o a basis

_-of mitual mderstandmg But the ak:.lls of active listening and assertive
carmm:.catlm ccntnbute to the canflict resolution process in another way

- as well. 'l‘hese skllls not only keep the relatlonship intact dm‘mg the -
confllct ‘but they also actlvely assist other problem—solving aspects of -
ccnflict resolution Go back to the questlon on page 157 and try the other

'
!
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False. Very goodl ‘This answer is c‘orrect. " Not only do the skill?of\
| active 1istau:ng and assertlve ccmnmcatlon keep the relationshlp between
! you and your co-workers intact dunng the ccnfllct but they also actively

_cmtribute tq other problem—solvmg aspects of confl:.ct resolution

You have leaxned prevmusly t'hat the sk:.lls of active listening and
_assert:.ve commnicatmn actually improve exl.stmg conmm:.cation between you
. and your co-wozkers by mlu.ng your: commmication more open trustful, and
| honest. - Very clearly, such carmunicatlm beoomes especially importmt when _
you and your co-work.er\ ave in the midst of conflict sit:uations '

Now tum. to page 160 to leam more about what the skills of active _
listening and. assert:.ve camnmcation accanplish during this f:.rst stage |

?

of ccnfllct resolutlon.

Do
w -
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" Shifting back and forth between active llstem.ng and assertive
Wm—-md encom:agmg the ather person to do ‘the saxre--accanrplishes”
three things wfu.ch are central to ‘the conflict resolutlon process. F:Lrst
.these skills do mdeed keep the relatlonshJ.p betmeen you and your co—workers
intact, both durmg and after the confllct Remanber you may not always be
able to resolve every spec:.flc prob.Lem that arises, but you will always have ..
to_ -live with the remaa.mng Workmg relationship. Second, ‘these se skills will . |
help you identifj exactly where the real conflict exists between you and the.
other person Smce some confllcts at work are based upon misinformation
- and unsmderstandmg they may be percelved and not actual cmfllcts Active
' ln.stem.ng and assert:Lve cormmmatlon will poJ.nt out these faulty perceptlons
"and resolve the "conflict" in this frrst stage. If, however, your confhc_t- '
is not just perceived, the skills of active listening and assertive commmica-
tion will allow you and the othex persovnv to decide -j ointly what the problem |
is\and to. identify the major obstac':les in the way of that /}prob 'em's resolu-
tin. Finally, using the skills of active listening and ass rtive 'couﬁmiica— “
tion mll not only create, but also susta:m, the effective ccmmmcatlon '

. which is so essentlal in all of the four remammg stages of the ccnfllct
resolution process. Now tum to page 161 for a cloSer look at the process
) -of Jo:.ntly 1dent1fy1ng the confllct usmg the Skllls of active l:.stem.ng

and assertlve cotmnmxcatlon
: o

i
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Perhaps the best way of he Lping you to mderstand haw the skills of
" active listem.ng and assertive cczummeatim e.nable you and your co-woﬁcers
to Joz.ntly 1dent:|.fy your ccnfl:u:t and set the stage for its effective re-
solutum is to prov:_de you with an, iliustration of these skills in action.
‘J(ergaret has been the- manager of a retail ftnnitm:e store for
several years and Linda was hJ.red a few months ago as an assistant
-. .mmage.r—tramee For years Margaret has adopted and J.ncorporated
into her traJ.mng program, a rather trad:Lt:Lonal fast-talkmg sales
presentation Linda 11kes her new Job very much but she is dls- :
" covering: that a lower-key approach to sales, which is quite

| different from Margaret s style, works best for her

/

", ,’/

_Tum to page 162 where Margaret begins- their conversation.




.Margaret

| Lind_al: .

162

Linda, I've been watchmg you 1ate1y .I think that you need to put

‘more enthusiasm_into your sales. talk--I'nLconcemed that you're not

doing it _hke_I've been tra:._nmg you- (AS_SER'.I‘IVE (_I)I_'MUNICATION). '

You don't like the style that I've been developlng with the

- customers (ACI'IVE LISTENING).

