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ABSTRACT

This manual is a guide to an interactive training program
designed to address key skills necessary in todav's high p=.f:rmuace
workplace. The module is intended to meet the learning needs of production
workers who may have limited basic skills or literacy. This module, which
addresses conflict resolution, focuses on helping employees understand the
value of good interpersonal relationships and how to facilitate a win-win
team atmosphere in the workplace. Workers using the module receive practical
hints and learn strategies for handling workplace conflicts in constructive
and creative ways. Workers and supervisors can be helped to become partners
in creating a new workplace community in which conflicts can be resolved,
managed, and transformed to the benefit of the company and its employees.
This module contains six 1-1/2 hour lessons that cover the following topics:
(1) identifying workplace conflicts and ways of resolving them; (2)
developing a win-win attitude; (3) tools for conflict resolution; (4) how to
have a fair fight; (5) managing the conflicts within; and (6) conflicts:
heading 'em off at the pass. The training manual includes an instructor's
guide that contains activities for each lesson, transparency masters and
student handouts, information sheets, teaching suggestions, and pre- and
posttests; and a supervisor's guide that includes lessons on getting along
with co-workers. (KC)
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$¥ Pretest/Posttest ¥ 4
S~ Resolving Conflicts JObL,”k

Name Date

Pretest/Posttest

On the blank line, write the letter of the correct answer.

____ 1. Consensus is:

a. A decision agreed upon by the entire group or team.
b. Voting for a decision.
c. Tossing a coin to make a decision.

2. To find a Win-Win solution, you have to:

a. Let the other person win.
b. Be dear about the issue and be willing to discuss it.
¢. Give in

3. Which of the following is not a conflict resolution style?

a. Avoid.
b. Dominate.
c. Recreate.

4. True or False: When having a disagreement, it is sometimes necessary to “agree to disagree”

How well do you agree or disagree with the questions below? Using the following scale, circle the number that
best represents your answer:

1 2 3 q
“Strongly agree” “Agree” “Disagree” “Strongly disagree”

10.

11.

I understand the difference between strategies that help conflict resolution and strategies that hinder conflict
resolution.

1 2 3 4
I think I am a good communicator.
1 2 3 4
I think it is important not to give up when trying to resolve a conflict.
1 2 3 4
I understand how to manage the inner conflict I have.
1 2 3 4
I try to reach a win-win agreement when resolving a conflict.
1 2 3 4
When [ am in a conflict, 1 fight fair.
1 2 3 4
When 1 am having a conflict I try to see the other person’'s point of view.
1 2 3 4
I use different strategies to prevent conflicts in the workplace.
1 2 3 4
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‘Name MSW@( KCLj Date

Pretest/Posttest

On the blank line, write the letter of the correct answer.

Ov 1. Consensus is:
a. A decision agreed upon by the entire group or team
b. Voting for a decision.
¢. Tossing a coin to make a decision.

_-‘Q_ 2. To find a Win-Win solution, you have to:
a. Let the other person win.
b. Be clear about the issue and be willing to discuss it.
¢. Givein.

</ 3. Which of the following is not a conflict resolution style?
a. Avoid
b. Dominate

Cc. Recreate
®

4. True or False: When having a disagreement, it is sometimes necessary to “agree to disagree’

How well do you agree or disagree with the questions below? Using the following scale, clrcle the number that

best represents your answer:

1 2 3 q
“Strongly agree* “Agree” “Disagree” “Strongly disagree”

5. I understand the difference between strategies that help conflict resolution and strategies that hinder conflict

resolution.

1 2 3 4

6. 1think I am a good communicator.
1 2 3 4

7 [ think it is important not to give up when trying to resolve a conflict.
1 2 3 4

8. [ understand how to manage the inner conflict [ have
1 2 3 4

9. 1try to reach a win-win agreement when resolving a conflict.
1 2 3 4

10. When [ am in a conflict, I fight fair.
1 2 3 4

11. When I am having a conflict I try to see the other person’s point of view.
1 2 3 4

‘ 12. I use different strategies to prevent conflicts in the workplace.

1 2 3 4

o o




Name:

2. Address:

3. Phone Number:( )

4. Social Security Number:

5. Age:

6. Were you born in the United States?
Q Yes Q No

7. Sex: Q Male Q Female

8. Race: (Mark One Box)

JobLink

9. Is English the language that is spoken most
often in your home?

Q Yes Q No
10. How many years of school have you
completed?

Of these, how many in the U.S.?
In any other country?

11. Are you a union member?
Q Yes- What is the name of your union?

Q No

12. Please rate your ability to perform each of
the following activities.

(Please mark one responst for every activity)

Poor Fair Good Excellent

Read English
Understand English
Speak English

Write in English

Work as part of a team
Use math

Solve problems/use reasoning O

OCoo0o00O
coooco00
o000 O0D
ocoo0oo0o0D

13. Do you have a job?

Q Yes, employed $ Go 1o next
Q Yes, on temporary layoff paye
Q No, retired ~

Q No, not employed )

Q White
Q Black (African American) BE%T @@PY AVA&LAB&E
Q Asian or Pacific Islander
O American Indian or Alaskan Native
‘ Q Hispanic Thank you. You have completed this form.
Q Other (Please specify): Please retum it to your instructor.
7ing Conflicts Copyright ©1996 by Coast Community College District Page 1
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ZL\\) Learmer Enrollment Form ¥
NSOOEM R e s olving Conflicts

‘ease answer questions 14-18 for the job that
allows you to take this course.

14. Name of company or employer:

15. Job Title:

16. On average, how many hours per week do

you work on this job?
- Hours per week

17. How much do you eam at this job?
(Write amount and mark one box)

$____ Q Perhour Q Per year
18. Do you get any of the following benefits at
this job?
(Mark one for each line)

. yYes No
Paid vacation Q Q
Paid sick leave Q Q
Paid holidays Q Q
Health insurance Q Q

19. How long have you worked at this job?

- and -
years months

ving Conflicts

JobLink

20. At your job, do you need to do any of the

following?
(Mark one for each line)
yes NoO
Read instructions Q Q
Receive spoken
instructions in English Q Q
Speak English Q Q
Work as part of a team Q Q
Write in English Q Q
Use math Q Q
Solve problems/use
reasoning Q a

21. Do you work at more than one job?
Q Yes Q No

Thank you. You have completed this
form. Please retum it to your instructor.
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1. Name:

2. Address:

‘\o. Phone Number:( )

4. Social Security Number:

5. Inthe future, do you plan to take any of the following courses?
(Mark one for each line)

Plan to Take Do Not Plan to Take

A basic skills course in reading, writing, or math. ... .. ... Q.. Q
A course in using English (such as ESD)................ O Q
A COMPULET COUISE. .. .. .o otetee e Q.. Q
AGED courseorthe GEDexam. ..................... Q. . Q
Courses to get an occupational certificate. . ............. Q.. Q
Ajob training course. ... Q.. Q
Courses leading to a 2-year or 4-year college degree. . . . .. Q.. Q
Ahome-study course ............ ... Q.. Q
® 175
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.. since this course began, have you:

(Mark one for each line)

YES NO
Learned what you wanted to learn in this course?. . ................ Q... Q
Changed your educational or career goals? ....................... Q........... Q
Had more responsibility added to your job? ...................... Q........... Q
Moved to a shiftyou prefer?. ... Q........... Q
Switched from part-time to full-time?. . .......................... Q........... Q
Received @ pay TaiSe? .. .........ooviiene Q........... Q
Been promoted? . ............... Q... Q
Received an award, bonus, or other special recognition on your job? . . Q. .......... Q
Received your GED?. . ... .. ... ... Q... Q
Applied foranewjob?. ........ .. ... Q... Q
Started a new job at another company?.......................... Q........... Q
Beenlaid off? .. ... ... .. Q........... Q
Left your job for any other reason? (Please Specify). ................ Q... Q

.7. Please rate your ability to perform each of the following activities.

(Please mark one response for every activity)

pPoor Fair Good Excelient
Read English Q Q Q Q
Understand English Q Q Q Q
Speak English Q Q Q Q
Write in English Q Q Q Q
Work as part of a team Q Q Q Q
Use math 0 o o ]
Solve problems/use reasoning Q Q Q Q

Thank you. You have completed this form.
Please return it to your instructor.
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conflict Resolution Survey

1.  What are the most frequent kinds of conflicts in the workplace?

2. How do people at work usually deal with conflicts? (Check as many as apply to your worksite.)

Get angry Gossip or spread rumors

Avoid the conflict Get a supervisor to solve the conflict
Listen to one another carefully Let it go

Look for revenge in some way Silently resist

Force others to do it their way Try to understand the other persons
Talk directly to the people involved point of view

Have a meeting to talk it over Other

. Take sides

3. How do you usually deal with a company conflict or with a personal conflict?

4.  How do you wish people would handle conflicts?
5. What effects do unresolved conflicts have on people? On companies?
6. Describe your companys policy for dealing with conflicts in the workplace.

7. How could we prevent workplace conflicts?

o 150
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Conflict Resolution Survey
(continued)

Rate your ability to resolve conflicts. On a scale of 0 (not able) to 100 (very able), enter
the number that best describes your competence:

Dealing with your own conflicts: %
Helping with the conflicts of others: %
Handling company conflicts: %

Rate yourself as a communicator. On each line below, write A (excellent), B (effective),
C (average), or D (ineffective):

As a speaker

As a listener

With someone who speaks English as a second language
With someone from a different culture

With your co-workers

With your supervisor or manager

With your employees (if you're a supervisor)

Rate your company’s communication effectiveness. Write A (excellent), B (effective), C (average),
or D (ineffective):

181
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e

common Conflicts/Resolutions

Common Conflicts in the Workplace:

. Typical Ways of Resolving Conflicts in the Workplace

o 182
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Lesson 1: Identifying Workplace Contlicts & Ways of Resolution a b L,”k

consensus =

The general opinion or agreement of a group.

consensus=

‘ A decision agreed upon by the entire group or team.
A decision that all members can support and no members oppose.

Consensus involves time, listening, consideration of all ideas, flexibility, cooperation, and the will
to act as a team for the best of the company, group, and individual

Might not be everyones first choice or priority. Might not make everyone totally satisfied.
Does not violate or compromise any strong convictions.

Is the most effect and desired goal of decision-making and conflict resolution.

® 183
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Giving Advice

Option 1

Write a short letter asking for advice (i, a Dear Abby letter) containing an unresolved
conflict (either real or imagined) that you have had at work.

Share your letter with another person, who will give you advice, will write a solution,
and then return your letter to you.

Option 2

Half of the class: As an employee, write a letter to your company (Dear Company),
describing a conflict you are aware of and asking for a solution.

Other half of the class: Acting as a spokesperson for the company, write a letter to the
. employees (Dear Employees) concerning a company conflict and asking for a solution.

Exchange your letter with someone from the other half and propose resolutions to the
conflicts raised. |

Return your letters to the original writers and discuss the solutions.
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IResolving Conflicts ¥ 8 ¢
{esson 2: Developing a Win-Win Attitude ) labLl”k

Management of Conflict
Self-Evaluation

How do you act in conflicts? (Be honest. Check whatever is true most of the time)

— L
2
3
4
5.
6
7
8
9

10.
11
12,

13.

14.

15.

16.

17.
18.

19.

20.

____ (othen)

I play to win.
I just want to avoid conflicts.

. I usually let other people win.
. 1 try to make sure other people win, as well as myself.

If I lose, I make sure other people also lose.

. 1 get angry and try to win by force.
. 1 let other people decide.
. T just mind my own business.

. 1try to work with people to find an agreeable answer for everyone.

I want everyone to agree with me.

I usually try to find a compromise.

I say, “You go your way, I'll go mine’

I withdraw until other people come to me.

I try to get others on my side.

I go along with the other person’s ideas.

I try to let a third party resolve the conflict.

I tell my point of view and allow others to express theirs.
I try to look for another perspective or for an alternative way.
I try to agree with everyone.

