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In this session, we will… 

• Gain a deeper understanding of why conflict 
occurs; 

• Increase awareness of the costs of 
unaddressed conflict to a person, a team or 
an organization; 

• Identify pragmatic tools that help increase 
comfort and confidence in dealing with 
difficult situations and lead to better 
outcomes.   



Experiencing Conflict 

• Conflict is commonly perceived as 
something that: 
– is unwelcome 
– is to be avoided 
– signifies failure or inadequacy 

 
 

Presenter
Presentation Notes
Debrief the Pair/Share.  Record positive v. negative conflict outcomes.  Observe that most initial connotations associated with conflict are negative.



Reactions to Conflict 

• As a result, people experiencing conflict 
often: 
– Ignore it 
– Avoid it 
– Get angry, scared, sad, defiant… 
– Get loud, get quiet, withdraw… 
– Argue, order, threaten… 

Presenter
Presentation Notes
Hope is not a strategy.Edicts rarely work.Time is lost, productivity suffers, and the conflict grows.



And Guess What… 

• The 
• Conflict 
• Doesn’t  
• Go  
• Away.  



But sometimes the people do… 
Research shows that even low levels of 
disruptive behavior in the workplace impact 
performance: 
 38% intentionally decreased work quality 
 47% intentionally decreased time at work 
 48% intentionally decreased work effort 
 66% said their performance declined 
 78% said that their commitment to the organization declined 
 80% lost time worrying about the issue.  

•Managing Difficult Employees and Disruptive Behaviors, Teresa A. Daniel, SHRM 
Online (April 2012).   

Presenter
Presentation Notes
Decrease work quality:  not necessarily an intentional error, but a “close enough” mentality.Decrease time: minimize presence in a negative environmentDecrease work effort: No more 110%Performance declined: impact of the conflict on productivity – lost time, interferenceCommitment declined: turnoverLost time: also absenteeism, illness, stress



What Causes Conflict 

• In a word, DIFFERENCES. 
• But not necessarily substantive differences.  

Differences in values, interests, perception, 
and communication style can all contribute to 
conflict. Layer on differences in lived 
experience, social identities, cultural affinities, 
and personal abilities, and we have an 
environment in which conflict is inescapable.  

Presenter
Presentation Notes
Values: Conflicts that come from differences in values and associated beliefs are usually the toughest to resolve.  The good news is that value differences are usually responsible for less than 10% of interpersonal conflict.  Interests: Cutting costs v. saving jobsPerceptions: Different views of the same situation.  Spend more time arguing who is “right” than solving the problem.Style: About 2/3 of all conflict caused by style.  Not “what” we are trying to get across, but “how.”  



Higher Ed Statistics 

• In the 2012 Hollis Workplace Bullying in the 
Academy Survey, approximately 62% of 
respondents reported experiencing or 
witnessing workplace bullying within the last 
18 months.  

• This compares to 37% who reported bullying 
in corporate workplaces in a comparable 
study. 

Hollis, L. (2012) Bully in the Ivory Tower: How Aggression and Incivility Erode American Higher 
Education citing Namie, G. and Namie, R. (2009). The bully at work: what you can do to stop the 
hurt and reclaim your dignity on the job Napersville, IL: Sourcebooks.   



And Then There’s Email… 

• Use of communication technologies is 
associated with reduced adherence to 
social norms. 

– Suler, J. (2004). The online disinhibition effect. Cyberpsychology & Behavior, 7, 321–
326. http://dx.doi.org/10.1089/1094931041291295 

• Emails or texts also provide fewer 
nonverbal cues and no instant feedback 
to assist the reader. 

– Byron, K. (2008). Carrying too heavy a load? The communication and 
miscommunication of emotion by e-mail. The Academy of Management Review, 33, 
309–327. http://dx.doi.org/10.5465/AMR.2008.31193163   

http://dx.doi.org/10.1089/1094931041291295
http://dx.doi.org/10.5465/AMR.2008.31193163


What a Rude Email!: 
Giumetti’s study of the impact of uncivil 

electronic communication 

• Mental, emotional and social energy levels were 
significantly lower in the uncivil condition. 

• Higher levels of negative affect and lower levels of 
positive affect demonstrated in the uncivil condition. 

• Experiencing incivility is associated with lower task 
performance as opposed to experiencing support.  

 
• Giumetti, G. W., Hatfield, A. L., Scisco, J. L., Schroeder, A. N., Muth, E. R., & Kowalski, R. 