Margaret:

4 approach that I've been using lately I 1eamed m school and it

Margaret:

That's rifgtxtl I'm uncanfortable when you don't use what I've been -
teadﬂrié you. I think 1t 's too soon for you to be developmg your
own style w:.th our customers. (ASSERTIVE CCM'JIJNICATION) ’

You doubt that«I have enough experienoe to deveiop my om sales
approach (ACTIVE LISI'ENING) Well Ms Stevens I ve tr1ed your

method ..and I wasn t ent1re1y comfortable w:.th it. The sales

&

helps me feel more ccmfortable I also think that it's been pretty
'~effect1ve (ASSEK[‘IVE COM’IUNICATION) '

You feel pretty certaln that you're ready to begm developmg
your om style with the customers (ACTIVE LISTENING) And I'm
thmk:mgthat youJustdmthavemoughexpenence tomazcethat

- kind of dec1510n (ASSERTIVE CX)I\MJNICATION) It'seems that we

B (oomxcr ]DENTIFICATIOI\I) S

both are. ccncemed about increasing sales in the store--we just

disagree m the best approach for you to accompl sh that. I«hy

don't we maet in my off:.ce at f:.ve to see if we can come up w:.th

some ideas that w111 help us both feel better about th:.s sxtuatlon?

“ - ) } an
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Answer "true" or "false" to the statement printed below cancerning

the oonversat:.m between Lmda and Ma:.garet and then tum to the page

.\

Even though Lmda and Ma.rgaret were able to avoid a breakdown

~ indicated by your answer.

in their relat:.cnshlp by using the skills of ¥ actlve listen-
mg and assert:.ve connnmlcatlon, a11 they were, really able to

- qccanpllsh was to "'agree to d:Lsagree

34
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True.  No, this answer is incérre_qt. . Although theix;.use:of the skills
of active lmtening and assertive commmication did help them avoid a pre-
occupation with w:.rming or losing the cmflict,' a lot more occurred in
their cmyersation. In fact, they effectively set. the stage for finding

.  a mutually satisfying\ resblution to their conflict. Go back to the questlon

on page 163 and try the other answer to see what else was happening in

thelr conversation..
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False 'Abso‘lutely! You are correct. | Margaret and L:Lnda. were able to avoid

a breakdown in their working relatlonsh:x.p by using the sk'Llls of active listen—
ing and assertive camumication. They also accompllshed a good deal more
than "agreeing to disagree." In fact they set the stage for findmg a mutually

' satlsfymg resolut:l.cn to thelr conﬂ:.ct

-Margaret m‘d—-LJ‘nda's effective use of these skills throughout their
conversation encouraged them to identlfy a common goal:/ / increasing sales
in the store.  Only by using effective commm:.cat:.on cgn we identlfy these
| mitual goals or non-cmfl:.ctmg needs. Unless we can/ :.dentify these goals
and needs nelther we nor our’ co-workers will become partlcularly IIDth&tEd

to proceed through the rema.mlng stages ‘of the confllct resolution process.
//
If Margaret did not beccme aware that Linda shared the goal of increas- -

ing sales for the store, Margaret might have resorted to the author:.ty of her
position to ' settle" the matter If each person, experlencing the conflict is
both allowed and encouraged- to share his or her" thoughts, feeln.ngs and needs
mvolved in the problem, then he or she will become more likely to partlclpate_

in th:Ls pmcess of confllct resolut:.on

The 1 next. step for Linda and Margaret in effectively resolving their '
 conflict is to obtain a list of possible solutions to their problem. Turn
now to page 166, to see ~how this can be a_ccomplished.

epa,
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S..........5hare the thoughts, feelings, and needs involved in the conflict.

O..........OBTAIN A LIST OF POSSTELE SOLUTTONS TO THE CONFLICT.
Identification of as mmy.potential solutions to the conflict as
possible is important since the langer the list of -such resolutions, the
more opportunity ythere will be tc} obtain a genuinely saf:isfy*jng resolution
for both persons involved. One of the best ways to obtain such a list is
to brafnstom as many ideas as possible‘. Brainstorming involves generating
as many ideas as possible which might help resblve the conflict. Tum now
to page 167 to learn more about how to effectively brainstorm in this sta'ge'.

of the conflict resolution process.

