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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

2| Competing Collaborating
k5
(7]
[7)]
n <
7]
(O]
: . .
g Compromising
©
5 2
o =
5| Avoiding Accommodating
Uncooperative Cooperative
N Cooperativeness
TKI®: courtesy OPP Limited; Kenneth W. Thomas, Introducfion to Confiict Management
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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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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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