I let other people take care of the problem.
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win-win
Graph
High
A
Dominate Collaborate
*1 win/You lose* *| win/You win*
concern
° for Goals 1
Avoidance Accommodate
*1 lose/You lose* *{ lose/You win*

v

Low <4— —J» High

Concern for Relationships

My main style of managing a conflicts is

1 would like to do more of and less of
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Developing a “Win-Win" Mindset

When trying to resolve a conflict, one person does not have to be completely right and the other
person completely wrong. There can be two winners! With some patience, thoughtfulness, and creativity
we can often find a solution which allows both sides to be content. This is called a Win-Win situation. It
is usually the most effective resolution.

To find a Win-Win solution, we have to be clear about what the real conflict is. We have to
discuss the real issue or problem. We have to think about what each person involved in the conflict
needs.

consider the following conflict and what each person needs:

Pedro goes to the company tool room to find a tool he needs to complete a rush job. The tool is
not there. Later he sees that Jim has the needed tool in his personal tool box. Pedro gets angry and yells
at Jim. Jim tries to explain that he has had to use the tool several times that day, also for an important
job. Pedro feels the pressure of his own deadline, becomes more angry, and demands the tool. Jim
becomes more defensive and refuses to give Pedro the tool. They become involved in a lengthy

.rgument until the supervisor comes and tells them to get back to work.

What is the conflict?

What does each person need?
What solutions can you think of for Jim and Pedro's conflict?
Which solution could be a Win-Win solution?

For each person to win, who needs to do what?

Pedro needs to

. Jim needs to

The Supervisor needs to 189
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Steps Toward conflict Resolution

win-win

Resolution
(Steps person A (Steps person B
or group A can take) or group B can take)
‘ Name the conflict

1. Name, identify, or describe the primary conflict in the blank above.

2. Think of steps each party involved in the conflict can take.

3. Write the steps in the blanks above. (You may add additional steps for additional parties,
for example, person C or D)

4. Will any or all of these steps lead to a Win-Win resolution? Why or why not?

O
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Workplace Conflict Scena rios

Read the following situation together. Discuss the questions with you group and write
your answers.

Don, Amy, and Phillipe work in the same department, on the Day Shift When they came
in Friday morning, they realized the Night Shift had left several parts unfinished or with
problems. This had happened several times before. Resentfully, Don, Amy, and Phillipe finished
the work and fixed the problems. However this reduced their own shift's productivity. Their
supervisor became angry when he saw their shift's production. Though Don, Amy, and Phillipe
tried to explain the problem to their supervisor, he just said he didn't want to hear any
excuses-he wanted to see results; if they couldn't do the job effectively, someone else would.
When they confronted the Night Shift, angrily, it turned into a huge argument with no resolve.

PartA
1. Name the conflict(s).

2. What does each person in the situation need?

3. What is a possible solution? (Iry to use a Win-Win mindset, using the “Steps Toward Conflict
Resolution” chart.)

4. What could you do if the first solution isn't effective?

PartB _
Name a conflict you are having or have had, with someone at work:

What are some possible solutions?

How might there be a Win-Win resolution be achieved in your situation? (Write the steps on
. the “Steps Toward Conflict Resolution” chart)

191
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Today's Lesson

What did you learn today?

([ 192
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Lesson 3: Tools for Conflict Resolution

Think of Someone Who ...

Think of someone who communicates well:

- JobLink

Why do you think that person is an effective communicator?
What can you learn from that person?

‘ Think of someone you have a difficult time communicating with:

Why do you think it is so difficult?

What can be done to achieve more effective communication?

*.esson 3: Tools for Conflict Resolution Copyright ©1996 by Coast Community College District
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Characteristics of a Good Communicator

What makes a person an effective speaker? (List as many characteristics as you can.)

What makes a person a good listener? (List as many charadteristics as you can.)

EFFECTIVE SPEAKING + SKILLED LISTENING = GOOD COMMUNICATION!

¢ " 19/
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ROI

communication Skills

Personal
+ (Positives) - (Negatives)
+ -
+ -
+ -
® ) '
+ -
company
+ (Positives) - (Negatives)
+ -
+ -
+ -
+ -
+ -
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Ccommunication Tips

When you are speaking:

Try to be dear and concise as to your point.

Tell people exactly what you want them to know or do.

Use words your listener(s) will understand. (Avoid overly sophisticated , acronyms, or technical talk.)
Pay attention to the listeners body language.

Give your listener a chance to respond, darify, or ask questions.

Make sure listeners understand your topic or context

Check your tone of voice. HOW you say something is as important (if not more so) as what
you say.

Try to enunciate clearly.

Think carefully before you speak.

Remember: Just because You know what you mean and you think you've said it clearly, others
may still not know what you mean or understand you.

*Can you add another important tip for speaking effectively?

N R N

© o ®

1

When you are listening:

Look at the person speaking to pay attention and show respect
Ask questions to darify or check your understanding.
Ignore distracting noises, people, or events as much as possible.
Don't think about what you want to say while the other person is speaking.
Always respond to the person speaking.
Don't interrupt, finish sentences, or hurry the person speaking.
Never assume you understand another person. Make sure!
Suspend your judgments for the moment. Allow yourself to really consider what the
speaker is saying.
9. Try to restate the speakers main point and important facts, asking the speaker if your
understanding is correct
10.  Listen with your eyes, face, body, mind, and heart. Be present to the one speaking.
Remember: Listening is hard work, but it gives a high return on your investment.

O NN N

*Can you add another tip for listening skillfully?

. * EFFECTIVE SPEAKING + SKILLFUL LISTENING = GOOD COMMUNICATION!
186
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communication Evaluation

Rate yourself on each item from the Communication Tips. Enter a number between 1 (low) and

10 (high):
Speaking Listening

O ® 9 U s NN
RIS B~ U o

—
o
—
©

Optional: How would your spouse or a close friend rate you in each of these categories? How
about a co-worker? Your supervisor? Cell, team, or department?

What areas seem to be your strengths?

What areas seem to be your weaknesses?

What would you most like to improve?

How would you rate your company’s overall communication skills? (from 1-10)

. Which communication skill does your company need to improve the most?

o~
Joi
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My First Impression

I came to the U.S. in 1986. My first impression was that I felt freedom, but
lonely when I got home. On my first day here, I walked down the street. I felt
hungry, so I stopped by a little snack shop to get something to eat. I gave my
order: A hamburger and coke can. A cop was standing by the order window. He
heard my order, looked at me, and asked, What do you want? I said, A
hamburger and Coke can. He said, What, cocaine!. The snack shop owner heard
this and got scared. No cocaine sold here! he said. The cop came over to me and
asked again, What do you want? I repeated, A Coke can, a Coke in can. Then

‘ everyone looked at me and laughed. They said, Next time, don't do it again. I felt

embarrassed and left. I've never forgotten my first day in the U.S.
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ESL and Cross-Cultural Communication

When speaking to people for whom English is a second language (ESL) or people from other
cultures:

1.

Speak clearly, slowly and simply. Avoid sophisticated language. Use short sentences. Stop
so that the person can process what you are saying.

Don't speak unnaturally or louder.
Avoid idioms, slang, and abbreviations.

Be patient. You might need to say the same thing several times, especially names,
numbers, and directions. Spell it or write it out if necessary. Say it another way, with
different words, or helpful gestures. Remember : Communication is the goal. Without it,
everyone loses.

Check your tone of voice. Even though an ESL person might not understand all of what
you say, he or she most often understands your tone, especially a negative one. All
people respond better to gentleness, kindness, and respect.

Check to see if the person understands by asking specific questions. Do not ask, Do you
understand? People from other cultures will often answer yes, especially to a person in a
position of authority, as a sign of respect or politeness not as an indication of
understanding.

People from many cultures will not look directly at you, believing it is disrespectful
Don't force them to look you in the eye. They are most likely listening very carefully. You
can try to explain or assure a person from another culture that its okay to face you
directly, but its best not to force your customs on others.

Gestures are different in other cultures. Don't assume that a gesture in America means
the same in other parts of the world (or vice-versa). For example the positive Okay sign
in America is very offensive to a Brazilian. Try to learn about anothers culture, especially
gestures and customs.

Speak to ESL people the way you would want to be spoken to if you lived in a foreign
country and had to survive using another language.
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ESL and Cross-Cultural Communication
‘ (continued)

When listening to people for whom English is a second language or who are from other
cultures:

1. Help them understand. Make it easier rather than more difficult.

2. If you don't understand something they say, ask again (and give them time to think and
formulate a response - don't cut them off).

3. If you didn't hear what they said (sometimes ESL people speak softly due to a lack of
confidence or a fear of ridicule), ask them to repeat the same words (when someone
doesn't hear them they often assume it is because of their poor English skills).

4. Don't misinterpret or be offended by an ESL persons tone of voice. They are
concentrating on choosing the right words, pronunciation, and grammatical structures,
and they are considering cultural differences. Intonation is very difficult for them. Listen
to their words.

5. Try not to correct an ESL speakers English while he or she is talking or in front of others
to avoid confusion and embarrassment. Its better to help afterwards.

6. Understand that many cultures communicate effectively through indirect means vs.
directly. They are usually not trying to be evasive or deceptive. Try to listen carefully for
‘ their intended meaning, it is often very thoughtful and considerate. Ask questions to
clarify meaning or intent.

7. Many cultures are more passive than the U. S. They are not accustomed to speaking out
in meetings, volunteering information, or speaking on behalf of themselves. This can be a
very uncomfortable experience for both sides. Considerate questions, careful
explanations, encouragement, and patience can yield the desired goals of communication
and participation.

8. Use available moments during the work day to speak English with an ESL person. This
can cultivate a relationship in which English skills can be developed and confidence
gained. You will be greatly appreciated, and communication will occur, to the benefit of
all.

o 209
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ESL and Cross-Cuitural communication
(continued)

For ESL speakers:

1.  Speak slowly, dearly, and boldly.

2. Speak loud enough for others to hear you, especially in meetings. Often, others cannot
hear you. Its not always your English, but your soft voice, that hinders communication.

3. Be willing to repeat your words as many times as needed until communication happens.

4. If someone doesn't understand your pronunciation, try another word or describe what
you mean. You can also try spelling or writing the word you are trying to pronounce.
This can be very frustrating, but don't give up too soon.

5. Take risks. Find someone you feel comfortable with and try new words and phrases. This
is the only way to improve your communication skills.

6. Allow others to help you make the needed corrections-See the listener as your partner in
communication.

7. Its okay to make mistakes. Perfection is not the goal communication is! Smile or laugh
when you make mistakes and try again.

8. Don't let people discourage you by their laughter or insults. Deflect negativity and keep
going towards your goal: to communicate in English. Your efforts to learn and use
. English are admirable and worthy of respect.

9. Just because something is polite, respectful, or important in your culture, don’t assume it
is the same in another culture. Your company has its own culture. You must work with a
variety of different people in a common company culture while at work. Learn from,
respect, and cooperate with people who are different.

10. Offer your ideas, suggestions, and opinions in meetings and on teams. Companies expect
and need your verbal participation in groups.
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ESL and Cross-Cultural Communication
(continued)

For ESL listeners

1.

0 ®©® N S

10.

Focus on understanding main points, not every word, otherwise you might get lost and
miss the important information. Make sure you know the context or topic; it will help
you understand necessary words and concepts.

Listen for important details and the order of steps or procedures (sequence: pay attention
to words like first-second-third, then, next, before, after, finally, etc).

Try to get the important facts and information in any discussion. If you do not
understand what has been said in a meeting or class, after class ask someone to explain
the necessary information.

Avoid side discussions (especially with someone in your first language) and other
distractions while another is speaking. Its important to concentrate fully on the person
speaking in order to understand. Conversation is like a puzzle: you need all the pieces
for understanding.