33
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Effective brainstorming requires that neither person involved in the
process justify or evaluate any‘of the suggested f<dess. Woy «u you think
‘this is important? Choose from emong the enswers printed below the one
which you think best describes why brainstoming should occur swithout evalua-
tion or justification of the suggested fdeas, and then tum to the page in-

dicated to compare your answer with ours.

A. Evaluation-of the possible solutions generated by such brainstomming
will take place in the next stage of this process of conflict resolu-
tion; it is not important in this stage. Tumn to the top of page 168.

\
i

B. If the persons trying to brainstorm possible solutions feel as th
they must justify their ideas, or that their suggestions will be
immediately evaluated, they may become hesitant or reluctant to

suggest 1deas Tum to the bottom of page 168.

C. No matter how hard the persons who are brainstormiag try, they will
not be able to avoid immediate justification or evaluation of the -

proposed solutions. Turn to page 169. . - .

35
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No, this answer is incorrect. It is true that evaluation of the
list of possible solutims generated by the brainstomming will occur
iq the third stage of the conﬂict resolution process. However,‘
there is an important reason why such evaluatioﬁ should not occur
untilt:he entire list of possible solutions has been generated
dur:h\'lg\ thig stage in the process. Go back to the quesfim on
page A\ 167\"'\., and try another answer.

“h

Very good! This answer is dorrecﬁ " Avoiding evalﬁa‘tion during this
bramstonmng activ1ty is crucial since the people lnvolved in the
process may staop volunteering ideas lf they feel:that their spgges—
tions. axe being judged. It is. important during this stage of canflict-

resolution to obtam as many ideas as Lossible Therefore, anything

that may discourage or slow down th:Ls bralnstorm:mg should be avoided

“Tum to page 170 to see hcw Linda and Margaret might effectively work -

through this second stage of confl:.ct resolution.
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C..... tbls answer is lncorrect. It w111 be poss:Lble to the people
‘ - t:r:ymg to resolve their confhct to avoid mmedmte evaluation and
justification of their :Ldeas generated in the bramstomn‘.ng stage
" You are correct in realizing that avo:.da.ng such evaluation may be \
dlfflcult and may require mdlflcatlon of some long—standmg hablts. .
of meffectx.ve confllct resolutlon However, there is a very
important reason why ’both persons should try very hard to avoid
' .. immediate justification or evaluation of the ideas genera._ed by
the bra:nstormmg Go back to the questlon on page 167-and try

R t-

another answer
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L Samoftheideas that Lmda mdMargaretmaygenerateduringtheir
brainstornnng ses;imm mclude ‘

1. m.nda cov_d retum to Margaret s style of sales approach for more
tra:ming and exper.l.enoe and a specific date could be set for Linda

.to begm developmg and experimentmg w1th her own approaf' with
the customers

_' 2. Margaret could provide Linda with canplete freedom in devel ing

and using her own approach with the store custome'rs.

3. Linda and Margaret could work togethe:r at th:l.s point to integrate
O thelF tie “8tyles of approachmg sales with the custamers, thereby -
: finding cne thdt L:.nda felt ccmfortable in using and which satisfied

. Margaret in 1ts effectiveness

4, _Each of these ideas could be 1mplemented for a brief trial period
and then be evaluated on the basis of the degree to which each
was successful :Ln producing sales : ' '

The pomt here ls that the more 1deas ‘that are generated by the brain— R
stornn.ng in this stage of ccnflict resolut:ion, the greater the. li.kel:hood |
that both Margaret and Linda will be: gemnnely satisfied with the solution :
to be implen’aited '

Now turn to page 171 to leam about the third stage of ccnflict resolution
'locatlng the best possihle solution ‘that will satisfy mutual needs '

\
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SSbare the thougu:s, feelings, and needs mvolved J.n yhe confl:.ct. o
(o K ,.Obtain a'list oft 'poss:ible solutions’ to the\émﬂ' ' ','

a LIDCATETHE EEST POSSTHLE mLUTIONTHAT WILL SK ISFYMII’UALNEE’DIS

At tha.s pomt in the process Zf oonflict resoluticn, evaluation of the

/
1ist of _possible. solut:ions ob?ned by the- bramséorlm.ng activity beglns
‘That 1s, now is the time for/ th persons to say, "Which of these solutions .
- do you like or dJ.sh.ke" Dofyou have any l}references" What do you thmk

ahout each of these possﬂ{le solutions to our’ problem”“

- - /
//
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|
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'l‘um now to page 172 to find out more about this thlrd stage of- conflict \

