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BCS IOM: Conflict Managment

To manage conflict and to negotiate
effectively

You need to:
* Understand different conflict management modes
* Recognise your conflict management mode tendencies
» Choose your mode to suit conflict and what's at stake
* Implement mode effectively by:
— Reducing the downside of the mode

— Taking steps when negotiation appears to be stuck
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TKIO© definition of conflict

Conflict is the situation in which people’s concerns
appear to be incompatible.

And:

Concern is what you care about in a conflict; the

thing that’s threatened that you would like to protect.

From Introduction to Confiict Management - Kenneth W. Thomas,
(Palo Alto, CA: CPP, Inc., 2002 ), courtesy OPP Limited.
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Research - 18 -24% of typical managers spend time resolving
conflicts!

Conflict using the TKI definition does NOT necessarily mean fighting.
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The five conflict-handling modes
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TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introducfion to Confiict Management
(Palo Alto, CA: CPP, Inc., 2002 ).4 4 ©2009 Oaksmill Limited

Assertiveness = satisfying my concerns
Cooperativeness = satisfying the other

BT Wino 6rightd or owrongdéd and no 6goodbé6
are!
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Each mode contributes something

Competing: Collaborating:
Advocacy Innovation
for &
Viewpoints Resolution
Compromising:
Pragmatism
&
Moderation
Avoiding: Accommodating:
Managing Building
Transaction Goodwill &
Costs Cohesiveness

TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introduction to Conflict Management

(Palo Alto, CA: CPP, Inc., 2002 ).
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Conflict-handling behaviour: claiming,
giving or sharing value

. Satisfaction you intend for yourself

. O Satisfaction you intend for other
Competing

Compromising

Accommaodating

TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introduction to Confiict Management
(Palo Alto, CA: CPP, Inc., 2002 ). 6 ©2009 Oaksmill Limited

Compromise = both get half the pie. Better than none, but worse than
the whole pie.

Compromise on minor issues, but only on significant issues if neither
collaborating (usually the best) or competing is not feasible. Could be
a temporary solution to a major, complex problem. Often to meet a
deadline. But check it is a real deadline.

Make partial concessions where possible. Focus on fairness: agree
what would be fair before offering a compromise or agreeing to one.
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Conflict-handling behaviour: creating
value

Collaborating

Compromising
. Satisfaction you intend for yourself

O Satisfaction you intend for other

O
TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introduction to Confiict Management
(Palo Alto, CA: CPP, Inc., 2002 ). 7 ©2009 Oaksmill Limited

Note that consensus tends to lead to Collaboration, whereas
Compromise is sometimes the worst of both evils!

Avoidance may be needed:

A to reduce stress,

A for emotional conflicts,

A where little can be gained,
A knowing when to postpone.
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To summarise: pies of satisfaction

i Collaborating
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O Compromising

. Satisfaction you intend for yourself

Assertiveness

Q Satisfaction you intend for other

Avoiding

Accommodating

Cooperativeness =

TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introduction to Confiict Management
(Palo Alto, CA: CPP, Inc., 2002 ). 8 ©2009 Oaksmill Limited

Al t hough Coll aborating is the Obestd mc
culture that is combative and competitive (like ICL in the 70s/80s)
and tend to drive individual behaviour. Your best option if your
natural mode is collaboration is to be collaborative with a touch of
competitiveness, so your <coll eagues d
being weak and disloyal!

The danger of a highly combative/competitive style is that valid
opposition often gets stifled and the final decision may be either
poor or even fatally flawed.

NOTE: despite your natural modes, you are in charge and can alter
your own behaviour according to the circumstances. And you can
steer others. For example:

A If you are competitive, STOP, give yourself a chance to think

A If you are an avoider, try to get engaged and see the picture from
othersdé viewpoints

Alf you find yourself responding 6as u.
di scussion and see if you are behavin
that is what you want to continue to do.
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CCC'’s TKI profile

PERCENTILE SCORE

MODE

COMPROMISING

AVOIDING

COLLABORATING

COMPETING

ACCOMMODATING
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It could mean that CCC is not accommodating enough and also compromises
too often; and perhaps avoiding too much i not wanting conflict or feels
others are wasting time discussing some issues.

On the face of it he is balanced in his competitiveness.

He i s also 6balancedd in collaborating.
and change some of his compromising to collaborating.
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CCC’s modes
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Assertiveness
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Unassertive
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Other modes: “Zero Sum”

9 Competirg. Collaborating:
8|H L
<

8%

S Compromising:

=

HE N
=

< |5
§ Avoiding: Accommodating:
2L M

Uncooperative Coopeﬁﬁ\z‘g

Cooperativeness
1 ©2009 Oaksmill Limited

©2009 Oaksmill Limited



BCS IOM: Conflict Managment

Other modes: Cooperator
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Other modes: Asserter
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Other modes: Low competer
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Other modes: Low collaborator
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Other modes: Low accommodator
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Other modes: Low compromiser
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Other modes: ‘The Middle Way’
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19.15

When your negotiation appears to be
stuck: Step #1

1.Understand TKI definition of concern and position®
— Concern: What you care about in a conflict;
the thing that’s threatened that you would like to
protect.

— Position: The solution you propose to settle the
conflict; what you think should be done.

2.Separate out concerns and positions.

3.ldentify your own concerns and the other person’s
concerns.

From Introduction to Conflict Management - Kenneth W. Thomas,
{Palo Alto, CA: CPP, Inc., 2002 ), courtesy OPP Limited. o
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Stick with concerns and state your position later. If the other party
jumps to a position, try and get the concern to be made explicit. If he
finds it difficult to articulate, try making an educated guess and ask if
that is the real concern.

|l denti fying both partyés concerns and
in conflict can lead to a win-win. EG need to improve product quality

versus need to keep costs down. Perhaps higher quality can draw a

premium price and cost then becomes less important.
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When your negotiation appears to be
stuck: Step #2

Don’t push a position unless you have to

Pushing a position limits you to Win/Lose outcomes

When you say, “We should do X,” others have 3
main options:

— “No, we shouldn’t” (Competing back)
— “OK, you're the boss” (Accommodating)
— “How about doing it halfway?” (Compromising)

From Introduction to Conflict Management - Kenneth W. Thomas,
({Palo Alto, CA: CPP, Inc., 2002 ), courtesy OPP Limited
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When your negotiation appears to be
stuck: Step #3

When you get resistance, use ‘firm flexibility’
» Combine competing and collaborating
* Be firm in insisting on your concerns

* Invite the other to problem-solve with you to find
creative ways of meeting both concerns.

 Be flexible in finding a position (solution) that
meets your concern and the other person’s

concern.
The term ‘firm flexibility’ was first used by D. Pruitt and J. Rubin in their book, Social Conflict, 1986.
From Introduction to Conflict Management - Kenneth W. Thomas,
(Palo Alto, CA: CPP, Inc., 2002 ), courtesy OPP Limited.
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Summing up, then, creative managers use their assertiveness to set
up creative problem solving on important issues.

They know how to compete without antagonising people.

They avoid debating issues that to them are not important, without
being evasive.

They know how to accommodate on issues which they believe are
very important to the other party, without looking weak.
A highly competitive type will be competing despite perhaps being
i nnately a 6niced person.

Finally, avoid being personal. Attack the issue by all means if that is
your mode, but do not attack the opponent or his/her
foibles/behaviour. And appreciate that some people may not help how
they behave.
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