Ask people to spell names and addresses, especially on the phone. Use the A- as-in-
apple, B-as-in-boy, C-as-in-cat technique to dlarify similar-sounding letters or words.
Distinguish between O (say oh) and 0 (say zero), and be extra careful to distinguish
between difficult sounds like 15 and 50, 13 and 30, etc.

Ask questions if you do not understand or need more information.

Say back what you think you understand to assure communication.

Ask supervisors or others to write down information important to your job.

Ask others to repeat if you do not understand. Don't just say Yes or Thank you or leave.
Understanding the correct information is important for your job and your life. Don't
guess make sure you understand!

Practice at home. Listen to native-spoken English in short amounts. Tape or video record
short segments to listen to repetitively. Use scripts of TV shows or closed-caption

machines to check understanding. Most importantly, practice listening to native-speakers
talking, and check for understanding.

Keep learning English. Be a continual, lifelong student. It takes a long time, so be patient
with yourself and others. Use what you learn, especially on the job. Your attempts to
learn and use English are important for you and very important to your company.
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&0

Its a dog-eat-dog world

but whoever said we had to be dogs?

o 203
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Rules for a Fair Fight

10.

. 204
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Past-Conflict Evaluation

Think of a time when you could not agree with another person or
group. Describe the situation briefly below:

Was it a fair fight? Yes NO

Why or why not?

Can you now think of a better way to handle it?

2095
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Tips for Disagreements

Treat the other person with respect. Don't blame or accuse!
Avoid personal attacks (for example, That's stupid! You don’t know what you're talking about!)
Tip: Tell why you disagree; explain your feelings.

Ask questions to be sure you understand.
Ask, for example, Are you saying..? OR: Is this what you mean..?

Find something you can agree to.
There must be something you both can agree to, even when you feel or think differently
about the subject. Find common ground.

Agree to disagree.

Some conflicts don't get resolved right away. Acknowledge that you have a difference of
opinion and agree to respect one another. Don't let the problem get in the way of your
common tasks or in the way of company business.

Don’t give up. |
Keep open the option of a later resolution. Sometimes people need time to calm down and
process the problem.

Can you add tips to this list? Use the space below.

6.

266

@ * 'sson 4: How to Have a Fair Fight Copyright ©1996 by Coast Community College District Handout 22




 Resolving Contlicts ¥ JobLink
Strategies

Stop insisting on your point of view.

Don't repeat it over and over. Say it once, simply and dearly. Give the other person(s)
time to process your point

Try to stay caim.

Anger worsens the problem! Then people say foolish words, reactions multiply, and
doors to future resolution close.

Focus on understanding the other persons main point.
Try to restate the other persons point dearly and fairly to make sure you are
understanding correctly.

Ask for time to think and try to set up another time to talk.
To make sure you keep working on the problem, set a day and time when you'll meet
again. Use the time to process and think about the others need and your real needs.

suggest a third party or mediator.
If the conflict seems to be at a standstill, consider asking a mutually respected person to
help work out a resolution.

Minimize conflict damage to leave doors open.

Do... bon't...
Show respect Devalue, insult, ridicule.
Stay calm. Blow up or rant and rave.
. Think of the other person and the company.  Give ultimatums or impossible choices.
Use listening/speaking tools. Do all the talking,
Keep a Win-Win mindset. Give up.

10.

Use your conflict-resolution tools to think of alternative solutions that
make for Win-win conclusions.

vent your feelings, or bounce your ideas off a neutral third party.

Try again! Listen to the other persons new ideas, and suggest your
alternatives.

If step 9 doesn't bring a satisfactory conclusion, try using a mutually
trusted mediator and repeat steps 1 through 9!
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Managing the Conflict Within

Part A

1. Write about a time when you were really angry. What happened and why? How did
you act/react? Was the conflict resolved? If so, how? If not, why not? What do you
wish you had done differently? -

2. In the company, what things are really frustrating for you or make you angry?
(Share with a partner)

" 3. How does your frustration or anger affect workplace productivity?

Part B

1. How do you manage or deal with your anger, frustration, or other inner conflicts?
(Count to 100? Go for a walk? Yell at the dog? Vent to a partner? other?)

2. What are some conflict prevention strategies you can use? How can you plan before
the problem? How can you contain the destructive factors of a conflict?

3. What is a useful strategy or plan you can use when you get frustrated or angry?
208
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Seeing Another Point of View May Help
| Break the Cycle of Anger

By Doris Helmering
St. Louis Post-Dispatch

Fighting with someone over an event that happened two months ago? Two
years ago? Seven years ago?

Judy and her husband agreed that she would be a stay-at-home mom and raise their four children
even though she had a master's degree. The year before their last child was out of the nest, her husband
announced he wanted a divorce.

One of his reasons he desired a woman who did something with her life other than baby-sit
children. Although this was five years ago, Judy continues to fight with her husband in her head and
feels like a victim.

Mark lost his job seven months ago. Although the handwriting was on the wall that his job might
be ending, Mark did nothing to make himself a more valuable employee, nor did he start pursuing other
job possibilities.

Today, still out of a job, Mark vacillates between feeling angry with his old boss and angry with
himself.

The question: How do you rid yourself of continuing a fight in your head and
move on in your life?

One technique is to try to understand the other person’s point of view. What other reasons did the
husband have for leaving his wife? Why did the boss choose to let Mark go?

Most people who are continually bound up in their anger are unable to dearly see the situation
from the other person's vantage point. They justify their own behavior and exaggerate what the other
person did. As soon as you can see an event from another person’s viewpoint, you soften emotionally
and your anger dissipates.

Another technique is not to allow yourself to think about the event. Judy must stop herself from
reflecting on her life with her ex-husband. For her these thoughts of the past are dangerous because
they provoke her anger.

Mark needs to forget his old job and concentrate on looking for a new one.

Research shows the way to sustain anger is to brood about the event or to rehash it again and
again with your friends. Once you change your thinking and conversations to other topics, your feelings
of being trod upon will leave.

Exercise is another way to shed anger. It's just too physically taxing to fight with someone in your
head while at the same time walking briskly, pumping iron or using a stair-stepper

Feeling angry is unpleasant and mostly a waste of energy. It makes feeling intimate and close to
others impossible. And it often results in lowered self-esteem.

The best way to rid yourself of ongoing anger-use the techniques suggested above, and remember:
There is almost nothing you can't forgive.
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Breaking the Cycle of Anger

Read “Seeing Another Point of View.” and answer the following questions:

1. What are the main conflicts used as examples in the article?

2 What techniques does the article suggest to help break the cyde of anger?

. 3. Can you come up with any other strategies to break the cycle?

4 Think of a “cyde” situation in your company. How might “finding another point of
view” or one of other strategies benefit this situation and possibly break the cycle?

5. Do you now face a personal conflict that might be healed by an alternative perspective
or by some other strategy?
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workplace Resources

1. What avenues exist at your workplace for conflict resolution?

2. What resources are there for anger/inner conflict management? List as many as you know:

3. Are different kinds of conflicts handled by different people or departments?

‘ 4. Are you encouraged to participate in solving conflicts? If so, in what ways can or do
you participate?

5. Do you believe your ideas are taken seriously? Are they ever implemented?
6. In the company, are “ground rules” used and followed? If so what are they?

7 What kinds of resources, intrapersonal or interpersonal do you wish were available in
your company? If they do not exist now, how might they be created?

O
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Another Way

The train clanked and rattled through the suburbs of Tokyo on a drowsy spring afternoon. Our car
was comparatively empty-a few housewives with their kids in tow, some old folks going shopping 1
gazed absently at the drab houses and dusty hedgerows.

At one station the doors opened, and suddenly the afternoon quiet was shattered by a man
bellowing violent, incomprehensible curses. The man staggered into our car. He wore laborer's clothing
and was big, drunk and dirty. Screaming, he swung at a woman holding a baby. The blow sent her
spinning into the laps of an elderly couple. It was a miracle that the baby was unharmed.

Terrified, the couple jumped up and scrambled toward the other end of the car. The laborer aimed
a kick at the retreating back of the old woman but missed as she scuttled to safety. This so enraged the
drunk that he grabbed the metal pole in the center of the car and tried to wrench it out of its stanchion.
I could see that one of his hands was cut and bleeding. The train lurched ahead, the passengers frozen
with fear. I stood up.

I was young then, some 20 years ago, and in pretty good shape. I'd been putting in a solid eight
hours of Aikido training nearly every day for the past three years. I liked to throw and grapple. |
thought I was tough. The trouble was, my martial skill was untested in actual combat. As students of
Aikido, we were not allowed to fight.

"Aikido,” my teacher had said again and again, “is the art of reconciliation. Whoever has the mind
to fight has broken his connection with the universe. If you try to dominate people, you're already
defeated. We study how to resolve conflict, not how to start it”

I listened to his words. I tried hard. I even went so far as to cross the street to avoid the
“chimpira,” the pinball punks who lounged around the train stations. My forbearance exalted me. I felt
both tough and holy. In my heart, however, I wanted an absolutely legitimate opportunity whereby |
might save the innocent by destroying the guilty.

“This is it"" I said to myself as I got to my feet. “People are in danger. If I don't do something fast,
somebody will probably get hurt!

Seeing me stand up, the drunk recognized a chance to focus his rage. “Aha!" he roared. "A foreigner!
You need a lesson in Japanese manners!

I held on lightly to the commuter strap overhead and gave him a slow look of disgust and
dismissal. I planned to take this turkey apart, but he had to make the first move. I wanted him mad, so I
pursed my lips and blew him an insolent kiss.

“All right!” he hollered. “You're gonna get a lesson!" He gathered himself for a rush at me.

A fraction of a second before he could move, someone shouted “Hey!" It was earsplitting, 1
remember the strangely joyous, lilting quality of it-as though you and a friend had been searching
diligently for something, and he had suddenly stumbled upon it. “Hey!'
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(continued)

I wheeled to my left; the drunk spun to his right. We both stared down at a little old Japanese
man. He must have been well into his seventies, this tiny gentleman, sitting there immaculate in his
kimono. He took no notice of me, but beamed delightedly at the laborer, as though he had a most
important, most welcome secret to share.

“C'mere,” the old man said in an easy vernacular, beckoning to the drunk. “Cmere and talk with
me’ He waved his hands lightly.

The big man followed, as if on a string. He planted his feet belligerendly in front of the old
gentleman and roared above the clacking wheels, “Why the hell should I talk to you?" The drunk now
had his back to me. If his elbow moved so much as a millimeter, I'd drop him in his socks.

The old man continued to beam at the laborer. “What'cha been drinkin'?" he asked, his eyes
sparkling with interest. “I been drinkin’ sake,” the laborer bellowed back, “and it's none of your business!"
Flecks of spittle spattered the old man.

“Oh, that's wonderful,” the old man said, “absolutely wonderful! You see, I love sake, too. Every
night, me and my wife (she’s 76, you know), we warm up a little bottle of sake and take it out into the
garden, and we sit on an old wooden bench. We watch the sun go down, and we look to see how our
persimmon tree is doing. My great-grandfather planted that tree, and we worry about whether it will
recover from those ice storms we had last winter. Our tree has done better than I expected, though,
especially when you consider the poor quality of the soil It is gratifying to watch when we take our
sake and go out to enjoy the evening-even when it rains!” He looked up at the laborer, eyes twinkling.

As he struggled to follow the old man, his face began to soften. His fists slowly unclenched. “Yeah,”
he said. “I love persimmons, too..” His voice trailed off.

“Yes,” said the old man, smiling “and I'm sure you have a wonderful wife”

“No," replied the laborer. “My wife died” Very gently, swaying with the motion of the train, the big

man began to sob. “I don't got no wife, I don't got no home, I don't got no job. I'm so ashamed of
myself’ Tears rolled down his cheeks, a spasm of despair rippled through his body.

As 1 stood there in my well-scrubbed youthful innocence, my make-this-world-safe-for-
democracy righteousness, I felt dirtier than he was.