'/"' resolution ;
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\- - Making th:.s stage of confllct resolutmn work for ‘both persms,--or 'I
e.ffectlvely oroceedmg through this stage to the next ~ depends upm
_elmn.natmg any solut:.cn that produces an immediate negative rating! from

" either person, for any reason. . bthy do you thmk thls is :anortant? Choose

from annng the answers hsted below the one which best descr:.bes why the
elimination of poss:.ble solutions that are mmed:.ately evaluated negatlvely

by one or more persms :anolved in the conflict is 1mportant.

A. If one or more persons inirolved in the conflict resolution process
; absolutely doesn t 1:Lke a certain poss:.ble solution, and that solu- _
t10n cmtlm:es to . be disgussed as a possibility, thm the entire

ccnfllct resolutlon process is in Jeopardy 'I‘m:n to page 173.

'B. If both persons really have mutual goals or non-cmflict:.ng needs
use the sk:.lls of. act \@ listening and assertlve camumnication, and
are effectlve during b A*:tormmg, then none of the. poss:.ble solu-

- tions in the list will be valuated negatlvely. “Turn to the ‘top

of page 174. |

C. Some possible solutions must be e]_.inﬁnated'in order_.to locate the

best solution. Turn to-the bottam of page 174.
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' produce a negative react:.on from anyme mvolved in the conflict |
»resolutlon process is very important Remenber that dur:'.ng the
previous stage of conflict resolutlon evaluation of- the ideas
generated by the bramstorming was not- allowed If someone in- |

/ 2 volved in the process feels negatively about a part:.cular idea,
" the other person s workmg to persuade or to argue for that o

'solutlon will indeed- nsk the entire conflict resolution process.

. For example, suppose that Margaret absolutely resists and
: 'refuses to dlSCUSS the idea ‘that L:.nda could 1mnediate1y develop
.and adopt her own style of approachmg sales with their customers.
| Not allowing Margaret the opt:.on (or Linda, for that matter _should -
she feel smn.larly about another part:.cular idea) to dismi.ss that
.‘ posslble aolutim could risk her abortmg the entire ccnflict

resolutmn process, and her'resortmg—to-the authority of her

posz.t:.on to settle the matter Now turn to page 175..
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_ ?........No, this answer is incorrect._ 'Ihe sk:Llls of act:ve listening and
assertive comm.mlcatlon were employed during the fi.rst stage of -
/ '.q;conf]ict resolutlon in order to deternnne the cammon goals or the
o ncn-ccnfl:.ctlng needs of the people involved in the ccnﬂlct. -
- Effective 1dent1f1catlon of the conflict by these people does not
mean that there w1.11 be ccmplete agreement between them as to how
" to solve the problem And dunng the bra:.nstormng stage of the
process, evaluatlon of the poss1b1e solutions was not allowed in |
order to generate as long - a 11st as possJ.ble. Therefore at
' this point: in the process of confllct resolutlon there may remain
: dmagreement concermng some of the possﬂ:le solut::.ons Go back?

to the- questlcn a page 172 and txy another answer.

C ....You are correct 1n reallzmg that the 1lst of poss:.ble solutlons to’
-the ccnfllct must be narrowed in order to find the best possible
solutlon that will satlsfy mutual needs But there is another very -
.' 1mportant reason why potent1a1 solutlons whlch are mmedlately evalu—/_
' ated negatlvely by one of the persons involved ‘should be eliminated.

| - Go hack to the questlon on page 172 and try another answer
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Any dlsmBSlm concerm.ng the best p0851b1e solut:.on to satisfy
nnt:ual needs in t:he conflict situation w111 very clea:cly involve an examma _
tion of the merits of all of the poss:.ble solutions that have not been
mmedn.ately gliminated. You may have already guessed that dur:.ng thJ.s

dlscussz.on, the skills of active listening and assertlve commnication w111

become essertial once again. Do you know why? Answer "true'' or "false" ‘to

the statement pr:.nted below whlch prov1des an answer to thls quest:.on, and

_ then tum to the page indicated by your selected answer.

