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· Change and conflict are inevitable.

· Yet, the first response to conflict/change is typically resistance.

· Two caterpillars were taking a walk one day when they looked  up and saw a butterfly. One caterpillar looked at the other and said, “you’re not ever getting me up in one of those things.”

Our response to conflict/change is influenced by perspective.

Perspective

· What things “look” like to people is what things “are”.

Perspective

· Everybody doesn’t see things from the same point of view.

· There are different ways of looking at the same thing.

· Social interaction is productive for understanding perspective.

· Some people will “get it” sooner than others.

· Some people will never “get it.”

· It will “shape” what we think, say and do.

Conflict/Change management is all about PERSPECTIVE.

What is the greatest source of conflict on the job?

True or False?

· Conflict should be avoided at all cost!

· Conflict is not good for an organization.

· Conflict is easy to resolve.

The Truth

· Conflict is inevitable. 

· How you respond to it determines the outcome.

· How you think about it (perspective) will determine how you respond to it.

Conflict is good when...

· it produces new ideas.

· it fosters unity and understanding.

· it brings about positive behavior changes.

Conflict is bad when...

· it is suppressed

· it leads to hostility and fear

· it escalates unchecked

A Reality
· Conflict is inevitable, but it is manageable.
Vignette #1

· A co-worker receives an unsatisfactory performance evaluation. He talks candidly with you about the results and expresses his anger about the matter. The co-worker decides to approach the supervisor and asks your advise on how to do so. What would you suggest?

Prescription for Managing Conflict and Change 

Use conflict as a natural resource.

· Conflict/change can be a first step on the road to 
improving communication,  solving a problem, and building trust and cooperation. 

Controllable Conflict vs. Uncontrollable Conflict

Don’t react or overreact.

· Remain focused on identifying the real needs and interests of the other person and yourself. 

Confront and challenge feelings.

· Encourage and permit the expression of negative feelings without fear of reprisal or punishment.

Attack the problem, not the person.

· remain objective about the problem

· detach any feelings about the person presenting it

· generate possibilities for settling it. 

Practice direct communication.

· Ask questions to clarify and paraphrase what the other person is attempting to communicate to you. 

· Guard non-verbal behavior (Watch your body language).
· Conflict is influenced by how we communicate. 
· Words (7%)

· Body Language (35%)

· Tone of Voice (45%)

Move from destructive to constructive.

· The goal is not to end or eliminate conflict but to transform the way it is expressed.

Take the “Third Side.”

· You don’t have to take sides in a conflict, nor do you need to be neutral. No matter where your sympathies lie, you can choose to take the side of the “whole.”

Focus on the future.

· Proving or disproving past allegations may not be of value to a continuing relationship.

Pace yourself.

· In a marathon you must pace yourself and believe that things will improve if only you stick with it.

The Truth

· Change is inevitable. 

· How you respond to it determines the outcome.

· How you think about it (perspective) will determine how you respond to it.

Change Will Happen

· Not all change is improvement, but without change there can be no improvement. 

Food for Thought

· Responding to conflict requires a broad range of skills including, courage, preparation, knowledge, creativity, coordination, flexibility, and a “big picture” perspective. 
· Hurting people hurt people and are easily hurt by others.

· Always remember that  everyone brings baggage into relationships. 

· Remember:  Speak your words carefully today, because you may have to eat them tomorrow.

Final Thoughts on Conflict

· You don’t change relationships by trying to control people’s behavior but by changing yourself in relation to them. 

· Holding onto the resentment of people you have to work with punishes you as much as it does them. 

· Listening to and showing respect for the people we work with doesn’t have to be the same as becoming best friends. 
Chinese Proverb

· The gem cannot be polished without friction, nor man perfected without trials. 

Martin Luther King Jr.

· “The ultimate measure of a person is not where they stand in moments of comfort and convenience, but where they stand in times of challenge and controversy.” 
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