Then the train arrived at my stop. As the doors opened, I heard the old man duck sympathetically.
“My, my." he said, “that is a difficult predicament indeed. Sit down here and tell me about it’

I turned my head for one last look. The laborer was sprawled on the seat with his head in the old
man’s lap. The old man was softly stroking the filthy, matted hair.

As the train pulled away, I sat down on a bench in the station. What I had wanted to do with
musde had been accomplished with kind words. I had just seen Aikido in action, and the essence of it
was love. I would have to practice the art with an entirely different spirit. It would be a long time before
I could speak about the resolution of contlict.
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A Third Alternative

1. Read “Another Way” What is the main point of this story?

2. How did each character in the story manage conflict?

3. Can you find a personal application for this story?

4. Is there a way to apply this story to a company conflict?

5. Are conflicts always negative? How can conflicts benefit a person or a company?

6. What other emotions, problems, and kinds of stress cause inner conflict and affect the

workplace? How can they be turned into productive factors?
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Strategies of Prevention

1. How can we prevent conflicts in the workplace? List as many strategies as you can:

2. Which strategies have you already used?

. 3. Which ones might be helpful for you to try in the future?

4. Which ones need to be further developed within your company?

5. Canyou Suggest how these strategies might be developed in your company?
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All | Really Needed to Learn, | Learned in Kindergarten

I realized then that I already know most of what's necessary to live a meaningful life - that it isn't
all that complicated. I know it. And have known it for a long, long time. Living it —~well, that's another
matter, yes? Here's my Credo:

“All I really need to know about how to live and what to do and how to be I learned in
kindergarten. Wisdom was not at the top of the graduate-school mountain, but there in the sandpile of
Sunday School. These are the things I learned:

“Share everything. Play fair. Don't hit people. Put things back where you found them. Clean up
your own mess. Don't take things that aren't yours. Say you're sorry when you hurt somebody. Wash
your hands before you eat. Flush. Warm cookies and milk are good for you. Live a balanced life-learn
some and think some and draw and paint and sing and dance and play and work every day some. Take
a nap every afternoon. When you go out into the world, watch for traffic, hold hands, and stick
together. Be aware of wonder. Remember the little seed in the Styrofoam cup: the roots go down and the
plants go up and nobody really knows how or why, but we are all like that. Goldfish and hamsters and
white mice and even the little seed in the Styrofoam cup~they all die. So do we. And then remember the
Dick-and-Jane books and the first word you learned-the biggest word of all-LOOK.

. “Everything you need to know is in there somewhere. The Golden Rule and love and basic
sanitation. Ecology and politics and equality and sane living.

“Take any one of those items and extrapolate it to your family life or your work or your
government or your world and it holds true and clear and firm”

Robert Fulgham

For each application under “Kindergarten,” find an application helpful for aduit
“Personal/Company” conflicts:

Kindergarten Personal/Company
1. Share everything, 1.
2. Play fair 2.
3. Don't hit people. 3
4.  Put things back where 4.
you found them.
5. Clean up your own mess. 5.
’ 6.  Don't take things that aren't yours. 6. 216
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All | Really Needed to Learn, | Learned in Kindergarten

10.

11.

12,

13.

14.

15.

16.

(continued)
Say you're sorry when 7
you hurt somebody.
Wash your hands before you eat 8.
Flush. 9.

Warm cookies and milk are good for you. 10.

Live a balanced life-learn some and 11.
think some and draw and paint and

sing and dance and play and work

every day some.

Take a nap every afternoon. 12.

When you go out into the 13.
world, watch for traffic,
hold hands, and stick together.

Be aware of wonder. Remember the 14.
little seed in the Styrofoam cup: the

roots go down and the plants go up

and nobody really knows how or why,

but we are all like that

Goldfish and hamsters and white mice 15.
and even the little seed in the Styro-foam
cup-they all die. So do we.

And then remember the Dick-and-Jane  16.
books and the first word you learned-
the biggest word of all-LOOK.

(Think of your schooling, your parents, your culture, your experience. What can you add?)

17.

18.

19.

17,
18,
19.
20,
217

Copyright ©1996 by Coast Community College District

Handout 31b



IResolving Conflicts ¥ ’
Lesson 6: Conﬂicts?i—licading "em Off at the Pass JabLI”k

conflict Resolution Objectives: Lessons 1-6

Goals: To help students (1) understand workplace conflicts and (2) develop skills for handling conflicts
constructively and creatively.

Objectives of Workshop 1: “Identifying Workplace Conflicts and ways of Resolution®
1. To identify common workplace conflicts.
2 To identify (@) ways of resolution that help and (b) ways that hinder.
3. To understand the meaning of consensus.

Objectives of workshop 2: “Developing a Win-win Attitude”
1. To identify your own conflict-management style.
2. To understand why Win-Win options are better solutions.
3. To resolve some practical and personal workplace conflicts. [AU:*practical” OK?]

Objectives of Workshop 3: “Tools for conflict Resolution: Speaking and Listening
constructively”
1. To identify and improve effective speaking and listening skills.
2. To use communication tools appropriately in conflict resolutions.
3. To improve communication and understanding among employees who are native
English speakers, employees for whom English is a second language (ESL), and
employees from different cultures.

Objectives of wWorkshop 4: “How to Have a Fair Fight"
1. To create and use guidelines for respectful and constructive disagreement.
2. To apply these guidelines to the workplace in an effort to minimize conflict damage.
3. To use strategies necessary for creating future possibilities of conflict resolution.

Objectives of Workshop 5: “Managing the Conflicts Within”
1. To identify inner conflicts and ways of managing them.
2. To develop strategies and alternative ways of breaking cydles of anger and other inner
conflicts. '
3. To identify and create company resources useful in conflict resolution.

Objectives of Workshop 6: “Conflicts: Heading ‘em Off at the Pass”
1. To learn strategies for conflict prevention.
2. To develop workplace application for preventive measures.
‘ 3. To present what has been learned as a useful product for the company.
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conflict Resolution Poster

1. Create a poster that presents what you have learned in these workshops-a
poster that can be helpful to your company.

2. Add your company’s logo to the poster. Make it colorful, multidimensional,
informative, graphic, and simple to understand.

3. Evaluate the posters to determine which is best. Using group consensus,
evaluate the posters for their content, presentation, and usefulness to people in
your company.
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conflict Resolution Survey

1. What are the most frequent kinds of conflicts in the workplace?

2.  How do people at work usually deal with conflicts? (Check as many as apply to your worksite.)

Get angry Gossip or spread rumors

Avoid the conflict Get a supervisor to solve the conflict
Listen to one another carefully Let it go

Look for revenge in some way Silently resist

Force others to do it their way Try to understand the other persons
Talk directly to the people involved point of view

Have a meeting to talk it over Other

’ Take sides

3.  How do you usually deal with a company conflict or with a personal conflict?

4.  How do you wish people would handle conflicts?
5. What effects do unresolved conflicts have on people? On companies?
6. Describe your companys policy for dealing with conflicts in the workplace.

7. How could we prevent workplace conflicts?
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8.  Rate your ability to resolve conflicts. On a scale of 0 (not able) to 100 (very able), enter
the number that best describes your competence:

‘ Dealing with your own conflicts: %
Helping with the conflicts of others: %
Handling company conflicts: %

9. Rate yourself as a communicator. On each line below, write A (excellent), B (effective),
C (average), or D (ineffective):

As a speaker

As a listener

With someone who speaks English as a second language
With someone from a different culture

With your co-workers

With your supervisor or manager

With your employees (if you're a supervisor)

10. Rate your company's communication effectiveness. Write A (excellent), B (effective), C (average),
or D (ineffective):
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common Conflicts/Resolutions

Common Conflicts in the Workplace:

‘ Typical Ways of Resolving Conflicts in the Workplace
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consensus =

The general opinion or agreement of a group.

consensus=

A decision agreed upon by the entire group or team.
. A decision that all members can support and no members oppose.

Consensus involves time, listening, consideration of all ideas, flexibility, cooperation, and the will
to act as a team for the best of the company, group, and individual.

Might not be everyones first choice or priority. Might not make everyone totally satisfied.
Does not violate or compromise any strong convictions.

Is the most effect and desired goal of decision-making and conflict resolution.
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Dear Abby

Part A

Read the letter to Abby.

Discuss a solution with your partner. Make sure you identify the real conflict. Try to find
some helpful solutions. Share your ideas with the whole class.

Compare Abbys answer to your own and to the other answers read in class.

Working with the class, decide on the best solution.

Part B
Option 1

. Write a short letter to Abby containing an unresolved conflict (either real or imagined)
that you have had at work.

Share your letter with another person, who will play Abby, will write a solution, and
then return your letter to you.

option 2

Half of the class: As an employee, write a letter to your company (Dear Company),
describing a conflict you are aware of and asking for a solution.

other half of the class: Acting as a spokesperson for the company, write a letter to the
employees (Dear Employees) concerning a company conflict and asking for a solution.

Exchange your letter with someone from the other half and propose resolutions to the
conflicts raised.

Return your letters to the original writers and discuss the solutions.
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A Hole in the Boat

Some people were sitting in a boat, when one of them took a drill and began
to drill a hole under his seat.

The other people in the boat became very concerned and said to him, “What
are you doing?" -
He replied, “Am I not drilling the hole under my own seat? What does this

have to do with you?”

Questions to discuss and ponder:

What does this have to do with you?

What does this have to do with your company?
. What does this have to do with conflict resolution?

O
~1

2
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Win-win
Graph
High
A
Dominate Collaborate
*| win/you lose* "I win/yYou win*
concern
for Goals
Avoidance Accommodate
*| lose/You lose*" "I lose/You win"®

v

Low ¢— —J High

concern for Relationships

My main style of managing a contlicts is

I would like to do more of and less of
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Developing a “Win-win" Mindset

When trying to resolve a conflict, one person does not have to be completely right and the other
person completely wrong. There can be two winners! With some patience, thoughtfulness, and creativity
we can often find a solution which allows both sides to be content. This is called a Win-Win situation. It
is usually the most effective resolution.

To find a Win-Win solution, we have to be clear about what the real conflict is. We have to

discuss the real issue or problem. We have to think about what each person involved in the conflict
needs.

consider the following conflict and what each person needs:

Pedro goes to the company tool room to find a tool he needs to complete a rush job. The tool is
not there. Later he sees that Jim has the needed tool in his personal tool box. Pedro gets angry and yells
at Jim. Jim tries to explain that he has had to use the tool several times that day, also for an important
job. Pedro feels the pressure of his own deadline, becomes more angry, and demands the tool. Jim

becomes more defensive and refuses to give Pedro the tool. They become involved in a lengthy
argument until the supervisor comes and tells them to get back to work.

What is the conflict?

What does each person need?

What solutions can you think of for Jim and Pedro's conflict?
Which solution could be a Win-Win solution?

For each person to win, who needs to do what?

Pedro needs to

Jim needs to

The Supervisor needs to
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Steps Toward Conflict Resolution

Win-Win

Resolution
(Steps person A (Steps person B
or group A can take) or group B can take)
. Name the conflict

1. Name, identify, or describe the primary conflict in the blank above.
2. Think of steps each party involved in the conflict can take.

3. Write the steps in the blanks above. (You may add additional steps for additional parties,
for example, person C or D.)

4. Will any or all of these steps lead to a Win-Win resolution? Why or why not?
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Workplace Conflict Scenarios

Read the following situation together. Discuss the questions with you group and write
your answers.

Don, Amy, and Phillipe work in the same department, on the Day Shift When they came
in Friday morning, they realized the Night Shift had left several parts unfinished or with
problems. This had happened several times before. Resentfully, Don, Amy, and Phillipe finished
the work and fixed the problems. However this reduced their own shift's productivity. Their
supervisor became angry when he saw their shift's production. Though Don, Amy, and Phillipe
tried to explain the problem to their supervisor, he just said he didn't want to hear any
excuses-he wanted to see results; if they couldn't do the job effectively, someone else would.
When they confronted the Night Shift, angrily, it turned into a huge argument with no resolve.