fetive listening and assertive commmication will be essential

1 determining the best possible solution since evaluation of B

A ; E ‘idea_.'s:'i.n_volves peocple's feelings. -
True ..... turn to page 176.
-False...... .turn to page 177.
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True. \Terrlficl You are correct. ‘hen we evaluate various solutions to
our pmblems we take :Lnto account qux feelings about: such J.deas " Therefore, -'
. in trying to f:Lnd the best possible solutlon to our confllct with others, the
gkills of active hstemng and assertive ccxmumcatlcn become very_ important
once mare. Only by effectively using these skills can we conmmicate our

- .'feelings. and needs to the other person and convey to that person that we
recognize and.mctlerstan.d hls or her-feeli.:igs\ and needs. ‘

a

-l

Many times, we will discover two or more possiblé, solutions which seem
equally'attractivg in ;:ésolv:ing our ccnﬂicts. Vhat can we do if this occurs?
One way is to discuss with the other person what might happen if this-or that
solution were implenented For example we tm.ght begm the discussion by
asking the other person, "If we tried this idea, what do you think would -

" happen? Would we both feel satisfled" Are there any flaws? Where might we
fail if we tried this solut:.on?" If you and the other person can answer
_these questicns and effect:.vely etnploy the skills of active llstenmg and

assert:.ve cotmnmlcatlon, a superlor solutlon to your conﬂict 1is likely to

emerge.

e

Tum now to page 178 to learn more about O stage of confl:.ct

. resolution.
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Yoru may be wmdering at—this pomt "What shotld I do if all of the
solutions ‘ara ellmmated or if none of them is attractive?" Choose fram
among the answers 11sted below the one which:you think is the best: course
for you and the ot_her person to follow in such a situation, and then tum
- ta the page indicated by your answer. . | '

-

A. Give in and let the other person have his or her way. Tum to -
page 179. ' |

. B. Begin argumg for the solution which looks best to you. Tum -
. to page. 180.

C. Turn back to an earl:.er stage of the conflict resolutnon process
and try again. Tum to page 181

A I
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No, this answer is incorrect. If this third stage of cmfiict
resolution seéms to stall, and you sbandon the process by letting
the ather person "win," you will at:cmlpliSh little that is positive

‘or constructive. By this pomt yoﬁ have come a long way in your

process ‘of finding a mutually acc':eptable resolution to your con-
flict using the skills of active listening and assertive commmica-
tion. Giving in to the other person at this point may engble you
to. find a ‘'quick - fix" to your problem, but your working relationship
will not improve as a result of resorting to the 'win-lose" style.:
In facf, your re'laticnship may even weaken since yoﬁ may ',experience

some resentnmit in giving in to the other person;"}rou may even

think to yourself, "Just wait until next time--I'1l win that onel"

52
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» this answer 1s incorrect.. ‘Resorting to the 'win-lose" style
of ccnflict resolution by argu:tng for the solutim you like best

if things seem to stall at this point will serve to negate all

that you and your ‘éo-mﬂcer have gained by active listening and
commmicaf:ing assertively. The foundation of improving your
working relationship as a result of resolving the conflict |

successfully has already heen established. It seems unlikely

that you will genuinely want to waste the very positive and |

constructive effort by arguing your view and attempting to "win" )

the conflict. Go back to thé question on page 178 ‘and try

another answer.



181

..Very good! You have correctly realized that if all of the possible

~ solutions on your list have been elinﬁnated, or if none of them seems

| sufficiently attractive to you or your co-worker, then you need to
turn beck to an earlier stage of the process. For example, _you:and '
yeur co-worker may not have accurately determined the common goals‘ |
or the non—confllctmg needs in your situation. Further active

| listen:mg and commmicating a.ssertively with each other will provide
you with a more solid foundation upon which to base the next stage
bof the canflict resolution process. Or, perhaps you and your co-
worker did not sufflclently brainstomm" enough p0351b1e solutions

‘to your problem Returning to that stage may be helpful in generat--.- :

