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Interpersonal Conflict Formula

Relationship    +
 Perception       +         Communication
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• Interdependent
• 
Organizes outer reality
   • Verbal


•
Assigns meaning (subjective) 
• Tone


•
Memory & emotion triggered 
• Nonverbal



by perception


What do you see?



Perspectives on Conflict

• 
What comes to mind when you hear the word conflict?



Notes: Symbol for conflict in Chinese is opportunity + danger.

Conflict is almost always seen as negative, but not necessarily. Results in problem solving and growth

Emotions and Rationality

 The Limbic Brain

The Cortical Brain

  The feeling brain

 
The thinking brain


Works 2X faster than the Cortical brain 
 
Facts


Emotional 

 
Figures


Intuitive 


Information


Values and identity 

 
Analysis




 
Judgment


Self-Regulating through Awareness

•
Moving from mindlessness to mindfulness

•
Practice the 3 Ps:

•
Pause

•
Perspective

•
Prepare

Note: Pause – don’t deal with conflict immediately because you are not rational, but emotional

Conflict Patterns

Constructive or Destructive - Your Choice

[image: image6.png]




Perception & Communication

•
Communication is not "message sending;" it is "message sharing." —

•
The intended "receiver" of a message brings as much meaning to the message as the "sender."

•
When people of different cultures are communicating, message sharing is more difficult.
Note: Culture contributes to perception. We have to work to see that the message we intended gets through. 
Process of Managing Conflict

(MAP)

Before you problem solve, go on a LARQ

L
Listen

A
Acknowledge

R
Refocus

Q
Question

P
Problem Solving
Note: Manage process before content. When you listen, you control yourself – only thing you can control Do you make it worse? Or diffuse it? 


Listen
“The best way to persuade others is with your ears – by listening to them.”  - Dean Rusk

· Listening is the most powerful tool you can bring to any conversation.
· Importance of being a good listener:
· Listening builds understanding
· Listening builds trust
· Listening to them makes them listen to you
Note: Give undivided attention. Listening builds understanding, makes the other person more likely to listen to you.


Poor vs. Good Listening
•
What are the characteristics of a poor listener?
•
What are the characteristics of a good listener?
Note: Poor listening includes interrupting, no eye contact, not paying attention.

Elements of Good Listening
•
Attending: Making the participant feel you are with them both physically and psychologically (eye contact, open posture) 

•
Following: Signaling to the speaker that you understand the message (nodding head, appropriate clarifying questions, if necessary)

Note: Attending means being present. When following, interrupt only to ask a question for clarification – show you want to understand.




Acknowledge

"Feelings Crave Acknowledgement."

-Difficult  Conversations
•
Acknowledging is any signal that you are attempting to understand the emotional content of what the person is saying.

•
A common way to acknowledge is to paraphrase both the emotion and the content: "So you feel that I have betrayed your trust."

•
Acknowledging is not agreeing.

•
Anger goes down if you understand me

Refocus

"Communication works for those who work at it."

-John Powell
•
Transition from dealing with the feelings to dealing with the substantive problem.

•
A good transition is to summarize your understanding of the problem:

· Demonstrates commitment to understanding

· Clarifies communication

· Allows party an opportunity to correct misconceptions

· Slows down fast and angry conversations
Note: Refocus to a problem-solving phase.

Question

'Who is without knowledge? He who asks no questions."

-Fulfulde Folk Saying
•
After Listening, Acknowledging and Refocusing, you may need to fill-in important information by asking Questions.

•
Questions are used to clarify facts, points of view, and intentions.

•
Use open-ended questions. They are questions that require explanation, more than a yes or no.
Note: Do not ask “Why don’t you…?” This is not a question, but a judgment or attack.

Destructive Conflict

What are the characteristics of destructive conflict?

•
Personal Attacks

•
Over-Competitiveness

•
Issue Proliferation

Note: Don’t blame others or make excuses for ourselves. Talk about this issue only, not issues from the past, or other issues.

Productive Conflict

What are the characteristics of productive conflict?

•
Issue focused

•
Parties are flexible in how they achieve goals

•
Recognition of other's needs and concerns

Note: Be open to other solutions – not just your own
Excerpt from:

STUMBLING ON HAPPINESS

By Daniel Gilbert

Filling in Perception 

The powerful and undetectable filling in that suffuses our re​membrances of things past pervades our perceptions of things present as well. For instance, if on one particularly slow Tuesday you took it upon yourself to dissect your eyeball, you would eventually come across a spot on the back of your retina where your optic nerve leaves your eye and wends its way toward your brain. The eyeball cannot register an image at the point at which the optic nerve attaches, and hence that point is known as the blind spot. No one can see an object that appears in the blind spot because there are no visual receptors there. And yet, if you look out into your living room, you do not notice a black hole in the otherwise smooth picture of your brother-in-law sitting on the sofa, devouring cheese dip. Why? Because your brain uses information from the areas around the blind spot to make a rea​sonable guess about what the blind spot would see if only it weren't blind, and then your brain fills in the scene with this information. That's right, it invents things, creates things, makes stuff up! It doesn't consult you about this, doesn't seek your approval. It just makes its best  guess about the nature of the missing information and proceeds to fill in the scene—and the part of your visual experience of your cheese-dipping brother-in-law that is caused by real light reflecting off of his real face and the part that your brain just made up look exactly alike to you. You can convince yourself of this by closing your left eye, focus​ing your right eye on the magician in figure 8, and then bring​ing the book slowly toward you. Stay focused on the magician, but notice that when the earth' moves into your blind spot, it seems to disappear. You will suddenly see whiteness where the earth actually is because your brain sees whiteness all around the earth and thus mistakenly assumes there is whiteness in your blind spot as well. If you keep moving the book toward you, the earth will reappear. Eventually, of course, your nose will touch the rabbit and you will commit an unnatural act.

                           

Fig.  If you stare at the magician with your right eye and move the book slowly toward your nose, the earth will disap​pear into your blind spot..

The 'filling-in trick’ is not limited to the visual world. Re-searchers tape-recorded the sentence The state governors met with their respective legislatures convening in the capital city. Then they doctored the tape, substituting a cough for the first s in legislatures. Volunteers heard the cough all right, but they heard it happening between the words because they heard the missing s too. Even when they were 
\specifically instructed to lis​ten for the missing sound, and even when they were given thousands of trials of practice, volunteers were unable to name the missing letter that their brains knew ought to be there and had thus helpfully supplied. In an even more remarkable study, vol​unteers listened to a recording of the word eel preceded by a cough (which I'll denote with * ). The volunteers heard the word peel when it was embedded in the sentence "The *eel was on the orange" but they heard the word heel when it was embedded in the sentence "The *eel was on the shoe."
SELECT BIBLIOGRAPHY

Roger Fisher and William Ury, Getting To Yes (1981)

David C. Thomas and Kerr Inkson, Cultural Intelligence (2003)










8