PartA
1. Name the conflict(s).

2. What does each person in the situation need?

3. What is a possible solution? (Try to use a Win-Win mindse, using the “Steps Toward Conflict
Resolution” chart.)

4. What could you do if the first solution isn't effective?

PartB
Name a conflict you are having or have had, with someone at work:

What are some possible solutions?

How might there be a Win-Win resolution be achieved in your situation? (Write the steps on
the “Steps Toward Conflict Resolution” chart)
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Today's Lesson

What did you learn today?
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Think of someo_ne Who ...

Think of someone who communicates well;

Why do you think that person is an effective communicator?

What can you learn from that person?

. Think of someone you have a difficult time communicating with:

Why do you think it is so difficult?

What can be done to achieve more effective communication?

) 233

Lesson 3: Tools for Conflict Resolution Copyright ©1996 by Coast Community College District Transparency 12

O




IResolving Conflicts ¥ ¢
Lesson 3: Tools %r Conflict Resolution JabL,”k

Characteristics of a Good Communicator

What makes a person an effective speaker? (List as many characteristics as you can.)

What makes a person a good listener? (List as many charaderistics as you can.)

EFFECTIVE SPEAKING + SKILLED LISTENING = GOOD COMMUNICATION!
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ROI

Communication SKills

Personal
+ (Positives) - (Negatives)
+ -
+ -
+ -
+ -
o R i
company
+ (Positives) - (Negatives)
+ -
+ -
+ -
+ -
+ -
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communication TIPS
When you are speaking:
1. Try to be clear and concise as to your point
2 Tell people exactly what you want them to know or do.
3. Use words your listener(s) will understand. (Avoid overly sophisticated , acronyms, or technical talk)
4. Pay attention to the listeners body language.
5. Give your listener a chance to respond, clarify, or ask questions.
6. Make sure listeners understand your topic or context
7. Check your tone of voice. HOW you say something is as important (if not more so) as what
you say.
8. Try to enunciate clearly.
9.  Think carefully before you speak. ‘
10.  Remember: Just because you know what you mean and you think you've said it clearly, others

may still not know what you mean or understand you.

*Can you add another important tip for speaking effectively?

When you are listening:

BN

10.

Look at the person speaking to pay attention and show respect.

Ask questions to darify or check your understanding.

Ignore distracting noises, people, or events as much as possible.

Don't think about what you want to say while the other person is speaking.

Always respond to the person speaking.

Don't interrupt, finish sentences, or hurry the person speaking.

Never assume you understand another person. Make sure!

Suspend your judgments for the moment. Allow yourself to really consider what the
speaker is saying.

Try to restate the speakers main point and important facts, asking the speaker if your
understanding is correct

Listen with your eyes, face, body, mind, and heart. Be present to the one speaking,
Remember: Listening is hard work, but it gives a high return on your investment.

*Can you add another tip for listening skillfully?

* EFFECTIVE SPEAKING + SKILLFUL LISTENING = GOOD COMMUNICATION!

Tesson 3: Tools for Conflict Resolution Copyright ©1996 by Coast Community College District Transparency 15
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communication Evaluation

Rate yourself on each item from the Communication Tips. Enter a number between 1 (low) and

10 (high):
Speaking . Listening

el e - BEEN e NENT, BN NG B S
Ne R o-BEFN TN« NENT, B SO R SR

[a—
o
[a—
o

Optional: How would your spouse or a dose friend rate you in each of these categories? How
about a co-worker? Your supervisor? Cell, team, or department?

What areas seem to be your strengths?
What areas seem to be your weaknesses?
What would you most like to improve?
How would you rate your company’s overall communication skills? (from 1-10)
Which communication skill does your company need to improve the most?
@
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My First Impression

I came to the US. in 1986. My first impression was that I felt freedom, but
lonely when I got home. On my first day here, I walked down the street. I felt
hungry, so I stopped by a little snack shop to get something to eat. I gave my
order: A hamburger and coke can. A cop was standing by the order window. He
heard my order, looked at me, and asked, What do you want? I said, A
hamburger and Coke can. He said, What, cocaine!. The snack shop owner heard
this and got scared. No cocaine sold here! he said. The cop came over to me and
asked again, What do you want? I repeated, A Coke can, a Coke in can. Then

. everyone looked at me and laughed. They said, Next time, don't do it again. I felt

embarrassed and left. I've never forgotten my first day in the U.S.
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ESL and Cross-Cultural Communication

When speaking to people for whom English is a second language (ESL) or people from other
cultures:

1. Speak dearly, slowly and simply. Avoid sophisticated language. Use short sentences. Stop
so that the person can process what you are saying.

Don't speak unnaturally or louder.
3. Avoid idioms, slang, and abbreviations.

4. Be patient. You might need to say the same thing several times, especially names,
numbers, and directions. Spell it or write it out if necessary. Say it another way, with
different words, or helpful gestures. Remember : Communication is the goal. Without it,
everyone loses.

5.  Check your tone of voice. Even though an ESL person might not understand all of what
you say, he or she most often understands your tone, especially a negative one. All
' people respond better to gentleness, kindness, and respect.

6.  Check to see if the person understands by asking specific questions. Do not ask, Do you
understand? People from other cultures will often answer yes, especially to a person in a
position of authority, as a sign of respect or politeness not as an indication of
understanding.

7. People from many cultures will not look directly at you, believing it is disrespectful.
Don't force them to look you in the eye. They are most likely listening very carefully. You
can try to explain or assure a person from another culture that its okay to face you
directly, but its best not to force your customs on others.

8.  Gestures are different in other cultures. Don't assume that a gesture in America means
the same in other parts of the world (or vice-versa). For example the positive Okay sign
in America is very offensive to a Brazilian. Try to learn about anothers culture, especially
gestures and customs.

9. Speak to ESL people the way you would want to be spoken to if you lived in a foreign
country and had to survive using another language.
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ESL and Cross-Cultural Communication
(continued)

When listening to people for whom English is a second language or who are from other
cultures:

1.
2

Help them understand. Make it easier rather than more difficult.

If you don't understand something they say, ask again (and give them time to think and
formulate a response - don't cut them off).

If you didn't hear what they said (sometimes ESL people speak softly due to a lack of
confidence or a fear of ridicule), ask them to repeat the same words (when someone
doesn't hear them they often assume it is because of their poor English skills).

Don't misinterpret or be offended by an ESL persons tone of voice. They are
concentrating on choosing the right words, pronunciation, and grammatical structures,
and they are considering cultural differences. Intonation is very difficult for them. Listen
to their words.

Try not to correct an ESL speakers English while he or she is talking or in front of others
to avoid confusion and embarrassment. Its better to help afterwards.

Understand that many cultures communicate effectively through indirect means vs.
directly. They are usually not trying to be evasive or deceptive. Try to listen carefully for
their intended meaning, it is often very thoughtful and considerate. Ask questions to
clarify meaning or intent.

Many cultures are more passive than the U. S. They are not accustomed to speaking out
in meetings, volunteering information, or speaking on behalf of themselves. This can be a
very uncomfortable experience for both sides. Considerate questions, careful
explanations, encouragement, and patience can yield the desired goals of communication
and participation.

Use available moments during the work day to speak English with an ESL person. This
can cultivate a relationship in which English skills can be developed and confidence

gained. You will be greatly appreciated, and communication will occur, to the benefit of
all.
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ESL and Cross-Cultural Communication
(continued)

For ESL speakers:

10.

Speak slowly, clearly, and boldly.

Speak loud enough for others to hear you, especially in meetings. Often, others cannot
hear you. Its not always your English, but your soft voice, that hinders communication.
Be willing to repeat your words as many times as needed until communication happens.

If someone doesn't understand your pronunciation, try another word or describe what
you mean. You can also try spelling or writing the word you are trying to pronounce.
This can be very frustrating, but don't give up too soon.

Take risks. Find someone you feel comfortable with and try new words and phrases. This
is the only way to improve your communication skills.

Allow others to help you make the needed corrections-See the listener as your partner in
communication.

Its okay to make mistakes. Perfection is not the goal communication is! Smile or laugh
when you make mistakes and try again.

Don't let people discourage you by their laughter or insults. Deflect negativity and keep
going towards your goal: to communicate in English. Your efforts to learn and use
English are admirable and worthy of respect.

Just because something is polite, respectful, or important in your culture, don't assume it
is the same in another culture. Your company has its own culture. You must work with a
variety of different people in a common company culture while at work. Learn from,
respect, and cooperate with people who are different.

Offer your ideas, suggestions, and opinions in meetings and on teams. Companies expect
and need your verbal participation in groups.
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ESL and Cross-Cultural Communhnication
(continued)

For ESL listeners

0 © N O

10.

Focus on understanding main points, not every word, otherwise you might get lost and
miss the important information. Make sure you know the context or topic; it will help
you understand necessary words and concepts.

Listen for important details and the order of steps or procedures (sequence: pay attention
to words like first-second-third, then, next, before, after, finally, etc).

Try to get the important facts and information in any discussion. If you do not
understand what has been said in a meeting or dlass, after class ask someone to explain
the necessary information.

Avoid side discussions (especially with someone in your first language) and other
distractions while another is speaking. Its important to concentrate fully on the person
speaking in order to understand. Conversation is like a puzzle: you need all the pieces
for understanding.

Ask people to spell names and addresses, especially on the phone. Use the A- as-in-
apple, B-as-in-boy, C-as-in-cat technique to clarify similar-sounding letters or words.
Distinguish between O (say oh) and 0 (say zero), and be extra careful to distinguish
between difficult sounds like 15 and 50, 13 and 30, etc.

Ask questions if you do not understand or need more information.
Say back what you think you understand to assure communication.
Ask supervisors or others to write down information important to your job.

Ask others to repeat if you do not understand. Don't just say Yes or Thank you or leave.
Understanding the correct information is important for your job and your life. Don't
guess make sure you understand!

Practice at home. Listen to native-spoken English in short amounts. Tape or video record
short segments to listen to repetitively. Use scripts of TV shows or closed-caption
machines to check understanding. Most importantly, practice listening to native-speakers
talking, and check for understanding.

Keep learning English. Be a continual, lifelong student. It takes a long time, so be patient
with yourself and others. Use what you learn, especially on the job. Your attempts to
learn and use English are important for you and very important to your company.
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JobLink

Its a dog—eat-dog world

but whoever said we had to be dogs?

y Lesson 4: How to Have a Fair Fight

ERIC
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Rules for a Fair Fight

10.

o 944
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Past-Conflict Evaluation

Think of a time when you could not agree with another person or
group. Describe the situation briefly below:

Was it a fair fight? Yes No

Why or why not?

Can you now think of a better way to handle it?
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Tips for Disagreements

Treat the other person with respect. Don‘t blame or accuse!
Avoid personal attacks (for example, That's stupid! You don’t know what you're talking about!)
Tip: Tell why you disagree; explain your feelings. '

Ask questions to be sure you understand.
Ask, for example, Are you saying..? OR: Is this what you mean...?

Find something you can agree to.
There must be something you both can agree to, even when you feel or think differently
about the subject. Find common ground.

Agree to disagree.

Some conflicts don't get resolved right away. Acknowledge that you have a difference of
opinion and agree to respect one another. Don't let the problem get in the way of your
common tasks or in the way of company business.

Don't give up.
Keep open the option of a later resolution. Sometimes people need time to calm down and
process the problem.

Can you add tips to this list? Use the space below.
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Strategies

1.  Stop insisting on your point of view.
Don't repeat it over and over. Say it once, simply and clearly. Give the other person(s)
time to process your point

2. Try to stay calm.

Anger worsens the problem! Then people say foolish words, reactions multiply, and
doors to future resolution close.

3. Focus on understanding the other persons main point. '
Try to restate the other persons point dearly and fairly to make sure you are
understanding correctly.

4. Ask for time to think and try to set up another time to talk.
To make sure you keep working on the problem, set a day and time when you'll meet
again. Use the time to process and think about the others need and your real needs.