. ing more attractive _solutlcns,

This is not to say ths.t you will always locate iierfect resolu-_ "
tions to your caiflict situations at work. You and your: cojwdricer '
are subject to a variety of circumstances at your _"joh over which
you have little or no control. Therefore, try to 1ocate the best
solutlon that will satisfy your mitual needs. f youmust rertim

_ to an earlier stage of the process, remember that‘_the skislz oF |
active h.stem.ng and a.ssertive commumni cation will remotivate you
and your co-—worker to fmd the best possible solution Now tum o
to page 182 to begin leamning sbhut the fourth stage of eomflict
resolutlon .validating the confhct—resolvmg process by

1mp1ementmg the solutlon.
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S&are the thoughts feeln%s, and needs mvolved in the conflict

| 0'..'.'.'..'._f..0btain a hst of possible solutlcns to the oonflict |

" .' L . .Iocate the best p0531ble solu'tion that will satisfy mutual needs
V..,...‘.‘.'..VAL]J)A!I'E THE mNFLICI'-RESOLVING PReCEss BY MLEMEMJNG THE sourrxon.’

_. Valldatlng the confllct-resolvmg process by :melanenting the solutlcn
is very inporéant Very clearly, puttlng into actlon the decisun that we

and our co-workers Joz.ntly select is the only way that the oonflict will be

resolved Problems won' t 20 away 1f we merely talk about them—-we must do
souething about them. ' ; - )

Now. tm:n to page 183 to find out more about thJ.s fourth stage of c0nflict

resolution.

!
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o ,

In addition to’put:tingvinto action the solution that we and our
co—vm:kera jointly select to resolve the canflict, there is enother reason
shy validatmg the cmflict—-resolving process is :l.uportant let's use.
the situation between Linda and Margaret to illustrate this point Suppose
that they both agreed to work together to find the best aspects of Margaret's
style of sales with Linda's approach, and then ailow Linda to use the new
integraﬁed approadl for one month. After that period, they will examine the
new approach in. texms of its sales effectivmeas ‘and the degree to which
Linda feels canfortable with it. Now, suppose further that each time

'Margeret and Linda schedule such a meeting, Margaret either :Eorget:s ‘or caneels it
at the last nnnut:e

_ Haw do'you think Linda is likely to feel? Answer "true” or "false" to |
) the statement pnnted below that provides one possible answer to this ques- -
tion, andthentlnn tothepage indicated

Even though the actual sqﬁﬁg\of_he:\: pj:pblan'eaa been
postponed Linda is likely to feel\good about the canflict
resolution process with. Margaret since at 1east they were

! able to ta]k thJ.ngs out.

- :»\‘-\\
False..eooeeonnoivns ... .tum to page ‘185
_\_\
. 4' \‘
— \
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T_r_t_xg ~ No, Linda is not very likely to feel satlsfied with the outcome of' |
her canflict resolm:lon process with Marga‘ret " In fact she may even feel -
more frustra.tlm than she felt before working on her pmblem with Margaret |
'I'rue the skllls of active hstening and assertive canmmicatim d1d

trengthen their working relationship. But, consxstent with the old adage
that describes talk as cheap, Linda m:.ght feel that wh:.le Margaret was
w:.llmg to trust her enough to talk, Margaret was actually ne:.ther sufficiently
'- intereated nor tmstﬁ.tl ta follow through on their discussion in teris of
_t:mg upon their joint dECJ.Slm Following through on our verbal commitments
to others at work is alwavs mportant, clearly, such action is: especially
crucial in the. ccmfllct resolutlcn process

Go‘bac.k to the Qi’.iestim o page 183 and tryanotheranswer
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f‘a.lse ' Yes! Linda 18 indeed likely to feel frustrated and even resentful

about the way Margaret was willing to talk with her, but apparently not
sufficiently mte.rested or trustful to ACT upon their joint decision Vali—
dating, or "confirtm.ng the 1mportance of' the cmﬂict resolutim process

- by. each person mvolved means acting upon the comnitment each perscn wakes .