M. (2013). What a rude e-mail! Examining the differential effects of incivility versus support 
on mood, energy, engagement, and performance in an online context. Journal of 
Occupational Health Psychology, 18(3), 297-309. doi:10.1037/a0032851 

 
 



Facts Around Conflict 
Competency 

• 31% report they handle conflict effectively; 78% 
of those they supervise disagree. 

• 75% report positive outcomes from resolved 
conflict that would not have been realized 
without the conflict. 

• 95% of those who receive training say that it is 
the biggest driver for success, but nearly 60% 
have never received training. 

• Sources: 2008 CPP Global Human Capital Report; 2009 Harvard Law School Special Report on Managing 
Conflict; Cited in Conflict Management, Arvis Institute Online 2012. 



Reframing Conflict 

• The tension of difference is a necessary part 
of human interaction. Accepting conflict as a 
functional part of our relationships allows us 
to better see our differences as an 
opportunity for growth and learning, rather 
than the source of discomfort and 
awkwardness. 
 



Common Sources of  
Workplace Conflict 

• Stress 
• Excessive Workload 
• Differences in VIPS 
• Scarce Resources 
• Personality Clashes 
• Hurtful Humor/Sarcasm 
• Poor Communication 
• Fear of Change 
• Disrespectful Behavior 
• Gossip 
 

• Poor Performance 
• Passive Aggression 
• Ingrained Behaviors 
• Lack of Recognition 
• Inadequate Training 
• Cultural Differences 
• Ineffective Leadership 
• Inconsistency 
• Non-Constructive 

Criticism 



What stops us from addressing 
conflict effectively? 

• Discomfort with difficult conversations 
• Lack of training/preparation 
• Role modeling/workplace norms 
• Our own needs/motivations/self-confidence 
• The perception that it is not “our” 

responsibility 
• Fear 

– Not being taken seriously 
– Being blamed for “making trouble” 
– Hurting someone’s feelings 
– Retaliation 



Deconstructing Conflict  
Adapted from Patterson, K., Grenny, J., Maxfield, D., McMillan R., & Switzler, A.  (2013). Crucial Accountability. 

New York, NY: McGraw Hill.  

See & 
Hear Narrative Feeling Action 



Effective Responses to 
Conflict 

• Active Listening/Perspective Taking 
• Reflective Thinking 
• Delayed Response 
• Respectful Language 
• Expressing and Recognizing Emotions 
• Assertive/Non-Reactive Statements 
• Creating Solutions 

Presenter
Presentation Notes
Open, attentive, and respectful body languageFocus on what the person is saying, not how you will respond; no interruptionsEncouraging words; empathy statementsOpen-ended questions; clarifying questionsConsider speaker’s perspectiveAsk before giving adviceCheck for mutual understandingAvoid attribution of motives and blaming



A Practical Approach to 
Addressing Conflict 

• Ask yourself: 
1. What really happened? Am I seeing the 

situation objectively? 
2. What was my role in what happened? 
3. Is it worth my attention? 
4. What is the impact on my work/our work?  
5. What is my goal in the conversation? 
6. Am I prepared? When would be the best 

time and place? What is my attitude? 
7. Should I seek assistance before addressing? 

Presenter
Presentation Notes
ValidateSelf-examinationPerspectiveWhat you see/hearWhat would convince you the issue is resolvedAttitude matters! Presume positive intentCheck your resources.  Brainstorm.  Prepare.  Rehearse.



Assertive, Non-Reactive 
Statements 

• I see, I feel, I hope & expect, I will…. 
• When you…I feel…because….  

In the future, it would be great if…. 
I wish that…. 
I will/will not…. 

• I notice that…and I assume that…. Is that 
true? 

• Why v. What, But v. And 
You should v. I would like you to…. 



Reading List 

• Patterson, K., Grenny, J., Maxfield, D., McMillan 
R., & Switzler, A.  (2013). Crucial Accountability. 
New York, NY: McGraw Hill.  

• Sutton, Robert I. (2007). The No Asshole Rule. 
New York, NY: Business Plus. 

• Mayer, Bernard. (2015). The Conflict Paradox.  
San Francisco, CA: Jossey-Bass.  
 



Thank You 

• Julie Hagen Showers 
• Director, Office for Conflict Resolution 

• 662 Heller Hall 
• 612-624-0884 

• showers@umn.edu 
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