5. Suggest a third party or mediator.
‘ If the conflict seems to be at a standstill, consider asking a mutually respected person to
help work out a resolution.

6. Minimize conflict damage to leave doors open.

Do... pon’t...

Show respect Devalue, insult, ridicule.

Stay calm. - Blow up or rant and rave.

Think of the other person and the company.  Give ultimatums or impossible choices.
Use listening/speaking tools. Do all the talking.

Keep a Win-Win mindset. Give up.

7. Use your conflict-resolution tools to think of alternative solutions that
make for Win-win conclusions.

8. Vent your feelings, or bounce your ideas off a neutral third party.

9. Try again! Listen to the other persons new ideas, and suggest your
alternatives.

10. If step 9 doesn't bring a satisfactory conclusion, try using a mutually
trusted mediator and repeat steps 1 through 9!

|
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Managing the Conflict Within

Part A

1. Write about a time when you were really angry. What happened and why? How did
you act/react? Was the conflict resolved? If so, how? If not, why not? What do you
wish you had done differently? -

2. In the company, what things are really frustrating for you or make you angry?
(Share with a partner)

‘ 3. How does your frustration or anger affect workplace productivity?

Part B

1. How do you manage or deal with your anger, frustration, or other inner conflicts?
(Count to 100? Go for a walk? Yell at the dog? Vent to a partner? other?)

2. What are some conflict prevention strategies you can use? How can you plan before
the problem? How can you contain the destructive factors of a conflict?

3. What is a useful strategy or plan you can use when you get frustrated or angry?

@
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Seeing Another Point of View May Help
Break the Cycle of Anger

By Doris Helmering
St. Louis Post-Dispatch

Fighting with someone over an event that happened two months ago? Two
years ago? Seven years ago?

Judy and her husband agreed that she would be a stay-at-home mom and raise their four children
even though she had a master's degree. The year before their last child was out of the nest, her husband
announced he wanted a divorce.

One of his reasons he desired a woman who did something with her life other than baby-sit
children. Although this was five years ago, Judy continues to fight with her husband in her head and
feels like a victim.

Mark lost his job seven months ago. Although the handwriting was on the wall that his job might
be ending, Mark did nothing to make himself a more valuable employee, nor did he start pursuing other
job possibilities.

Today, still out of a job, Mark vacillates between feeling angry with his old boss and angry with
himself.

The question: How do you rid yourself of continuing a fight in your head and
move on in your life?

One technique is to try to understand the other person’s point of view. What other reasons did the
husband have for leaving his wife? Why did the boss choose to let Mark go?

Most people who are continually bound up in their anger are unable to clearly see the situation
from the other person’s vantage point. They justify their own behavior and exaggerate what the other
person did. As soon as you can see an event from another person’s viewpoint, you soften emotionally
and your anger dissipates.

Another technique is not to allow yourself to think about the event Judy must stop herself from
reflecting on her life with her ex-husband. For her these thoughts of the past are dangerous because
they provoke her anger.

Mark needs to forget his old job and concentrate on looking for a new one.

Research shows the way to sustain anger is to brood about the event or to rehash it again and
again with your friends. Once you change your thinking and conversations to other topics, your feelings
of being trod upon will leave.

Exercise is another way to shed anger. It's just too physically taxing to fight with someone in your
head while at the same time walking briskly, pumping iron or using a stair-stepper.

Feeling angry is unpleasant and mostly a waste of energy. It makes feeling intimate and dose to
others impossible. And it often results in lowered self-esteem.

The best way to rid yourself of ongoing anger-use the techniques suggested above, and remember:
There is almost nothing you can't forgive.
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Breaking the Cycle of Anger

Read “Seeing Another Point of View..” and answer the following questions:

1. What are the main conflicts used as examples in the article?

2 What techniques does the article suggest to help break the cycle of anger?

. 3. Can you come up with any other strategies to break the cyde?

4 Think of a “cyde” situation in your company. How might “finding another point of
view” or one of other strategies benefit this situation and possibly break the cycle?

5. Do you now face a personal conflict that might be healed by an alternative perspective
or by some other strategy?

Q 1esson 5: Managing the Conflicts Within Copyright ©1996 by Coast Community College District Transparency 26
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Workplace Resources

What avenues exist at your workplace for conflict resolution?
What resources are there for anger/inner conflict management? List as many as you know:
Are different kinds of conflicts handled by different people or departments?

Are you encouraged to participate in solving conflicts? If so, in what ways can or do
you participate?

5. Do you believe your ideas are taken seriously? Are they ever implemented?
6. In the company, are “ground rules’ used and followed? If so what are they?
7. What kinds 6f resources, intrapersonal or interpersonal do you wish were available in
your company? If they do not exist now, how might they be created?
o
o "esson 5 Managing the Conflits Within Copyright ©1996 by Coast Community College District Transparency 27
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Another Way

The train clanked and rattled through the suburbs of Tokyo on a drowsy spring afternoon. Our car
was comparatively empty-a few housewives with their kids in tow, some old folks going shopping. |
gazed absently at the drab houses and dusty hedgerows.

At one station the doors opened, and suddenly the afternoon quiet was shattered by a man
bellowing violent, incomprehensible curses. The man staggered into our car. He wore laborer’s clothing
and was big, drunk and dirty. Screaming, he swung at a woman holding a baby. The blow sent her
spinning into the laps of an elderly couple. It was a miracle that the baby was unharmed.

Terrified, the couple jumped up and scrambled toward the other end of the car. The laborer aimed
a kick at the retreating back of the old woman but missed as she scuttled to safety. This so enraged the
drunk that he grabbed the metal pole in the center of the car and tried to wrench it out of its stanchion.
I could see that one of his hands was cut and bleeding. The train lurched ahead, the passengers frozen
with fear. I stood up. ‘

I was young then, some 20 years ago, and in pretty good shape. I'd been putting in a solid eight
hours of Aikido training nearly every day for the past three years. I liked to throw and grapple.
thought I was tough. The trouble was, my martial skill was untested in actual combat. As students of
Aikido, we were not allowed to fight.

“Aikido,” my teacher had said again and again, “is the art of reconciliation. Whoever has the mind
to fight has broken his connection with the universe. If you try to dominate people, you're already
defeated. We study how to resolve conflict, not how to start it

I listened to his words. I tried hard. I even went so far as to cross the street to avoid the
“chimpira,” the pinball punks who lounged around the train stations. My forbearance exalted me. I felt
both tough and holy. In my heart, however, I wanted an absolutely legitimate opportunity whereby 1
might save the innocent by destroying the guilty.

“This is it!" I said to myself as I got to my feet. “People are in danger. If I don't do something fast,
somebody will probably get hurt”

Seeing me stand up, the drunk recognized a chance to focus his rage. “Aha!" he roared. “A foreigner!
You need a lesson in Japanese manners!”

I held on lightly to the commuter strap overhead and gave him a slow look of disgust and
dismissal. I planned to take this turkey apart, but he had to make the first move. I wanted him mad, so 1
pursed my lips and blew him an insolent kiss.

“All right"” he hollered. “You're gonna get a lesson!” He gathered himself for a rush at me.

A fraction of a second before he could move, someone shouted “Hey!" It was earsplitting. 1
remember the strangely joyous, lilting quality of it-as though you and a friend had been searching
diligently for something, and he had suddenly stumbled upon it. “Hey"
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Another Way
(continued)

I wheeled to my left; the drunk spun to his right. We both stared down at a little old Japanese
man. He must have been well into his seventies, this tiny gentleman, sitting there immaculate in his
kimono. He took no notice of me, but beamed delightedly at the laborer, as though he had a most
important, most welcome secret to share.

“C'mere,” the old man said in an easy vernacular, beckoning to the drunk. “C'mere and talk with
me” He waved his hands lightly.

The big man followed, as if on a string. He planted his feet belligerently in front of the old
gentleman and roared above the clacking wheels, “Why the hell should I talk to you?” The drunk now
had his back to me. If his elbow moved so much as a millimeter, I'd drop him in his socks.

The old man continued to beam at the laborer. “‘What'cha been drinkin?" he asked, his eyes
sparkling with interest. I been drinkin’ sake,” the laborer bellowed back, “and it's none of your business!"
Flecks of spittle spattered the old man.

“Oh, that's wonderful,” the old man said, "absolutely wonderful! You see, I love sake, too. Every
night, me and my wife (she’s 76, you know), we warm up a little bottle of sake and take it out into the
garden, and we sit on an old wooden bench. We watch the sun go down, and we look to see how our
persimmon tree is doing. My great-grandfather planted that tree, and we worry about whether it will
recover from those ice storms we had last winter. Our tree has done better than I expected, though,
especially when you consider the poor quality of the soil. It is gratifying to watch when we take our
sake and go out to enjoy the evening-even when it rains!" He looked up at the laborer, eyes twinkling.

As he struggled to follow the old man, his face began to soften. His fists slowly unclenched. “Yeah,"
he said. ‘I love persimmons, too.!” His voice trailed off.

"Yes," said the old man, smiling "and I'm sure you have a wonderful wife’

"No," replied the laborer. “My wife died” Very gently, swaying with the motion of the train, the big
man began to sob. “I don't got no wife, I don't got no home, I don't got no job. I'm so ashamed of
myself” Tears rolled down his cheeks, a spasm of despair rippled through his body.

As 1 stood there in my well-scrubbed youthful innocence, my make-this-world-safe-for-
democracy righteousness, 1 felt dirtier than he was.

Then the train arrived at my stop. As the doors opened, I heard the old man cluck sympathetically.
"My, my," he said, "that is a difficult predicament indeed. Sit down here and tell me about it”

I turned my head for one last look. The laborer was sprawled on the seat with his head in the old
man'’s lap. The old man was softly stroking the filthy, matted hair.

As the train pulled away, I sat down on a bench in the station. What I had wanted to do with
muscle had been accomplished with kind words. I had just seen Aikido in action, and the essence of it
was love. 1 would have to practice the art with an entirely different spirit. It would be a long time before
I could speak about the resolution of conflict.
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A Third Alternative

1.  Read “Another Way” What is the main point of this story?

2. How did each character in the story manage conflict?

3. Can you find a personal application for this story?

4. s there a way to apply this story to a company conflict?

5. Are conflicts always negative? How can conflicts benefit a person or a company?

6. What other emotions, problems, and kinds of stress cause inner conflict and affect the
workplace? How can they be turned into productive factors?
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Strategies of Prevention

1. How can we prevent conflicts in the workplace? List as many strategies as you can:

2. Which strategies have you already used?
. 3. Which ones might be helpful for you to try in the future?
4. Which ones need to be further developed within your company?

5. Can you suggest how these strategies might be developed in your company?
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All | Really Needed to Learn, |1 Learned in Kindergarten

I realized then that I already know most of what's necessary to live a meaningful life - that it isn't
all that complicated. I know it. And have known it for a long, long time. Living it -well, that's another
matter, yes? Here's my Credo:

"All I really need to know about how to live and what to do and how to be I learned in
kindergarten. Wisdom was not at the top of the graduate-school mountain, but there in the sandpile of
Sunday School. These are the things I learned:

“Share everything. Play fair. Don't hit people. Put things back where you found them. Clean up
your own mess. Don't take things that aren’t yours. Say you're sorry when you hurt somebody. Wash
your hands before you eat. Flush. Warm cookies and milk are good for you. Live a balanced life-learn
some and think some and draw and paint and sing and dance and play and work every day some. Take
a nap every afternoon. When you go out into the world, watch for traffic, hold hands, and stick
together. Be aware of wonder. Remember the little seed in the Styrofoam cup: the roots go down and the
plants go up and nobody really knows how or why, but we are all like that. Goldfish and hamsters and
white mice and even the little seed in the Styrofoam cup-they all die. So do we. And then remember the
Dick-and-Jane books and the first word you learned-the biggest word of all-LOOK.