- in the process. Words, indeed, can be "cheap, action makes such words
truly valushle. o '

: When you and your oo-wor‘kers arrive at this stage in the process of
'conflict resolution, you may ask each other, 'What do we need in order to -
get started? Who m.ll do what; what -is each of us responsible for?" Putting.r
your joint decision inte clear temms, defining standards for performance, ‘- o
and specifymg every deta:.l mvolved in the resolution will insure its

effect:.ve 1mp1ementatlon Ade.tmnally, since putting your joint & ision :
mt'o action is a task which you and. your co-workers will have to accomplish o

that the solution works Once agam such a joint effort not only greatly
enhances the charices of your selected resolution beﬁg effective but it
also strengthens your rel atlonshlp with that person.

Now tum to page 186 to begm leaming about the fmal stage of the conflict‘ :
' -resolutlm process evaluatmg the 1mp1e1mnted solation by followmg up |
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Seiiiieanns Share the t‘noughts, feelings,‘ and needs involved in the,_eonfiicﬁ.

o. e eeeaans Obtain a list of possible solutlcns to the conflict.

;.. .......... Locete the best solution that w111 satlsfy mitual needs.

Veooodoo .. . .Validat'e the oonflict-résolvir:é‘ process by implementing ‘the solutim. .
| [ , |

E. ....... EVAUJATETHE]MPLEMENIEDSOLUIIDNBYI'ULMWINGUPONH

Ihfortmately, none of us is an. effect:.ve predictor of - the future

for a varlet:y of reasons, the solution which we and our co-workers implement

'to resolve a conflict may or may not prove effect:.ve Cannitmems that were -

- which could not be inltlally antlc:Lpated The world of work is a oonstmtly
'cha'n'gmg, unpred:.cteble environment. F:Lnally, we are a11 hunan and so we
will alvays make mistekes. - s B |

Therefore, evaluatmg the implemented solution by following up on it - N
serves two pm:poses - First, such evaluatlon w111 help you’ and your co-worker'
to make sure that both of you - are st111 satisfied w:Lth the specific outcame

of your cmfl:t.ct resolut:.on process. But evaluatmg the mplemented solution
meets another: very 1mportant need as a final stage in the conflict resolut:.on

~ process.

'l‘um now to page 187 for an exercise concernmg this fi.fth stage of ccnﬂict

o resolut"

60
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/ C’noose fmmanmg theanswers llstedbelowthe oneymthinkbest
describes the 1mportance of followup of * mplemented solutiori and

/ then tum to the page indicated by your cnswer.

A. Evaluatlon via followup is a good way to check for new f'onflicts
with your co-workers Tum to page 188. l

T begun by the resolutlon of the conflict. Tum to page 189

C. Evaluation via followup is an effectlve method for making sure
that the other perscn is meetmg hls or her ccmnitment to the
confl:.ct resolutlon outcanes Turn to page: 190.
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Aeernn.. This mswer is only partially correct. Evaluation of the implemented
= soli;tion via fo_llowul; may indeed wearth new conflicts withyour
co-workers. Having effectively worked through the stages of

canflict resolution, you and they will be in a very gc;od position
" ta effectively deal with this new probleni. Your diligent énd
effective use of. the skills of active 'listénirxg and assertive
commmication will very clearly help you identify and resolve.
. . new édriflicts. | However, this is not the whole story to cvaiua—
. tion of impl_en;ented resolutions to old_c;ohflicté.'. Go back to

' the question on page 187 and try another answer.
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B........Terrificl You have perceptively realized that followup of

implenented resolutlms ccnveys to our co-workers a renewal
of our cmm:.tnent. In a sense, by follom.ng up on the confhct

. resolutlon process, we will be emm.mcatlng to our co-workers,
"What we acccmpllshed last week (or 1ast month) cmcerning t\:he -
problem we had was very 1mportant to me. Not only do I want to
make certain that our adopted solution is" working for us both, \
but I also want to make sure: tha.t we are st:Lll making pOSlthE

. and constructive ga.ms in our relatwnshlp.

Same of the questims you might ask yom: coéworlcers in
| evaluat:‘.ng the - 1mplemented resolutlon to your confllct are:
- "Are you still satlsfled with our solution? How do you think
things have workedp_ out? Do you think that we 've made progz‘ess?"

