Chapter 10 – Conflict Management
Conflict – is a process in which one party perceives that its interests are being opposed or negatively affected by another party

· Different: values hierarchy, perception of reality, goals

· When party plans to obstruct another’s goals

· Based on perception

Conflict – good or bad?

· Pre 70’ model – destructive, bad workplace relations, waste of time,  questioned the authority

· Lower job satisfaction, team cohesion, information sharing

· 70’-80’ model – optimal level of conflict

· Debating issues, evaluate alternatives, reexamine basic assumptions

· Prevents from stagnation, responsive to the customers’ expectations

· Constructive conflict – (also known as task or cognitive conflict) occurs when people focus their discussion on the issue while maintaining respectfulness for others

· Viewpoints are encouraged, tested, redesigned

· Focus on tasks and logic

· Relationship conflict – (also known as socioemotional, affective or destructive conflict), focuses on people rather than the issues and tasks

· Attention on interpersonal incompatibilities, personality crushes

· Attacking persons credibility triggers defense mechanisms

· Separating constructive and relationship conflicts

· Most experience some degree of relationship conflict during or after constructive debate

· The stronger level of the debate, to greater chance of relationship conflict

· Strategies to reduce level of relationship conflicts:

· (High) Emotional intelligence – reduces risk of hostility, seeing emotions, reactions as information about needs and expectations

· Cohesive team – knowing each other, anticipation beh and reactions, show emotions without being personally offended, motivation to avoid RS conflicts

· Supportive team norms – openness, appreciation of honest dialogue, using humor to maintain positive group emotions

Structural Sources

· Incompatible goals

· Differentiation (training, values, beliefs, experiences) – mergers

· Cross-generation conflict

· Interdependence – dependence on resources other in org have

· Pool-interdependence

· Reciprocal interdependence

· Scarce resources

· Ambiguous Rules (breed conflict)

· Communication problems

Interpersonal Conflict Handling Styles (best style depends on situation)

· Problem-solving – win-win orientation, parties have trust and time, complex issues

· Forcing – win-lose orientation,

· Avoiding – when conflict too emotionally charged, but may increase frustration

· Yielding – giving in completely to the other side’s wishes

· Compromising – your losses are offset by equally valued gains, searching for a middle ground; when parties have equal power and there is time pressure

STRUCTURAL APPROACHES TO CONFLICT MANAGEMENT

1. Emphasizing Superordinate Goals (s.goals = any goal that conflicting parties value and whose attainment is beyond the resources and effort of either party alone)

2. Reducing Differentiation (for instance by creating common experiences)

3. Improving Communication and Understanding (but first reduce differentiation!)

4. Reducing Interdependence

5. Increasing Resources

6. Clarifying Rules and Procedures
THIRD-PARTY CONFLICT RESOLUTIONS:

1. Arbitration – high control over decision, low control over process

2. Inquisition – high control over decision and process
3. Mediation – low control over decision, high control over process
Generally for conflicts between employees – mediation preferred: highest level of employee satisfaction with the conflict process and outcomes.