“Everything you need to know is in there somewhere. The Golden Rule and love and basic
sanitation. Ecology and politics and equality and sane living,

“Take any one of those items and extrapolate it to your family life or your work or your
government or your world and it holds true and clear and firm’

Robert Fulgham

For each application under “Kindergarten,” find an application helpful for adult
“Personal/Company” conflicts:

Kindergarten Personal/Company
1. Share everything. 1.
2. Play fair 2
3. Don't hit people. 3
4.  Put things back where 4.
you found them.
5.  Clean up your own mess. 5.
6.  Don't take things that aren't yours. 6.
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All | Really Needed to Learn, | Learned in Kindergarten

10.

11.

12.

13.

14.

15.

16.

(continued)
Say you're sorry when 7.
you hurt somebody.
Wash your hands before you eat. 8.
Flush. 9.

Warm cookies and milk are good for you. 10.

Live a balanced life-learn some and 11.
think some and draw and paint and

sing and dance and play and work

every day some.

Take a nap every afternoon. 12.

When you go out into the 13.
world, watch for traffic,
hold hands, and stick together.

Be aware of wonder. Remember the 14.
little seed in the Styrofoam cup: the

roots go down and the plants go up

and nobody really knows how or why,

but we are all like that.

Goldfish and hamsters and white mice 15.
and even the little seed in the Styro-foam
cup-they all die. So do we.

And then remember the Dick-and-Jane  16.
books and the first word you learned-
the biggest word of all-LOOK.

(Think of your schooling your parents, your culture, your experience. What can you add?)

17

18.

19.

17.
18.
19.

20.

Transparency 31b
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Zz4% Resolving Conflicts V ’
LS ng
NSOOASA Lesson 6: Conflicts: Heading ‘em Off at the Pass abL,,7k

conflict Resolution Objectives: Lessons 1-6

Goals: To help students (1) understand workplace conflicts and (2) develop skills for handling conflicts
constructively and creatively.

Objectives of Workshop 1: *Identifying Workplace Confiicts and ways of Resolution”
1. To identify common workplace conflicts.
2 To identify (a) ways of resolution that help and (b) ways that hinder.
3. To understand the meaning of consensus.

Objectives of Workshop 2: “Developing a Win-Win Attitude”
1. To identify your own conflict-management style.
2. To understand why Win-Win options are better solutions.
3. To resolve some practical and personal workplace conflicts. [AU:"practical” OK?]

‘Objectives of Workshop 3: “Tools for Conflict Resolution: Speaking and Listening
Constructively”
‘ 1. To identify and improve effective speaking and listening skills.
2. To use communication tools appropriately in conflict resolutions.
3. To improve communication and understanding among employees who are native
English speakers, employees for whom English is a second language (ESL), and
employees from different cultures.

Objectives of Workshop 4: “How to Have a Fair Fight”
1. To create and use guidelines for respectful and constructive disagreement.
2. To apply these guidelines to the workplace in an effort to minimize conflict damage.
5. To use strategies necessary for creating future possibilities of conflict resolution.

Objectives of Workshop 5: “Managing the Conflicts within"
1. To identify inner conflicts and ways of managing them.
2. To develop strategies and alternative ways of breaking cycles of anger and other inner
conflicts.
3. To identify and create company resources useful in conflict resolution.

Objectives of Workshop 6: “Conflicts: Heading ‘em Off at the Pass”
1. To learn strategies for conflict prevention. ’
2. To develop workplace application for preventive measures.
’ 3. To present what has been learned as a useful product for the company.

Q Lesson 6: Conflicts: Heading ‘em Off at the Pass Copyright ©1996 by Coast Community College District Transparency 32
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IResolving Conflicts Vv ’
Lesson 6: Conﬂicts%eading ‘em Off at the Pass abL,”k

Conflict Resolution Poster

1. Create a poster that presents what you have learned in these workshops-a
poster that can be helpful to your company.

2. Add your company’s logo to the poster. Make it colorful, multidimensional,
informative, graphic, and simple to understand.

3. Evaluate the posters to determine which is best. Using group consensus,
evaluate the posters for their content, presentation, and usefulness to people in
your company.

O
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Conflict Resolution Survey

1. What are the most frequent kinds of conflicts in the workplace?

2. How do people at work usually deal with conflicts? (Check as many as apply to your worksite.)

Get angry Gossip or spread rumors

Avoid the conflict Get a supervisor to solve the conflict
Listen to one another carefully Let it go

Look for revenge in some way Silently resist

Force others to do it their way Try to understand the other persons

Talk directly to the people involved point of view
Have a meeting to talk it over Other
Take sides

3. How do you usually deal with a company conflict or with a personal conflict?
4.  How do you wish people would handle conflicts?

5.  What effects do unresolved conflicts have on people? On companies?

6. Describe your companys policy for dealing with conflicts in the workplace.

7. How could we prevent workplace conflicts?
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Conflict Resolution Objectives: Lessons 1-6

Goals: To help students (1) understand workplace conflicts and (2) develop skills for handling conflicts
constructively and creatively.

Objectives of Workshop 1: “Identifying Workplace Conflicts and ways of Resolution”
1. To identify common workplace conflicts.

2. To identify (a) ways of resolution that help and (b) ways that hinder.
3. To understand the meaning of consensus.

Objectives of Workshop 2: “Developing a Win-Win Attitude”
1. To identify your own conflict-management style.
2. To understand why Win-Win options are better solutions.
3. To resolve some practical and personal workplace conflicts. [AU:"practical” OK?]

Objectives of Workshop 3: “Tools for Conflict Resolution: Speaking and Listening
constructively”

‘ 1. To identify and improve effective speaking and listening skills.
2. To use communication tools appropriately in conflict resolutions.
3. To improve communication and understanding among employees who are native
English speakers, employees for whom English is a second language (ESL), and
employees from different cultures.

Objectives of Workshop 4: “How to Have a Fair Fight”
1. To create and use guidelines for respectful and constructive disagreement.
2. To apply these guidelines to the workplace in an effort to minimize conflict damage.
3. To use strategies necessary for creating future possibilities of conflict resolution.

Objectives of workshop 5: “Managing the Conflicts Within”
1. To identify inner conflicts and ways of managing them.
2. To develop strategies and alternative ways of breaking cycles of anger and other inner
contlicts.
3. To identify and create company resources useful in conflict resolution.

Objectives of workshop 6: “Conflicts: Heading ‘em Off at the Pass®
1. To learn strategies for conflict prevention.
2. To develop workplace application for preventive measures.
. 3. To present what has been learned as a useful product for the company.
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( - ) Effects of unresolved conflicts or poor resolution skills:

( + ) Effects of resolved conflicts or good resolution skills:

Comments/Questions:
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supervisor's Role in Training

Generally it would be helpful to be aware of what your employees are working on each week.
Your list of “Lesson Objectives: 1-6" will help you do this. It would be beneficial to read some of the
material and do some of the activities along with them.

(Being “in it “ with them will yield the greatest payoff) A packet of materials will be given to you
for this purpose. These are general guidelines you may use as time and opportunity permit. As you
know, the more time and energy invested, the higher will be the return—for the employee, yourself, and

this company.

Lesson 1: Identify Conflicts and Ways of Resolution in the workplace

What you can do: Go over the Conflict Resolution Logs with your employees.

What to watch for: Employees will begin “Conflict Resolution Logs" this week.

Questions to ask: “What is conflict resolution?” “What conflicts do you see in the workplace
that effect your job?”

Discussion topics: How do contlicts negatively affect our productivity and morale? What can

we do to reach consensus?
Lesson 2: Developing a "Win-win" Attitude

What you can do: Continue participation and discussion of the “Logs” Read “A Hole in the
Boat” Encourage the vocabulary, discussion of, and applications of a “Win-
Win" mindset within teams, cells, and departments.

What to watch for:  Application of a “Win-Win" mindset in resolving conflicts.

Questions to ask: “What is a “Win -Win" mindset” “How can we apply it to resolving
conflicts?
Discussion topics: Discuss how the “Hole in the Boat” applies to work situations.

Lesson 3: Tools for Conflict Resolution: Speaking and Listening Constructively

What you can do: Continue observations, entries, and discussion of “Logs” Read
“Communication Tips" and do the “Self-Evaluation” Read “ESL & Cross-
Cultural Communication” Encourage ESL workers to practice their skills.

What to watch for: Employees asking more questions for understanding.

Questions to ask: “How does being a good communicator aid in conflict resolution?” “Which
of the communication skills do you think you are good at?” “Which of the
communication skills would you like to get better at?” “How do you plan to
do that?

Discussion topics: How can we help each other communicate better?
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supervisor's Role in Training
(continued)

Lesson 4: How to Have a Fair Fight

What you can do: Continue participating in the discussion of the “Logs” Read “Tips for
Disagreements” and “Strategies” Encourage their implementation. Give any
observations, feedback , or suggestions to the trainer so that any necessary
adjustments might be made.

What to watch for: Constructive disagreements, respectful arguments, uses of strategies in
resolving conflicts.

Questions to ask: Are you using any strategies in your training to help in disagreements? Has
anyone been respectful to you during a recent conflict?

Discussion topics: “Dog eat dog world” Rules for a fair fight Strategies and tips for
disagreements.

Lesson 5: Managing the Confiicts Within

What you can do: Continue observations, entries, and discussion of “Logs” Read “Seeing
Another Point of View....” Do and discuss “Workplace Resources” Read
“Another Way” Encourage employees to use their knowledge and skills at
home and at work.

What to watch for: Ways employees try to break the cycles of anger. People who demonstrate

v skill in finding helpful alternatives to dealing with anger at work.
. Questions to ask: What resources are available or needed at our worksite to help in conflict
and anger resolution?
Discussion topics: What strategies could we implement in our department to better manage

conflicts and anger?

Lesson 6: Conflicts: Heading 'Em Off at the Pass

What you can do: Continue work on “Logs” Help conflict observation, conflict management ,
and "win-win" become mindsets in your work arena. Reread the "Conflict
Resolution Objectives: Lessons 1-6” Reread “Workplace as Community “ by
Peck. Appreciate and encourage your employees with regard to their training
efforts and applications to the workplace. Be interested in their project
posters and find ways to bring the ideas into other parts of your area or
company. Continually emphasize the ROI aspect of conflict resolutions.

What to watch for: Employees implementation of training in specific worksite contexts. Ways to
facilitate conflict resolution strategies and/prevention. The effect of conflict
resolutions on company ROI

Questions to ask: How can our department transfer the conflict resolution training and build
it into the structures of our company? How can each situation in my
department become a “win-win” possibility?

Discussion Topics: How can we continually implement simple strategies, such as “what we
‘ learned in Kindergarten,” in preventative ways and in conflict resolution?
Supervisor Lesson 1 Copyright ©1996 by Coast Community College District Supervisor Handout 4b
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All | Really Needed to Learn, | Learned in Kindergarten

‘I realized then that I already know most of what's necessary to live a meaningful life - that it isn't
all that complicated. I know it. And have known it for a long, long time. Living it -well, that's another
matter, yes? Here’s my Credo:

“All 1 really need to know about how to live and what to do and how to be I learned in
kindergarten. Wisdom was not at the top of the graduate-school mountain, but there in the sandpile of
Sunday School. These are the things I learned: -

“Share everything. Play fair. Don't hit people. Put things back where you found them. Clean up
your own mess. Don't take things that aren't yours. Say you're sorry when you hurt somebody. Wash
your hands before you eat. Flush. Warm cookies and milk are good for you. Live a balanced life-learn
some and think some and draw and paint and sing and dance and play and work every day some. Take
a nap every afternoon. When you go out into the world, watch for traffic, hold hands, and stick
together. Be aware of wonder. Remember the little seed in the Styrofoam cup: the roots go down and the
plants go up and nobody really knows how or why, but we are all like that. Goldfish and hamsters and
white mice and even the little seed in the Styrofoam cup-they all die. So do we. And then remember the
Dick-and-Jane books and the first word you learned-the biggest word of all-LOOK.