Turn to page 191 to f:.nd out more about followmg up on the solutlons you
and your co-worker mlplenented to resolve your confllct

“
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C........No, this _answer ig incorrect ‘Remenber that this entire process
| of conf]ict resolutlcn depends upon and builds trust among you
| and your co-warkers. Us:‘.ng.tlns final stage of the process to \
check up on the ather person very clearly sigﬁifies nﬂ.strust.- And
aince your co-woﬁmr will be likely to perceive that you doan't
trust his or her mtentiom to implement your jointly—selected
resolutim to the cmfllct he or she will probably beccme less
motivated to carry out your mutual dec:.sion, and resort to a
"win-loge" approach to finally settle the matter. Tum back to -
the,questicn on page 187 and try another answer.
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You may discover that your co-worker is dissatisfied with the resolu-
tion which has been implemented, even thaugh he or she seemed accepfant
- when you i.nitially adopi:ed the solution. Do you think such an occurrence
| would slgmiy a negation of your efforts and a failure of the conflict
resolution process" Answer "true or "false" to the statement printed

below that provides one answer to thlS questlon.

If the other person expresses d:.ssatlsfactlon with the
~ outcame of the confhcz: resoluticn process during the
evaluation stage, it would indicate that the proce?s had

failed at one point, and that a return to that Staée is

necessary.
True............ eeeeeeas ..tum to page 192. \’
FalSe..eennneerannnsennn.. tum to page 193.
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True.. If your co-worker did express dissatisfaction with the gpeci'fic
solution which you both adopted in the conflict resolution process, it may
signify that smewﬁéfé along the line in that process one or both of you

 made an error, or were otherwise unable to anticipate the conaeqdmces of
the sel»:;cted resolution. ‘Returming to a particular stage in the proce'ss‘
would, in this case, indeed be,,nec;ssary. But such a realization does vnot. |
necessarily signal a failure of the process. Even though a specific -
resolution proved ineffective, the xelationship between you and the other
person will have improved; in fact, your followup activity will convey to
‘the other your commitment to strengthening that relationship. Therefore, -
even if you must now find another rasoluticn to‘l.the.pmblem that will
‘satisfy both of you, your efforts in the ccnflict resolution process are

" anything but a failure!

P

Now tum back to the question on page 191 and try the other answer.

~

P
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| True. If your co-worker did express dissatisfaction with the specific
solution which you both adopted in the conflick resolution process, it may
signify that sme@ere along the line in that process one or both of you

made an error, or were otherwise unable to anticipate the consequences of-
the selected resolution. Ret:uming to a partlcular stage in the process

" would, in thl_s case., indeed be necessary. But such a realization does not
neosssarily signal a failure of the process. Even though a specific -
resolution proved ineffective, the relationship between you and the other
person w11 have improved- in fact, your followup ac'tivity will c&wey to
the other your commi tment to strengthening that relationship. Therefore, :
'evm if you must now find enother resolution to the problem that will
satlsfy both of you, your efforts in the conflict resolution process are
anything but a fatlurel '

Now tum back to the question on page 191 and try the other answer.

]
{
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False, Terrific! You have understood that our needs and goals at work
will chang]e. The beauty of this process of conflict resolution is that
it is relationship-oriented rath_er than soleljr problem—oriented. Instead
of generating decisions that are locked in con-:rete, thereby ignoring the
hunan quality of us all, this prooess of conflict lresolution offers a
creative method that allows us to meet changing goals and needs. If a
solution generated by this method no longer accomplishes our geals, it
can be discarded and another located and implemented. Rpsolving \.onflicts
-in such a way that both solves a specific problem and 1mproves working
relatlonshms, therefore, involves both an awareness of-and a commitment
.to an attitude that subordinates solutions dec1sxon "and policies to the
' feelmgs needs, and goals oih/unan beings. . ;5

.
N

We hope that you have gained insight into the importance of effective

»

commmication to 'caﬁeer success as a result of reading the programmed

text ahd listening to the tapes. As ve discussed earlier in the orogram
these ideas and skills are not magical or mysterious. They will require
a great deal of work and practice on your part in order to produce positive
results in your work env1rom1ent But if you are dillgent in working to
J.mprove your coumm:.cation skills you will be both surprised and delighted |
at t.he positive impact they will have on your relationshlps with others at

work.