“Everything you need to know is in there somewhere. The Golden Rule and love and basic
sanitation. Ecology and politics and equality and sane living.

“Take any one of those items and extrapolate it to your family life or your work or your
government or your world and it holds true and dlear and firm”

Robert Fulgham

For each application under “Kindergarten,” find an application helpful for adult
“Personal/Company” conflicts:

Kindergarten Personal/Company
1. Share everything. 1.
2. Play fair 2.
3. Don't hit people. 3
4. Put things back where 4.
you found them.
5. (lean up your own mess. 5.
6. Don't take things that aren't yours. 6. 323
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All | Really Needed to Learn, | Learned Iin Kindergarten
‘ (continued)

7. Say you're sorry when 7
you hurt somebody.

8. . Wash your hands before you eat. 8.
9. Flush 9.
10. Warm cookies and milk are good for you. 10.

11. Live a balanced life-learn some and 11.
think some and draw and paint and
sing and dance and play and work
every day some.

12. Take a nap every afternoon. 12

13.  When you go out into the 13.
world, watch for traffic,
hold hands, and stick together.

. 14. Be aware of wonder. Remember the 14.
little seed in the Styrofoam cup: the
roots go down and the plants go up
and nobody really knows how or why,
but we are all like that

15. Goldfish and hamsters and white mice 15.
and even the little seed in the Styro-foam
cup-they all die. So do we.

16. And then remember the Dick-and-Jane  16.
books and the first word you learned-
the biggest word of all-LOOK.

(Think of your schooling, your parents, your culture, your experience. What can you add?)

17. 17.
18. 18.
19. 19.

® 2
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What's Next?

1. What aspects of the training did you find helpful for your employees?
2. How did you see the training being used back at work?
3. What are you currently doing to support the training your employees have received?

4. What could you do that you are not doing now to support the continued use of the skills
your employees learned in training?

5.  Where do you recommend we go from here?
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Conflicts at our Company

@ 326

Q Supervisor Lesson 1 Copyright ©1996 by Coast Community College District Supervisor Transparency 1




B oot connic ik
Supervisor Lesson 1 o l”

Conflict Resolution Survey

1. What are the most frequent kinds of conflicts in the workplace?

2. How do people at work usually deal with conflicts? (Check as many as apply to your worksite.)

Get angry Gossip or spread rumors

Avoid the conflict Get a supervisor to solve the conflict
Listen to one another carefully Let it go

Look for revenge in some way Silently resist

Force others to do it their way Try to understand the other persons

Talk directly to the people involved point of view
Have a meeting to talk it over Other
Take sides

How do you usually deal with a company conflict or with a personal conflict?
4. How do you wish people would handle conflicts?

5. What effects do unresolved conflicts have on people? On companies?

6. Describe your companys policy for dealing with conflicts in the workplace.

7. How could we prevent workplace conflicts?
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conflict Resolution Objectives: Lessons 1-6

Goals: To help students (1) understand workplace conflicts and (2) develop skills for handling conflicts
constructively and creatively.

Objectives of wWorkshop 1: Identifying Workplace conflicts and ways of Resolution”
1. To identify common workplace conflicts.

2 To identify (a) ways of resolution that help and (b) ways that hinder.
3. To understand the meaning of consensus.

Objectives of workshop 2: “Developing a Win-win Attitude”
1. To identify your own conflict-management style.
2. To understand why Win-Win options are better solutions.
3. To resolve some practical and personal workplace conflicts. [AU:“practical” OK?]

Objectives of Workshop 3: “Tools for conflict Resolution: Speaking and Listening
constructively”
1. To identify and improve effective speaking and listening skills.
2. To use communication tools appropriately in conflict resolutions.
3. To improve communication and understanding among employees who are native
English speakers, employees for whom English is a second language (ESL), and
employees from different cultures.

Objectives of Workshop 4: "How to Have a Fair Fight"
1. To create and use guidelines for respectful and constructive disagreement.
2. To apply these guidelines to the workplace in an effort to minimize conflict damage.
3 To use strategies necessary for creating future possibilities of conflict resolution.

Objectives of workshop 5: “Managing the conflicts Within"
1. To identify inner conflicts and ways of managing them.
2. To develop strategies and alternative ways of breaking cycles of anger and other inner
conflicts.
3. To identify and create company resources useful in conflict resolution.

Objectives of wWorkshop 6: “conflicts: Heading 'em Off at the Pass”
1. To learn strategies for conflict prevention.
2. To develop workplace application for preventive measures.
3. To present what has been learned as a useful product for the company.
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(- ) Effects of unresolved conflicts or poor resolution skills:

( + ) Effects of resolved conflicts or good resolution skills:

Comments/Questions:
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supervisor’s Role in Training

Generally it would be helpful to be aware of what your employees are working on each week.
Your list of “Lesson Objectives: 1-6" will help you do this. It would be beneficial to read some of the
material and do some of the activities along with them.

(Being “in it * with them will yield the greatest payoff) A packet of materials will be given to you
for this purpose. These are general guidelines you may use as time and opportunity permit. As you
know, the more time and energy invested, the higher will be the return-for the employee, yourself, and
this company.

Lesson 1: Identify Conflicts and Ways of Resolution in the Workplace

What you can do: Go over the Conflict Resolution Logs with your employees.
What to watch for: Employees will begin “Conflict Resolution Logs" this week.
Questions to ask: “What is conflict resolution?” “What conflicts do you see in the workplace
that effect your job?
Discussion topics: How do conflicts negatively affect our productivity and morale? What can
‘ we do to reach consensus?

Lesson 2: Developing a "Win-Win" Attitude

What you can do: Continue participation and discussion of the “Logs” Read ‘A Hole in the
Boat" Encourage the vocabulary, discussion of, and applications of a “Win-
Win" mindset within teams, cells, and departments.

What to watch for:  Application of a “Win-Win" mindset in resolving conflicts.

Questions to ask: “What is a “Win -Win" mindset?” “How can we apply it to resolving
conflicts?”
Discussion topics: Discuss how the “Hole in the Boat” applies to work situations.

Lesson 3: Tools for Conflict Resolution: Speaking and Listening COI‘IStNCﬁVGIV

What you can do: Continue observations, entries, and discussion of “Logs” Read
“Communication Tips” and do the “Self-Evaluation” Read “ESL & Cross-
Cultural Communication” Encourage ESL workers to practice their skills.

What to watch for: Employees asking more questions for understanding.

Questions to ask: “How does being a good communicator aid in conflict resolution?” “Which
of the communication skills do you think you are good at?” “Which of the
communication skills would you like to get better at?” “How do you plan to

do that?”
Discussion topics: How can we help each other communicate better?
339
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supervisor’s Role in Training
PN (continued)

Lesson 4: How to Have a Fair Fight

What you can do: Continue participating in the discussion of the “Logs” Read “Tips for
Disagreements” and “Strategies” Encourage their implementation. Give any
observations, feedback , or suggestions to the trainer so that any necessary
adjustments might be made.

What to watch for: Constructive disagreements, respectful arguments, uses of strategies in
resolving contlicts.

Questions to ask: Are you using any strategies in your training to help in disagreements? Has
anyone been respectful to you during a recent conflict?

Discussion topics: “Dog eat dog world” Rules for a fair fight. Strategies and tips for
disagreements.

Lesson 5: Managing the conflicts Within

What you can do: Continue observations, entries, and discussion of “Logs” Read “Seeing
Another Point of View...." Do and discuss “Workplace Resources” Read
“Another Way” Encourage employees to use their knowledge and skills at
home and at work.

What to watch for: Ways employees try to break the cydles of anger. People who demonstrate

‘ skill in finding helpful alternatives to dealing with anger at work.
Questions to ask: What resources are available or needed at our worksite to help in conflict
and anger resolution?
Discussion topics: What strategies could we implement in our department to better manage

conflicts and anger?

Lesson 6: Conflicts: Heading ‘Em Off at the Pass

What you can do: Continue work on “Logs” Help conflict observation, conflict management ,
and "win-win” become mindsets in your work arena. Reread the "Conflict
Resolution Objectives: Lessons 1-6” Reread “Workplace as Community “ by
Peck. Appreciate and encourage your employees with regard to their training
efforts and applications to the workplace. Be interested in their project
posters and find ways to bring the ideas into other parts of your area or
company. Continually emphasize the ROI aspect of conflict resolutions.

What to watch for: Employees implementation of training in specific worksite contexts. Ways to
facilitate conflict resolution strategies and/prevention. The effect of conflict
resolutions on company ROl

Questions to ask: How can our department transfer the conflict resolution training and build
it into the structures of our company? How can each situation in my
department become a “win-win” possibility?

Discussion Topics: How can we continually implement simple strategies, such as “what we

. learned in Kindergarten,” in preventative ways and in conflict resolution?
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All | Really Needed to Learn, | Learned in Kindergarten

I realized then that I already know most of what's necessary to live a meaningful life - that it isn't
all that complicated. I know it. And have known it for a long, long time. Living it -well, that's another
matter, yes? Here's my Credo:

“All I really need to know about how to live and what to do and how to be I learned in
kindergarten. Wisdom was not at the top of the graduate-school mountain, but there in the sandpile of
Sunday School. These are the things I learned:

“Share everything. Play fair. Don't hit people. Put things back where you found them. Clean up
your own mess. Don't take things that aren't yours. Say you're sorry when you hurt somebody. Wash
your hands before you eat. Flush. Warm cookies and milk are good for you. Live a balanced life-learn
some and think some and draw and paint and sing and dance and play and work every day some. Take
a nap every afternoon. When you go out into the world, watch for traffic, hold hands, and stick
together. Be aware of wonder. Remember the little seed in the Styrofoam cup: the roots go down and the
plants go up and nobody really knows how or why, but we are all like that. Goldfish and hamsters and
white mice and even the little seed in the Styrofoam cup-they all die. So do we. And then remember the
Dick-and-Jane books and the first word you learned-the biggest word of all-LOOK.

“Everything you need to know is in there somewhere. The Golden Rule and love and basic
sanitation. Ecology and politics and equality and sane living.

“Take any one of those items and extrapolate it to your family life or your work or your
government or your world and it holds true and clear and firm”

Robert Fulgham

For each application under “Kindergarten,” find an application helpful for aduit
“Personal/Company” conflicts:

Kindergarten Personal/Company
1.  Share everything. 1.
2. Play fair 2.
3. Don't hit people. 3
4. Put things back where 4.
you found them.
5.  Clean up your own mess. 5.
6.  Don' take things that aren't yours. 6. 332

Supervisor Lesson 1 Copyright ©1996 by Coast Community College District Supervisor Transparency 6




O

All | Really Needed to Learn, | Learned in Kindergarten

10.

11

12.

13.

14.

15.

16.

(continued)
Say you're sorry when 7.
you hurt somebody.
Wash your hands before you eat 8.
Flush. 9.

Warm cookies and milk are good for you. 10.

Live a balanced life-learn some and 11.
think some and draw and paint and

sing and dance and play and work

every day some.

Take a nap every afternoon. 12.

When you go out into the 13.
world, watch for traffic,
hold hands, and stick together.

Be aware of wonder. Remember the 14.
little seed in the Styrofoam cup: the

roots go down and the plants go up

and nobody really knows how or why,

but we are all like that

Goldfish and hamsters and white mice 15
and even the little seed in the Styro-foam
cup-they all die. So do we.

And then remember the Dick-and-Jane 16.
books and the first word you learned-
the biggest word of all-LOOK.

(Think of your schooling, your parents, your culture, your experience. What can you add?)

17. 17.

18. 18.

19. 19.

20. 20. 3 3 3
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What's Next?

1. What aspects of the training did you find helpful for your employees?

2. How did you see the training being used back at work?

3. What are you currently doing to support the training your employees have
received?

4. What could you do that you are not doing now to support the continued use
of the skills your employees learned in training?

5. Where do you recommend we go from here?
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